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TERMS OF REFERENCE

Freelancer/Intellectual service for IT support and servicing in Cox’s Bazar offices of Handicap International- Humanity & Inclusion with Ref: PSR BGD-2021-COXB-0050
Handicap International Federation-Humanity & Inclusion (HI) is an independent and impartial international aid and development organisation working in situations of poverty and exclusion, conflict and disaster. HI Head Quarter based in Lyon, France. HI Working alongside people with disabilities and vulnerable groups, it takes action and provides testimony in order to meet their basic needs, improve their living conditions and promote respect for their dignity and their fundamental rights. Handicap International - Humanity & Inclusion (HI) is a non-profit organisation with no religious or political affiliation. It operates as a federation made up of a network of associations which provide human and financial resources, manage projects and implement its actions and campaigns. Handicap International - Humanity & Inclusion (HI) is present in Bangladesh since 1997 and its Head Office in Bangladesh at Dhaka and there are filed offices at Cox’sbazar, Kurigram, Sitakund. 

HI Logistics department is looking for and external service provider to support on ICT service at its filed office Cox’sbazar. 

1. CONTEXT
· Contracting and responsible department: LOGISTICS
· Programme context: Site office at Cox’sbazar city, Ukhiya and Teknaf HI office and guest houses.
· Explanation of the reason for the mission: IT Equipment maintenance and regular troubleshoot and services internally. 
2. DESCRIPTION OF THE EXPECTED SERVICE
· Beneficiaries: HI staffs and HI’s IT relevant equipment/machines/devices.
· Global and specific objectives: HI has field offices in Cox’s Bazar, Ukhiya and Teknaf with IT equipment that requires routine maintenance and servicing. HI intends to contract an external service provider, reporting to the Logistics Department, to offer support on Computer: Desktop/Laptops, Scanners, Printers, NAS storage, photocopiers, Switch, Hub, Wi-Fi Router, internet devices and internal LAN lines. The service provider must have proven competences in software, hardware and networking management and support. 
· Services requested: IT equipment regular Service, Maintenance and troubleshooting when required. Regular maintenance to ensure HI’s network, data backup condition, computer, printers, network devices and other relevant existing equipment environment keeps running smoothly. All services are performed HI Cox’sbazar offices with concern with HI’s Programme Logistics Manager-Dhaka and Area/site Logistics GS manager-Cox and as defined in the list of work below:
The following maintenance services are included:
a) Regular monitor and update windows, antivirus, other software of the HI computers of staff as when required as per HI guideline with proper list and tracking and permission of HI Dhaka office. 

b) Update and verify anti-virus engine and definitions, Perform malware scan - remove any infections.

c) Removal of temporary files and general optimization and ensure space are free from unnecessary program files. 
d) Follow HI IT guideline and report accordingly to PLM-Dhaka. 

e) Manual backup with support of site Log GS officers, check verification automated backup system is working correctly where NAS drive is available.

f) Hardware temperature test (verify cooling system) regular basis and report if any concern, Resource (processing power, memory, and hard drive space) checks.

g) Daily Network connectivity check (download and upload speeds tests), all tasks during week and as assigned must be reported weekly basis with proper tracking and record to Log GS Manager at Cox’sbazar. And monthly report shall be submitted at Dhaka-PLM.
h) If need Installation of Windows or any kind of software must check and get permission from HI Dhaka office respective person. 

i) Maintain with confidentiality Administrative password/rights ensuring in all HI computer as per HI Dhaka Head office provides. 

j) Remote assistance for any kind of troubleshooting through anydesk/TeamViewer such as software updates, problem with printers and others for the  computers/printers/scanner or any other device at other location at Teknaf/Cox’sbazar. 
k) Data backup as HI Logistics instruction in coordination with Site Logistics GS officer/manager and PLM. 
l) Regular check and work as when required troubleshooting of laptops/Desktops, Printer, Scanner, photocopier, network devices and keep all the record of work, inventory of devices and maintenance and report weekly basis to Cox Area Log GS manager.
m) Rectifying networking issues and take appropriate measures of solution with informing and validation from Cox Logistics area GS manger.
n) Preventive measures i.e., check antivirus functionality, browsing history of users, search any unauthentic software, file or sites used by user. Report those to PLM at Dhaka in confidential manner. 
o) Ensure Networking of Scanner & Printer and keep functional at all offices Cox, Uhkiya, Teknaf.
p) Outlook account configuration when required as per HI guideline, but not allowed to get HI email account access or password. for this type of work check with site logistician or Dhaka office.  
q) Periodic Services of laptops/desktops based on confirmation from Logistics.
r) Check problem of IT related equipment and fix those under his capacity and those need external service via supplier must refer with problem and solution needs further.
s) Will not be authorized to installed any software without permission from Dhaka and not authorized to keep any HI data with him/her. 

t) Provide regularly basic induction to HI staff for usage of devices/software etc.

u) Knowledge of LAN, WAN, VPN Internet Connectivity product (Switch, Router, Firewall, IP Camera, Printer, PABX, DVR, NVR) installation, configuration, cabling, and access control setup maintenance.

v) Maintenance and monitoring Office Network: Setup IP Network strategy, Quality of Service, Port Forwarding, Internet speed test.
w) All computer data of HI is confidential and service provider cannot get any access without permission from Log Area Manager-Cox’sbazar.

x) All Hardware/Accessories/Licenses will be provided by HI only. Counterfeit software is prohibited by HI.
y) In case of any absence/change of assigned person must replace with another immediately. And payment will be count as working hour/days only. 
z) And /or any IT issue identify by HI Logistics concern person only.
· Firms or individuals are requested to submit the quotation.
· Expected results and indicators for taking delivery of and validating the results obtained:
All IT equipment and devices keep functioning in good condition, status of performance, work to be done, problem and trouble of devices, proper tracking of device manger and fix the problem. 

Based on work assigned must be recorded and reported the status of work along with regular work as listed above.
3. Required profile of Freelancer/Intellectual service/Consultancy firm/company:
· The service provider must have proven competences in software, hardware and networking management and support. 

· Reputed organization/firm/individual must have valid licence and Tax certificate. 
· Experience in the relevant filed with providing support to other details specification of Services; 

· Statement that Service Provider will adhere to HI’s terms and conditions. 

· Work experience documents with other NGO/INGO or international organization for similar type of service.
· Profile of IT person as follows with CV/Resume: 
Competences and Experience of the IT person to be engaged:
· Minimum Bachelor of Science (BSc) in CSE or IT or relevant subject from any recognized Institution/university. 

· Minimum 3 years’ relevant similar experience in progressively responsible IT service or system administrator for a reputed company or individual. 

· Ability to work in a dynamic environment and under aggressive timelines; capacity to prioritize according to workload.

· Must have good communication skills & Knowledge about information technology, internet engineering, software engineering. Excellent problem-solving skills.

· Modern System adaptability & Creativity

For firm/company mandatory to submit a copy of valid Trade license, TIN and VAT Registration certificate along with above. 

· Working languages: English 
4. DURATION AND PLACE OF PERFORMANCE OF THE SERVICE AND CONDITION: 
· Place of performance or Base location: Ukhiya, Cox’sbazar (HI will not pay any transport, accommodation, perdiem, allowances, benefits, or others) the service provider must ensure full 8.30 hours working time with reporting mechanism at base. The service provider must ensure support other offices at Teknaf and Cox’sbazar remotely regular basis and as when required to go physically based on conformation of Log Area GS manager. For inter office movement from Ukhiya HI will arrange vehicle support.  

· Duration of working hour:
· Option 1: 
Support time: working hours from 8:00 AM to 4:30 PM, 5 days in week except weekend and govt. holidays but in case of any emergency need on holiday or weekend the service provider must be flexible to do the work and no extra charge will be applied and that extra working time will be adjusted with regular working hours.
· Option 2: 
Support time: working hours from 8:00 AM to 4:30 PM, 3 days in week provider must be flexible to do the work at any day as pre assigned by HI and no extra charge will be applied.
The service provider can place either one or both options rate, HI will pick the best. 
. 
· Start date: expected to start from June 2021, 
· End date: the contract will be initially for 3 months with possibility of extension up to 1 year depends of service and performance of service provider.
5. WORK PLAN
· Based on the proposed schedule included in these Terms of Reference, the consultant should establish a work plan for the completion of the service 
· The work plan should give a clear description of how the consultant intends to approach the activities necessary to the service’s completion
· The plan should indicate the rate of progress and/or level of completion of the service, including criteria and indicators for checking that it is proceeding as planned.
6. REPORT
· Weekly and Monthly report of tasks undertaken & highlight any careless handling of equipment by staff.
· Daily Network connectivity check (download and upload speeds tests), all tasks during week and as assigned must be reported weekly basis with proper tracking and record to Log Area GS Manager at Cox’sbazar. And monthly report shall be submitted at Dhaka-PLM
· Report Submission date: weekly basis Log Area GS Manager at Cox’sbazar. And monthly report compile from weeks of the month shall be submitted at Dhaka-PLM
7. CONTACT PERSON
· During the performance of the service, the freelancer/consultant/firm/person will be required to work in liaison with Handicap International's teams, and notably with Log area GS manager, Cox and PLM-Dhaka (as when required) who will be his/her contact person. 

8. Administrative and technical annexes 
(List of items to be included in the file, e.g.: training plans, media of any kind (dvd, cdrom, etc.), breakdown of costs, methods, general purchasing agreements, etc.);
· All administrative contact must be handle at HI Dhaka office under direct supervision of Programme Log Manager. 

· The payment terms will be monthly basis and based on actual working days/hours. In case of any absent and not replaced with other person the days will not be counted as working hour. 

· In case of any extra time work that will be adjust with other regular working hours with approval in written from Area Log GS manager. 

· No overtime or extra payment is entitle in any reason. 

· No work no pay. 

· The offer can be hourly rate or daily basis rate and maximum 8.5 hours per day.

· In case of work for 5 days in a week maximum limitation is 42.50 hours per week including 30 min lunch break each day. No working hour will be counted if cross 42.5 hrs per week. Any extra hour will not be count for payment but will be adjusted with other regular hour.

· In case of work for 3 days in a week maximum limitation is 37 hours per week including 30 min lunch break each day. Any extra hour will not be count for payment but will be adjusted with other regular hour. 

· The payment will be made on monthly basis base of service received confirmation from Area Log GS manager-Cox. And service provider must ensure the completion certificates. 
· Payment must include with all coverage and NO additional cost will be paid for transport or accommodation or any other benefits. The rate must includes VAT and Tax and applicable to deduct of VAT and TAX at source as per Govt. rules.
· For inter office movement from Uhkiya, HI will arrange car to move the other offices but for reporting base the dedicated person must be presence on time with his own transport arrangement or as per his or her company rules. 
· After receiving offer and primary shortlisting HI will take a short interview with company/individual and their assigned person for verification and selection process.  

· In case of any replacement of deployed staff/person the company or individual person must notify HI in advance and the profile of new person must have pre verified by the PLM and ALGSM. 
· Without a verified list of pool, no other person will be accepted as replacement of dedicated staff in any absence. 

· Offer must be valid for one year from the date of signing of the contract can be extended on mutual understanding and market evaluation at that time if required. 
Expression of interest should be forwarded to logistics@bangladesh.hi.org not later than 16 June / 2021 (11:59pm, Bangladesh time). The final decision on the candidate will be taken by 29th June 2021. 
The application should comprise of:
1. A detailed technical proposal and a budget
2. Profile of IT Person as follow with CV/ Resume
3. Statement that Consultant will adhere to HI’s terms and conditions
4. Trade License (in case of company)
5. VAT Certificate (in case of company)
6. Work Experience documents with other NGO/ INGO or international organization for similar type of service 
7. E-TIN Certificate (for both, either company or individual) 
8. Bank Solvency Certificate (for both, either company or individual) - Optional
9. Insurance Certificate (for both, either company or individual) - Optional
10. Bank details: name of the account, Bank name, branch, swift code etc.
11. Proposal must be submitted in BDT;
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