










 



TENDER 324S/2024/25: SUPPLY, INSTALL AND MAINTAIN AN INFORMATION 
TECHNOLOGY SERVICE MANAGEMENT  

C.2.3 Schedule of Deviations (To be Completed by the CCT upon Acceptance)

Notes: 
1. The extent of deviations from the tender documents issued by the CCT before the tender closing date, is

limited to those permitted in terms of the conditions of tender.
2. A tenderer's covering letter shall not be included in the final Contract document. Should any matter in such

letter, which constitutes a deviation as aforesaid, become the subject of agreements reached during the
process of offer and acceptance, the outcome of such agreement shall be recorded here.

3. Any other matter arising from the process of offer and acceptance either as a confirmation, clarification or
change to the tender documents and which it is agreed by the Parties to become an obligation of the
Contract, shall be recorded here.

4. Any change or addition to the tender documents arising from the above agreements and recorded here,
shall form part of the Contract.

1 Subject Notice to Tenderer No.1 

   Details Dated 28 July 2025 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

2 Subject Notice to Tenderer No.2 

   Details 29 July 2025 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

3 Subject  Awarded Rates 

Details Contract shall be subject to negotiated awarded rates as per C.4 Price Schedule 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

4 Subject . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

  Details . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 

By the duly authorised representatives signing this agreement, the CCT and the tenderer agree to and accept the 
foregoing schedule of deviations as the only deviations from and amendments to this tender document and 
addenda thereto as listed in the Tender Returnable Documents, as well as any confirmation, clarifi
changes to the terms of the offer agreed by the tenderer and the CCT during this process of offer and ac

It is expressly agreed that no other matter whether in writing, oral communication or implied during t
between the issue of the tender documents and the Commencement Date, shall have any meaning
between the Parties arising from the agreement. 

FORM OF OFFER AND ACCEPTANCE (continued) 
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FINANCE 
SUPPLY CHAIN MANAGEMENT 

Supply Chain Management – SCM Tenders 13 

Email:  

28 JULY 2025 

NOTICE TO TENDERERS – NO.1 

TENDER NUMBER : 324S/2024/25 

BOX NUMBER : 255 

CLOSING DATE : 20 August 2025 

DESCRIPTION : SUPPLY, INSTALL AND MAINTAIN AN INFORMATION TECHNOLOGY SERVICE MANAGEMENT (ITSM) 
SOLUTION 

28 JULY 2025 

1. BRIEFING SESSION PRESENTATION

A non-compulsory briefing session was held on 11 July 2025.

A copy of the briefing session presentation is attached to this Notice as Annexure A.

Please note that anyone can still tender irrespective of having attended the briefing session or not.

2. TENDER RELATED QUESTIONS AND RESPONSES

The following table is a summary of all tender-related questions received thus far (up until 21 July 2025), including
all questions raised during the briefing session:

No. Date 
received 

Questions 
(as received from bidders) 

CCT Response Relevant section in the 
tender document / briefing 
session presentation 

1. 08 July 2025 Current service team members / agents who 
will be logging, updating and closing tickets 
on the system. 

The information that can be 
disclosed at this stage is 
contained in the tender 
document. 

Please refer to the 
Specifications, clause C.5.2 
(Background Information)  

2. 08 July 2025 Estimated end-users who would be utilising 
self-service services i.e.: logging their own 
calls. - please confirm this is around 40 000 
users. 

The information that can be 
disclosed at this stage is 
contained in the tender 
document. 

Please refer to the 
Specifications, clause C.5.2 
(Background Information). 

3. 10 July 2025 Can you provide more details on the current 
ITSM processes, pain points, and any 
customizations in SAP CRM ITSM and CA/DX 
NetOps? 

The information that can be 
disclosed at this stage is 
contained in the tender 
document. 

Please refer to the 
Specifications, clause C.5.3 
(Contract Objectives, 
Business Scope and 
Context) and more 
specifically, clause C.5.3.1 
(Overview of the current 
and future ITSM landscape) 
and Figure C.5.3.1 (Current 
ITSM Implementat

4. 10 July 2025 What are the main challenges you face with 
the current tools that you want to overcome 
with the new solution? 

The information that can be 
disclosed at this stage is 
contained in the tender 
document. 

Please refer to th
Specifications, cl
(Contract Object
Business Scope a
Context). 
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No. Date 
received 

Questions 
(as received from bidders) 

CCT Response Relevant section in the 
tender document / briefing 
session presentation 

5. 10 July 2025 What are the metrics for IT service delivery? Limited metrics e.g.  
Number of calls logged 
Number of calls closed 
Logged vs closed % 

Please refer to the 
Specifications, clause C.5.3 
(Contract Objectives, 
Business Scope and 
Context). 

6. 10 July 2025 What are the metrics for employee 
experience? 

Limited metrics: 
Surveys e.g.  
Happy with service delivered? 
Agent response etc. 

Please refer to the 
Specifications, clause C.5.3 
(Contract Objectives, 
Business Scope and 
Context). 

7. 10 July 2025 How is the IT service delivery metric being 
measured & tracked? 

Limited metrics e.g.  
Standard and Ad-Hoc reports. 
To be implemented with SLA 
implementation. 

Please refer to the 
Specifications, clause C.5.3 
(Contract Objectives, 
Business Scope and 
Context). 

8. 10 July 2025 How is the employee experience metric 
being measured & tracked? 

Limited metrics e.g.  
Standard and Ad-Hoc reports. 
To be implemented with SLA 
implementation. 

Please refer to the 
Specifications, clause C.5.3 
(Contract Objectives, 
Business Scope and 
Context). 

9. 10 July 2025 How are your three service desks currently 
operating separately? What challenges do 
you face due to the lack of integration? 

The information that can be 
disclosed at this stage is 
contained in the tender 
document. 

Please refer to the 
Specifications, clause C.5.3 
(Contract Objectives, 
Business Scope and 
Context) 

10. 10 July 2025 What are the sizes of the 3 service desks? The information that can be 
disclosed at this stage is 
contained in the tender 
document. 

 Refer to C.5.2 (Background 
Information). 

11. 10 July 2025 Are these service desks in-house or managed 
by vendors? 

In-house. - 

12. 10 July 2025 Which roles are part of the CCT Technical 
staff to whom KT needs to be provided? 

The information that can be 
disclosed at this stage is 
contained in the tender 
document. 

Please refer to the briefing 
session presentation, item 
10.4 (Lessons Leaned), as 
well as the following 
sections in the tender 
document: 
- Schedule C.4.C (Pricing

for Training on the ITSM
Solution)

- Clause C.5.7.3
(Requirements for
Training on the ITSM
Solution)

13. 10 July 2025 How do you define “out-of-the-box,” 
“configurable,” and “custom” in the context 
of your requirements? Are there any 
requirements where custom development is 
acceptable or preferred? 

Please refer to Schedule 
F.13.F (Solution Component
1 – Service Design) in the
tender document, where
the terms are defined as
applicable to this tender.

14. 10 July 2025 What are your top 3 priorities for this ITSM 
transformation—automation, cost reduction, 
better SLAs, improved user experience, etc.? 

Please refer to the 
Specifications, clause C.5.3 
(Contract Objectives, 
Business Scope and 
Context). 

15. 10 July 2025 Are there any ITSM processes from the 
provided list (e.g., Change, Release, Event 
Management, CMDB) that are must-haves 
vs. nice-to-haves for go-live? 

Please refer to Returnable 
Schedules F.13.F to F.13.I, 
which list all compulsory 
Solution Components. 

16. 10 July 2025 Is there a preferred approach or 
methodology for data migration, especially 
for the 10,000 active records and CMDB 
items? 

No preferred approach. - 

17. 10 July 2025 What is the expected level of involvement 
from CCT IT staff during the transition and 
migration phases? 

Fully involved. -
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No. Date 
received 

Questions 
(as received from bidders) 

CCT Response Relevant section in the 
tender document / briefing 
session presentation 

18. 10 July 2025 Are there any existing ServiceNow modules or 
licenses already in use at CCT? 

None. - 

19. 10 July 2025 What are your expectations for the self-
service portal and mobile app in terms of user 
experience and accessibility? 

Please refer to Returnable 
Schedules F.13.F to F.13.I, 
which list all compulsory 
Solution Components. 

20. 10 July 2025 What functionality do you envision for the 
end-user self-service portal and the mobile 
apps for IT support staff? 

Please refer to Returnable 
Schedules F.13.F to F.13.I, 
which list all compulsory 
Solution Components. 

21. 10 July 2025 Is there any custom branding or multilingual 
support required for the self-service portal? 

English with multi-lingual 
capabilities 

- 

22. 10 July 2025 Can you share more detail about the 
expected volume of incidents, service 
requests, and concurrent users to size the 
solution correctly? 

The information that can be 
disclosed at this stage is 
contained in the tender 
document. 

Please refer to the 
Specifications, clause C.5.2 
(Background Information). 

23. 10 July 2025 What level of automation are you expecting 
across incident, problem, and change 
workflows? 

Please refer to the 
Specifications, clause C.5.3 
(Contract Objectives, 
Business Scope and 
Context) and clause C.5.5 
(Scope and Requirements 
of the ITSM Solution). 

24. 10 July 2025 Could you elaborate on current asset 
discovery methods and what asset data 
(hardware, software, network) you'd like 
auto-populated in the CMDB? 

There are no current asset 
discovery methods. 

Furthermore, the information 
that can be disclosed at this 
stage is contained in the tender 
document. 

Please refer to Briefing 
Session Presentation, Slide 7 
(Specifications); as well as 
the tender document - 
Specifications & clause 
C.5.5.5 (Delivery of
Requirements).

25. 10 July 2025 For the 25,000 CIs expected, is there an 
established naming/CI taxonomy in place, or 
will that need to be developed? 

Need to be developed. - 

26. 10 July 2025 What is the expected data model for the 
25,000 CIs? Are there specific attributes or 
relationships to prioritize? 

Please refer to the 
Specifications, clause 
C.5.3.4 (CMDB) and clause
C.5.5 (Scope and
Requirements of the ITSM
Solution).

27. 10 July 2025 From the 20+ listed integrations — can we 
prioritize them in terms of impact and 
complexity (e.g., SAP ECC6, NetOps 
Spectrum, SCOM, Entra ID)? 

This will be prioritised during 
Project phase. 

- 

28. 10 July 2025 Are there existing personas mapped out 
(e.g., agents, approvers, IT leaders) for 
training rollout? What’s the expected training 
delivery mode (virtual vs. onsite)? 

Please refer to the briefing 
session presentation, item 
10.4 (Lessons Leaned), as 
well as the following 
sections in the tender 
document: 
- Schedule C.4.C (Pricing

for Training on the ITSM
Solution)

- Clause C.5.7.3
(Requirements for
Training on the ITSM
Solution)

29. 10 July 2025 What is the current maturity level of your ITIL 
processes (e.g., Incident, Problem, Change, 
Service Request, Knowledge, CMDB)? 

Moderate. - 

30. 10 July 2025 How will demo video be evaluated? Who are 
the key stakeholders reviewing the proposed 
tool (IT Ops, Procurement, Business units)? 

Please refer to the briefing 
session prese
(Complianc
specification
following se
tender docu



CIVIC CENTRE  IZIKO LOLUNTU  BURGERSENTRUM 
12 HERTZOG BOULEVARD CAPE TOWN 8001  P O BOX 655 CAPE TOWN 8000 
www.capetown.gov.za 

Making progress possible. Toge

No. Date 
received 

Questions 
(as received from bidders) 

CCT Response Relevant section in the 
tender document / briefing 
session presentation 
- Eligibility criteria, clause

2.2.1.1.6.2 (Demo of the
proposed ITSM Solution)

- Specifications, clause
C.5.5 (Scope and
Requirements of the
ITSM Solution).

31. 10 July 2025 What are the key reasons for moving from the 
existing solutions to a new SaaS ITSM 
platform? 

Please refer to the 
Specifications, clause C.5.3 
(Contract Objectives, 
Business Scope and 
Context). 

32. 10 July 2025 For Service Catalogue Management, do you 
have an existing catalogue of services, and 
what is the typical volume of service requests 
you process? 

The service catalogue 
capability is limited. 

- 

33. 10 July 2025 Regarding Service Level Management, what 
are your current challenges in meeting or 
tracking SLAs, OLAs, and UCs? Are there any 
specific critical services or business units that 
have higher SLA requirements? 

The service level management 
capability is limited. 

- 

34. 10 July 2025 What is the current state of your CMDB data 
quality? Are there specific types of CIs you 
are most interested in automating discovery 
for? 

Please refer to the briefing 
session presentation, item 7 
(Specifications) and the 
following sections in the 
tender document: 
- Specifications,
- Clause C.5.3.4 (CMDB),
- Clause C.5.5.5 (Delivery

of Requirements).
35. 10 July 2025 What are the expected data volumes for 

each integration point, particularly for 
employee data, service request data, and 
alerts/alarm notifications? 

Not known. - 

36. 10 July 2025 Will CCT provide APIs/documentation for 
legacy systems (e.g., CA-CMDB, SAP CRM)? 

Please refer to the 
Specifications, clause 
C.5.3.5 (Integration) and
table C.5.3.5 (Integration
Protocols), and Appendix A
(IT Architecture Tender
Standards).

37. 10 July 2025 Are there non-negotiable custom workflows 
(e.g., change approval hierarchies)? 

Yes. - 

38. 10 July 2025 Are there any missing features or integration 
issues with your current platform? 

Please refer to the briefing 
session presentation, item 
10.2 (Lessons Learned), as 
well as the following 
sections in the tender 
document: 
- Specifications,
- Clause C.5.5.4 (Service

Management Area 4:
General) and Table
C.5.5.4 (ITSM – General)

- Returnable Schedule
F.13.I (Solution
Component 4 –
General)

39. 10 July 2025 What level of customization and workflow 
automation do you require? 

Please refer to the 
Specifications, clause C.5.3 
(Contract Object
Business Scope a
Context) and C.5
and Requiremen
ITSM Solution). 

40. 10 July 2025 What other systems or tools do you need to 
integrate with the new ITSM platform? 

Please refer to th
session presentati



CIVIC CENTRE  IZIKO LOLUNTU  BURGERSENTRUM 
12 HERTZOG BOULEVARD CAPE TOWN 8001  P O BOX 655 CAPE TOWN 8000 
www.capetown.gov.za 

Making progress possible. T

No. Date 
received 

Questions 
(as received from bidders) 

CCT Response Relevant section in the 
tender document / briefing 
session presentation 
10.2 (Lessons Learned), as 
well as the following 
sections in the tender 
document: 
- Specifications,
- Clause C.5.5.4 (Service

Management Area 4:
General) and Table
C.5.5.4 (ITSM – General)

- Returnable Schedule
F.13.I (Solution
Component 4 –
General)

41. 10 July 2025 Monitoring - is CCT looking for INCs to be 
created based on alerts? 

Yes. - 

42. 10 July 2025 Do you want to bring in existing 
customizaitons or functionalities that are 
currently there in present environment - data-
level customizations or UI-level 
customizations? 

Yes. - 

43. 10 July 2025 SN's SecOps & Vulnerability Mgmt 
applications for the vulnerability related 
tickets to be raised - will these be relevant? 
These are captured in a separate app called 
Vulnerability Response Mgmt in SN 

Please refer to the 
Specifications, clause 
C.5.3.1 (Overview of the
current and future ITSM
Landscape).

44. 10 July 2025 Data migration - why do you want to migrate 
the data if you are executing both existing 
and future applications in parallel? What's 
the importance of importing ticketing data if 
both systems are going to operate together 
for at least 3 months? 

Mitigation. 

45. 10 July 2025 What are the current lifecycle/ e2e 
processes, pain-points & flows for - Incident, 
Problem, Change, Request, Asset Mgmt? 

The information that can be 
disclosed at this stage is 
contained in the tender 
document. 

 Please refer to the 
Specifications, clause C.5.2 
(Background Information). 

46. 10 July 2025 What are the different CMDB classes? E.g. 
Hardware, Applications, Databases, Servers 
etc. 

Please refer to the briefing 
session presentation, item 7 
(Specifications) and the 
following sections in the 
tender document: 
- Specifications,
- Clause C.5.3.4 (CMDB),
- Clause C.5.5.5 (Delivery

of Requirements).
47. 10 July 2025 Is multi-tenancy SaaS acceptable, or is there 

a preference for private cloud or single-
tenant deployment? 

The ITSM Solution must be a 
Software as a Service (SaaS) 
solution hosted on a cloud 
platform as per Table C.5b 

An amendment has been 
made to clause C.5.3, 
before Table C.5b – refer to 
Section 3, no. 3.4 of this 
Notice and replacement 
page 41a. 

48. 10 July 2025 Does CCT have a hard requirement for South 
African data residency, or will EU/US-hosted 
ServiceNow suffice? 

Data can be hosted external to 
SA, but in a country with 
equivalent or better privacy 
laws (POPIA). The preference 
would therefore be for a GDPR 
regulated country or 
equivalent. e.g UK. 

It must be declared 
accordingly to allow CCT to 
declare to the Information 
Regulator. 

Updated special conditions 
of contract (SCC) will be 
issued via Notice 2. 

49. 10 July 2025 No of Tickets per year (all and if any breakup 
on % for each channel is available) 

The information that can be 
disclosed at this stage is in the 
tender document. 

 Please refe
Specificatio
(Backgroun
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No. Date 
received 

Questions 
(as received from bidders) 

CCT Response Relevant section in the 
tender document / briefing 
session presentation 

50. 10 July 2025 ITSM hosted on private Cloud: Is this CCT 
owned Private Cloud? if we can get more 
info on this. 

The ITSM Solution must be a 
Software as a Service (SaaS) 
solution hosted on a cloud 
platform as per Table C.5b. 

An amendment has been 
made to clause C.5.3, 
before Table C.5b – refer to 
Section 3, no. 3.1 of this 
Notice and replacement 
page 41a. 

51. 10 July 2025 Resources requirements: Mandatory onsite - 
with skills (if any) 

Please refer to the Pricing 
Schedule, C.4.C (Pricing for 
Training on the ITSM 
Solution). 

52. 10 July 2025 CCT security standard info: can we get more 
details as to ensure the solution is compliant. 

Please refer to the 
Specifications, clause 
C.5.6.5 (Security) and
Appendix A (IT Architecture
Tender Standards).

53. 11 July 2025 On the pricing sheet, can we add additional 
license types and ranges to cater for the CI’s 
that will be managed in the CMDB? 

# Type of License Category Unit of 
measurement OSM / Distributor OSM (RRP) 
Price / Supplier Price Mark-Up (%) Volume 
discount per category % License Price per 
Category OSM Pricelist reference 
e.g. System Users Named License Range
1-199 Company XYZ R100 10% 5% R 105
C23876B
CI Managed 500 - 1000
CI Managed 1001 - 2000
CI Managed 2001 - 5000
CI Managed >5000 

Yes. 

Use the following license Range 
for CMDB: 

CI Managed 1 – 25 000   
CI Managed 25 000 - 50 000  
CI Managed 50 000 – 100 000 
CI Managed >100 000 

Please refer to the Pricing 
Schedule, Table C.4.A.2 
(Pricing for the Supply of 
Licenses for the ITSM 
Solution). 

54. 11 July 2025 The training pricing schedule specifies the 
below, is this specific to the provided solution, 
or should the training be for the ITIL concept 
of for example Service level management as 
well? 

ITSM Service level  
ITSM Service asset and configuration  
ITSM Release and deployment management 
ITSM Knowledge management  
ITSM Service request management  
ITSM Incident management 

Please refer to the briefing 
session presentation, item 
10.4 (Lessons Learned), as 
well as the following 
sections in the tender 
document: 
- Pricing Schedule C.4.C

(Requirements for
Training on the ITSM
Solution)

- Specifications, clause
C.5.7.3 (Requirements
for Training on the ITSM
Solution)

55. 11 July 2025 Does CoCT require that all of the resources 
specified in tables C.4.D and  C.5.7.4 be 
quoted on and available for the 
implementation project, or can we provide 
information for only the roles that would be 
required for the project, for example, we 
don’t differentiate between senior project 
manager and project manager, a project 
manager is assigned to the project. 

a. Following the above, can the same
resource be assigned to multiple
roles, or does CoCT require that
separate resources be assigned to
each role?

Yes - complete all the pricing 
schedules. 

Please refer to the 
Specifications, clause 
C.5.7.1 (Implementation of
the ITSM Solution) and
clause C.5.7.2 (Project
Implementation Approach).

56. 11 July 2025 Are there any preferences for the SaaS 
Solution data centre region? 

Data can be hosted external to 
SA, but in a country with 
equivalent or better privacy 
laws (POPIA). The preference 
would therefore be for a GDPR 
regulated country or 
equivalent. e.g UK. 

Updated specia
of contract (SC
issued via Notic
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No. Date 
received 

Questions 
(as received from bidders) 

CCT Response Relevant section in the 
tender document / briefing 
session presentation 

It must be declared 
accordingly to allow CCT to 
declare to the Information 
Regulator. 

57. 11 July 2025 What is the expected number of users and 
support agents who will need access? 

The information that can be 
disclosed at this stage is 
contained in the tender 
document. 

Please refer to the 
Specifications, clause C.5.2 
(Background Information). 

58. 11 July 2025 To add to the above question: How many 
requests/interactions are you expecting per 
month. 

The information that can be 
disclosed at this stage is 
contained in the tender 
document. 

Please refer to the 
Specifications, clause C.5.2 
(Background Information). 

59. 11 July 2025 Provide minimum 200 - 500ms response times. Please refer to the 
Specifications, clause 
C.5.6.1 (Non-functional
requirements).

60. 11 July 2025 Provide sub-second response time for a 
minimum for concurrent 2500 users. 

Please refer to the 
Specifications, clause 
C.5.6.1 (Non-functional
requirements).

61. 11 July 2025 How do you expect Vendor to confirm the 
success of OCM? Will you define some 
criteria or template? 

This will be confirmed by a 
reference letter of “Successful 
adoption and utilisation of ITSM 
solutions implemented in the 
last 10 years up to the time of 
tender closing.” 

Please refer the Eligibility 
criteria under T.2 Conditions 
of Tender, specifically 
clause 2.2.1.1.5 (Minimum 
score for Functionality), item 
3 (Organisational Change 
Management). 

Also refer to the relevant 
Returnable Schedule F.13.D, 
where an example of the 
relevant reference letter is 
contained. 

Please submit your 
reference letter in 
Returnable Schedule F.13.D. 

62. 11 July 2025 With the hard copy submission having 
supremacy over a digital copy, how do we 
safeguard against the document being 
damaged or having pages lost once we 
have submitted to the tender office? 

Tenderers must ensure that their 
tender documents are properly 
bound and sealed when 
submitting it in the relevant 
tender box. 

Tenderers must also ensure that 
their electronic copy, is as far 
as possible a copy of the full 
tender submission, which can 
be used in the event there are 
any claims/concerns regarding 
lost pages. 

The tenders submissions are also 
opened in public, to ensure 
transparency in the process, 
and tenderers are welcome to 
attend the opening. 

Please refer to T.2 
Conditions of Tender – T2.2 
Tenderer’s Obligations, 
specifically clause 2.2.12 
(Submitting a tender offer). 

63. 11 July 2025 So just to confirm 600 licenses. What is the 
2500 concurrent users. 

Please refer to the 
Specifications, clause 
C.5.6.1 (Non-functional
Requirements).

64. 11 July 2025 How many licensing are you anticipating 
starting with and growth in future. 

The information that can be 
disclosed at this stage is 
contained in the tender 
document. 

Please refer to the
Schedule C.4.A (P
the Supply of Lice
the ITSM Solution),
specifically Table 
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65. 11 July 2025 We are JHB based. Submitting the tender, will 
posting suffice or should we do a hand 
delivery? 

It is the tenderer’s responsibility 
to ensure that the tender is 
delivered safely; either are 
acceptable options for 
submitting a tender. 

Please refer to T.2 
Conditions of Tender – T2.2 
Tenderer’s Obligations, 
specifically clause 2.2.12 
(Submitting a tender offer). 

66. 11 July 2025 Must the ITSM solution integrate with any 
existing systems? If so, which ones? 

Please refer to the 
Specifications, clause 
C.5.5.4 (Service
Management Area 4:
General) and Table C.5.5.4
(General Requirements)
and Returnable Schedule
F.13.I (Solution Component
4 – General) under the
Integration category.

67. 11 July 2025 Can you clarify exactly what needs to be 
shown in the demo video? 

Please refer to the briefing 
session presentation, item 6 
(Compliance to 
Specifications), as well as 
the following sections in the 
tender document: 
- Eligibility Criteria, clause

2.2.1.1.6.2 (Demo of the
proposed ITSM Solution)

- Specifications, clause
C.5.5 (Scope and
Requirements of the
ITSM Solution)

68. 11 July 2025 How will you score the demo if certain 
functionality is only available in an upcoming 
release? 

All functionality must be 
available in the current product 
release. 
The demo is to verify your 
response in terms of the 
specifications, and your 
response in the specifications 
should meet the tender 
requirements. 

 - 

69. 11 July 2025 Was there any specific reason the previous 
tender was cancelled? Was it due to budget 
constraints? 

All offers received were 
deemed non-responsive for 
various reasons, and the tender 
was ultimately cancelled on 
the basis of “No acceptable 
bids received,” prompting a 
reissue of the tender and 
lessons-learned approach. 

Tenderers are referred to 
the briefing session 
presentation, item 11 
(General Lessons Learned) 
which provides an a 
summary of why tenders are 
unsuccessful. Although the 
data is based on all tenders 
across the City, the majority 
of reasons were also 
applicable to the previous 
tender evaluation. 

70. 11 July 2025 City should provide clear reasons for non-
responsiveness and cancellations, as it 
affects bidder efforts. 

Reasons for cancellations were 
summarised in Item 11, covered 
during the briefing session 
presentation.  

Upon receipt of tender 
outcome notifications, bidders 
may request additional 
information/clarification if the 
tender notice is not sufficient. 

If the response is still not 
sufficient, then all bidders have 
the relevant rights as set out in 
clause 2.1.6 of the tender 
document. 

Please refer to clause 2.1.6 
(Objections, complaints, 
queries and disputes/ 
Appeals in terms of Section 
62 of the Systems Act/ 
Access to court) and clause 
2.3.15 (Provide written 
reasons for actions taken) of 
the tender document. 
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71. 11 July 2025 Is it a material deviation if a bidder states they 
reserve the right to negotiate an SLA upon 
award? 

Yes, it is regarded as a material 
deviation.  

Please refer to clause 2.3.7 
(Test for responsiveness) of 
the tender document. 

72. 11 July 2025 Can we submit follow-up questions by email, 
and will responses be shared? 

Yes, written questions are 
encouraged, and answers will 
be shared with all bidders. 

Also refer to clause 2.2.8 
(Seek clarification). 

73. 11 July 2025 Must OEM letters show both start and end 
dates? Often OEM agreements have no 
expiry. 

OEM/Distributor/Reseller letters 
do not require a start and end 
date, on condition that a valid 
agreement with the Original 
Equipment Manufacturer 
(OEM/OSM) is in place and 
must be maintained for the full 
term of the contract. 

Please refer to Section 3 of 
this Notice, item 3.1, with 
reference to the relevant 
OSM Accreditation / 
Authorisation templates 
that have been amended 
to no longer require a start 
and end date. 

74. 11 July 2025 To whom should partner letters be 
addressed? 

Letters can be addressed to 
the CCT but it’s not mandatory; 
the key is confirming 
authorisation. 

- 

75. 11 July 2025 Can the City purchase licenses directly from 
the OEM if recommended by the 
implementation partner? 

Direct OEM purchases are 
allowed; however, 
implementation services remain 
with the partner. 

- 

76. 11 July 2025 Who holds warranty liability—the OEM or the 
implementation partner? 

Warranty may reside with the 
OEM, but the tenderer is 
responsible for ensuring 
warranty processes. 

- 

77. 11 July 2025 Can multiple bidders using the same vendor 
submit the same demo video? 

Yes, if it’s the same technology 
platform, identical videos are 
acceptable as long as 
requirements are met. 

- 

78. 11 July 2025 Is it acceptable to blur sensitive data in demo 
videos? 

Yes. It’s about showcasing 
capabilities, not revealing client 
data. 

- 

79. 11 July 2025 Will the City integrate with the existing CMDB 
or require a new CMDB? 

The new CMDB will replace the 
old; migration of existing data is 
required. 

- 

80. 11 July 2025 Must the demo show active remediation 
tools or just issue flagging? 

Only demonstration of 
capabilities is required, not full 
remediation execution. 

- 

81. 11 July 2025 Why is the OEM price list required? To enable mark-up percentage 
calculations for procurement. 
It’s a crucial part of the 
returnable checklist. 

- 

82. 11 July 2025 How recent should reference letters be? Is 
customer contact mandatory? 

Recent letters are preferable. 
Older references may be used, 
as long as it covers all the 
required information and the 
references can still be 
confirmed by the CCT to verify 
the authenticity of the 
information. 

- 

83. 11 July 2025 Can old reference letters be reused? Yes, if they comply with 
updated requirements and fall 
within the scoring period. 

Older references may be used, 
as long as it covers all the 
required information and the 
references can still be 
confirmed by the CCT to verify 
the authenticity of the 
information. 

- 

84. 11 July 2025 What if the original reference contact person 
has left? 

Provide an alternative contact 
who would be able to confirm 
the project details.   

- 

85. 11 July 2025 Some clients prefer phone validations instead 
of letters. Is that acceptable? 

Written letters are required for 
shortlisting, but the CCT may 

-
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coordinate verification calls if 
needed. 

8686Should the CCT have 
trouble in confirming reference 
letters in writing, then the 
tenderer will be informed and 
copied in on further verification 
attempts. 

86. 11 July 2025 Some clients have restrictions on writing 
reference letters. 

Where it is not possible to 
obtain reference letters, due to 
clients having such restrictions, 
then bidders may provide a 
table listing those verifiable 
references, and specifying the 
relevant information needed 
for purpose of evaluation, 
which will only be considered 
upon confirmation from the 
references. 

- 

87. 11 July 2025 Are bidders required to fixed pricing? Tenderers are not required to fix 
their pricing (for the Licenses). 
The CCT is only keeping 
tenderers to their mark-up 
percentage (%) tendered. We 
know that the OSM pricing can 
change and therefore allow for 
the mark-up pricing. 

Please refer to clause 4.3 
and 4.8 of the Pricing 
Instructions. 

88. 11 July 2025 Are Pricelists to be provided in Rands? It is a requirement to provide an 
original Pricelist from the OSM 
and may be submitted in the 
currency that it is received from 
the OSM. Tenderers are not to 
tamper with the Pricelists in 
order to convert it to Rand. 

For purpose of the Pricing 
Schedule and Pricing 
Evaluation, all rates and prices 
must be tendered in Rand, as 
per clause 4.1 of the Pricing 
Instructions.  

- 

89. 11 July 2025 What exchange rate should be used if the 
price lists are to be converted to Rand? 

The applicable exchange rate 
as at 14 days prior to the 
closing date of tender. 

Please refer to the 
Conditions of Tender, 
clause 2.3.10.1.2(d); as well 
as Section 3 of this Notice, 
item 3.3, containing 
relevant amendments to 
the Pricing Instructions. 

90. 14 July 2025 Would it be possible for us to answer all the 
requirements under the technical sections in 
a separate “Technical Proposal document” 
referring to the sections within your 
document. 
As the space provided within your document 
is not sufficient for answering the 
requirements? 

As long as you provide all 
information requested in the 
Returnable Schedules. 

- 

91. 14 July 2025 I would like to follow up on this enquiry 
regarding how many support team personnel 
/ agents will be utilising the ITSM system as 
well as an estimated end-user amount for 
those who will be utilising self-service services 
i.e.: logging, monitoring and updating their
own tickets.

The information that can be 
disclosed at this stage is 
contained in the tender 
document. 

Please refer to C.5 
Specifications. 

92. 17 July 2025 The number of technicians to be licensed for 
the platform. 

The information that can be 
disclosed at this stage is 

Please refer t
Specification



CIVIC CENTRE  IZIKO LOLUNTU  BURGERSENTRUM 
12 HERTZOG BOULEVARD CAPE TOWN 8001  P O BOX 655 CAPE TOWN 8000 
www.capetown.gov.za 

Making progress possible. T

No. Date 
received 

Questions 
(as received from bidders) 

CCT Response Relevant section in the 
tender document / briefing 
session presentation 

contained in the tender 
document. 

93. 18 July 2025 For the discovery scope, could you please 
confirm whether this should cover both 
infrastructure components and user endpoint 
devices (e.g., laptops and desktops), or is the 
requirement limited strictly to infrastructure 
discovery? 

Both. - 

94. 18 July 2025 Training sessions must be delivered by 
qualified trainers throughout the contract 
duration. Can you confirm this qualified 
trainer should be from the OEM and what 
deems a qualified trainer? Can training 
sessions be provided by subject matter 
experts certified on the products? Deemed 
as qualified trainers, but not certified as OEM 
trainers? 

Training can be provided by 
OEM or other subject matter 
experts certified on the 
products. 

Refer to slide 10.4 of 
presentation and links 

95. 21 July 2025 Our licensing SKUs are designed with flexibility 
in mind, allowing us to separate and 
individual components listed in Table C.4.A.2. 
To ensure our response aligns with your 
expectations, please advise on the preferred 
approach for amending this table should we 
need to include additional line items? 

Don’t amend the table. 
Add lines to the bottom of 
Table C.4.A.2 (D.1) for 
additional line items. 
Please ensure that relevant 
percentages are still provided 
for line item D1, in addition to 
the any other line items that 
may be added to this 
schedule. 

Please refer to Pricing 
Schedule C.4.A.2. 

96. 21 July 2025 Given the flexible nature of our licensing SKUs, 
we would appreciate further clarification on 
the expected user volumes for accurate 
provisioning. Specifically, could you please 
confirm the required number of users for the 
following functional areas: 

a. Change Management – how many
users should we provision for?

b. Problem Management – how many
users should we provision for?

c. Asset Management – how many
users should we provision for?

The information that can be 
disclosed at this stage is 
contained in the tender 
document. 

Please refer to C.5 
Specifications. 

97. 21 July 2025 Given the indication in the SCC that clause 
15.2 is not applicable and there is, 
accordingly, no applicable warranty term 
required, is it correct to assume that the rest 
of clause 15 is also NA? If not, then what is the 
intended impact of the stated non-
applicability of clause 15.2 in the City’s mind? 

SCC clause 15 indicates that 
information is added to clause 
15.2 of the GCC, which is 
marked "N/A."  

Therefore, the GCC clause 15 
remains valid, without 
amendment. 

Please refer to clause 15 of 
the Special Conditions of 
Contract (SCC), and clause 
15 of the General 
Conditions of Contract 
(GCC). 

98. 21 July 2025 Is it an option to bid on the basis that the CCT 
directly procures a proposed Software or 
third-Party SaaS solution for use in relation to 
the proposed ITSM solution? 

No. Please refer to Pricing 
Schedule C.4A (Pricing for 
the Supply of Licenses for 
the ITSM Solution). 

99. 23 July 2025 We would like to confirm whether the City of 
Cape Town would accept international 
reference letters that are: 

Underwritten and issued directly by
the Original Software Manufacturer
(OSM), and
Based on global implementations
that meet the specified evaluation
criteria (Schedules F.13.B to F.13.E).

This request is made in the context of the OEM 
having extensive global experience, while its 
presence and partner ecosystem in South 
Africa is still developing. All referenced 

These will be deemed 
acceptable. Please ensure that 
it contains a verifiable 
contactable reference, so that 
the information contained on 
the references can be 
confirmed. 

-
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implementations would be aligned with the 
functionality criteria outlined in the tender 
and submitted using the prescribed formats. 

Please confirm whether such references will 
be deemed valid for evaluation purposes. 

3. AMENDMENTS TO TENDER DOCUMENT – REPLACEMENT PAGES ISSUED

The following table lists all amendments made to the tender document and the relevant replacement pages that issued: 

No. Relevant Section in the Tender 
Document 

Current 
Page 
Number 

Amendment Number of replacement 
pages attached 

3.1 Clause 2.2.1.1.4 – Original 
Software Manufacturer (OSM) 
Accreditation/ Authorisation 

8 The following wording has been added, as 
indicated in Italics: 

“Only those tenders submitted by tenderers 
who has the relevant OSM accreditation / 
authorisation as stated below will be declared 
responsive. 

Tenderers are to submit, at closing of tender, 
proof of authority from the OSM to sell, 
distribute, implement and support the software 
solution and manage any warranty processes 
and escalations. Tenderers must ensure that 
the relevant accreditation / authorisation 
remains valid for the duration of the contract. 

1 – Attached as 
Replacement Page 8a. 

3.2 Clause 2.2.1.1.5 – Minimum 
score for functionality 

9-10 Table 2.2.1.1.5 has been updated to allow for 
verifiable references to be provided and 
considered for purpose of evaluation, where 
tenderers are not able to obtain reference 
letters due to clients’ restrictions. 

2 – Attached as 
Replacement Pages 9a 
and 10a. 

3.3 Pricing Instructions 33 Clause 4.11 was amended as follows, as 
indicated in Italics: 

The Tenderer shall provide detailed and 
comprehensive OSM/Accredited Distributor 
Price Lists for all applicable pricing in the Price 
Schedules, in support of their Bid in Schedule 
F.13.L as at 14 days prior to the closing date of
the tender. The CCT reserves the right to verify
the OSM/Accredited Distributor Pricelists.

An additional clause added to the Pricing 
Instructions: 

Clause 4.12 - Where tenderers receive their 
OSM/Accredited Distributor Price Lists in a 
currency other than Rand, then the rand 
equivalent of the applicable currency 14 days 
prior to the closing date of tender will be used 
for purpose of evaluation. This is also the 
exchange rate that tenderers are to use when 
completing their Pricing Schedule. 

1 – Attached as 
Replacement Page 33a 
and 33b. 

3.4. Clause C.5.3, section before 
Table C.5b (SaaS Details). 

41 “The ITSM Solution must be a Software as a 
Service (SaaS) solution hosted on a cloud 
platform as per Table C.5b below and refer to 
Appendix A, point 9 for more information on 
Cloud Platforms:” 

(Reference to “private” cloud was removed.) 

1 – Attached as 
Replacement Page 41a. 





CIVIC CENTRE  IZIKO LOLUNTU  BURGERSENTRUM 
12 HERTZOG BOULEVARD CAPE TOWN 8001  P O BOX 655 CAPE TOWN 8000 
www.capetown.gov.za 

Making progress possible. Tog

FINANCE 
SUPPLY CHAIN MANAGEMENT 

Supply Chain Management – SCM Tenders 13 

Email:  

29 JULY 2025 

NOTICE TO TENDERERS – NO.2 

TENDER NUMBER : 324S/2024/25 

BOX NUMBER : 255 

CLOSING DATE : 20 August 2025 

DESCRIPTION : SUPPLY, INSTALL AND MAINTAIN AN INFORMATION TECHNOLOGY SERVICE MANAGEMENT (ITSM) 
 SOLUTION 

28 JULY 2025 

1. TENDER RELATED QUESTIONS AND RESPONSES

The following table continues from the questions and answers already provided via Notice 1, as issued on 29 July
2025:

No.  Date 
received 

Questions 
(as received from bidders) 

CCT Response Relevant section in the 
tender document / 
briefing session 
presentation 

85 11 July 2025 What exchange rate should be used if the 
price lists are to be converted to Rand? 

The applicable exchange rate as 
at 14 days prior to the closing 
date of tender. 

Further to the response provided 
above, it refers to the exchange 
rate, as at close of business 
(17h00), 14 days prior to the 
closing date of tender.  

The CCT’s current banking 
service provider, Nedbank, will 
be used to confirm the 
applicable exchange rates. 

Please refer to the 
Conditions of Tender, 
clause 2.3.10.1.2(d); as 
well as Section 3 of Notice 
1, item 3.3, containing 
relevant amendments to 
the Pricing Instructions. 

100. 29 July 2025 My team comprises a technical team who 
will do the deployment on our software 
platform but also an ITIL qualified person to 
assist on the process change side. Is there a 
minimum level of ITIL qualification they need 
to hold? Is it: 
1. Foundation
2. Managing professional
3. Strategic Leader
4. Master

I ask as the table [C.5.7.4] refers to some of 
these. Is the table [C.5.7.4] just for pricing 
purposes or is there a minimum qualification 
level required? 

No minimum level of ITIL 
qualification is required for 
implementors. 

Yes, for professional services 
pricing purposes 

Please refer to the briefing 
session presentation, item 
10.4 (Lessons Learned), as 
well as the following 
sections in the tender 
document: 
- Pricing Schedule

C.4.C (Requirements
for Training on the
ITSM Solution)

- Specifications, clause
C.5.7.3
(Require
Training 
Solution)
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