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Scope of Work 

Public Sector CRM System Design in Aqaba Special Economic Zone Authority 

 
 

SOW # SOW-351-2011 

RFP # RFP-033-2011 

Potential candidates: Jordanian IT Companies 

Local / International: Local 

Prime Contract Name: Aqaba Community and Economic Development (ACED) Program 

Prime Contract Number: 278-C-00-08-00301-00 

Period of Performance: o/a February 2011 – o/a October 2013 

 

1. ACED PROGRAM BACKGROUND 

The Aqaba Community and Economic Development (ACED) Program is a five-year project funded by the United 

States Agency for International Development (USAID), benefiting the people and businesses of the Aqaba Special 

Economic Zone (ASEZ).  

The ACED Program is based in Aqaba city and is composed of activities under three major technical areas of work: 

 Strengthening Government Institutions ACED strengthens the government institutions in Aqaba and 

works directly with the Aqaba Special Economic Zone Authority (ASEZA) and Aqaba Development 
Corporation (ADC). 

 Strengthening Private Sector ACED supports private sector growth by enabling the business 

environment to more effectively attract, support and enhance the number, competitiveness, and 

capabilities of Micro, Small and Medium Enterprises (MSMEs). In addition, the program works to organize 
various sectors through business associations to better serve their respective audiences in Aqaba.  

 Enhanced Community Development ACED works closely with ASEZA to empower Community-

Based Organizations (CBOs) and encourage the local community to participate in the decision-making 

process. In addition, the ACED works to reduce poverty in underprivileged communities. 

In addition, cross-cutting training and a small grants and commodities program support various activities within the 

ACED program areas.  

 

2. ACTIVITY BACKGROUND  

The Aqaba Special Economic Zone Authority (ASEZA) and the Aqaba Development Corporation (ADC) provide 

services to a wide range of customers. ASEZA was established in 2001 to serve as a model for the Government of 

Jordan in terms of service delivery. To that end, and in its efforts to provide e-services to its internal and external 
clients, ASEZA has implemented several systems to automate administrative processes and facilitate e-services. 

ASEZA has launched a one-stop-shop system to provide a high level of service to the citizens and businesses of the 

Economic Zone. The different services offered through the one-stop-shop are organized by Directorate, and each 

Directorate utilizes its own systems with no unified portal for all services. 
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To address this issue, ASEZA wishes to implement a “Public Sector” Customer Relationship Management (CRM) 

system. Customers may be defined as, but are not limited to: citizens, current businesses, potential businesses, 

investors, and non-profit organizations. The CRM system will allow ASEZA to provide its customers with flexibility 

in servicing their needs and managing various requests and inquiries. The CRM system should integrate all current 

systems into one portal using a unique customer number for each client to view current and previous requests / 

inquiries.  

The CRM system should integrate email servers and a call centre to accept requests and track inquiries and/or 

complaints through various modes of input, including in person at one of ASEZA's service centers, electronically via 

the Internet, email and by phone. In addition, the CRM allows customers to receive feedback concerning their 
requests through various modes, including secure web access, SMS, email, etc. 

In addition to ASEZA, the CRM system will be used by the Aqaba Development Corporation (ADC) for services 

that are integrated and/or require close cooperation between ASEZA and ADC, such as Corporate Social 

Responsibility services and the Investment services. The system should be flexible to allow for future integration 
with other governmental entities in Aqaba if needed. 

3. DESCRIPTION of the ASSIGNMENT 

3.1. Specific Objective  

The main objective of this activity is to implement a Public Sector CRM System that includes a Marketing 

Management module and a Customer Services module to manage all customer requests/inquiries. The CRM system 

will assist ASEZA and the ADC enhance their customer relationship management and improve customer’s 
experience in living, visiting and/or doing business in Aqaba.  

The CRM system should seamlessly integrate with existing CRM related systems at ASEZA (Oracle EBS, AWAD, 

ERPS, OSS and others). Certain business specific support systems will also be integrated so that certain services 

are fulfilled and tracked by the CRM system.  

 

The system's conceptual design is presented on the following page. A comprehensive description of ASEZA’s 

current CRM environment can be found in the appendices to this document. 



Aqaba Community and Economic Development (ACED) Program-3 

Public Sector CRM System Design and Implementation 

 

 

Conceptual CRM System Design 
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CRM: an "Integration Layer" between customers and service related systems in the organization.
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3.2. Overall System Description 

ASEZA will establish a new Customer Care Unit to manage the CRM system. The proposed CRM system shall 

allow this unit to handle customer requests through several modes of interaction, including in person, over the 

internet, and by phone. These requests can include requesting a particular service, filing a complaint, checking on 

the status of a ticket, requesting information regarding a service (needed documents, where to start, etc), and 
following up on any of the above. 

The system shall provide customers with the tools and information necessary to initiate requests and guide them 

through the process. This includes providing online information based on each request, user-friendly electronic 

forms, etc. At the same time, some customers may initiate the services in person at ASEZA's service centers, in 

which case the Customer Care Unit employee shall be able to provide customers with guidance based on 
information in the CRM system. 

Once a request has been placed in the system, the customer shall receive a ticket summarizing the service request 

and include a unique customer number. The customer can follow up on the status of his/her request using this 
number in person and online. 

Once the CRM system has issued a numbered ticket, the system shall communicate with other systems at ASEZA 

to complete the service cycle based on standard workflows. In some instances, the full cycle may be automated, 

while in other cases the Customer Care Unit employee may have to direct the request to the relevant 
Directorate. 

Once the request has been fulfilled, the customer shall be informed by the system through email, SMS, phone, or 
any other means that his/her request has been successfully completed.  

3.3. Requested Services  

 Conduct a study on current customer service processes in ASEZA (by reviewing current processes and by 

meeting stakeholders). The study should cover in detail all services-related processes and define how each 

service will be handled through customer communication channels (in person, by phone and through the 

Internet). A list of main services is provided in appendices of this document as a guideline, and shall be 

considered as the minimum list of services to be included in the CRM system (other services may include 

those of the Customs and Taxes Directorate, among others). 

 The consultant shall develop new e-enabled application forms for all services, inquiries and complaints in 

ASEZA and the ADC that will be managed by the CRM system. The assignment will include business process 

reengineering for all the relevant services, and the relevant internal and external processes for each service 
shall be shortened in steps and time needed to provide services. 

 Produce documentation (using cross-functional process documentation tools like ARIS, Visio, etc.) to 

document processes for services to be managed by the CRM and produce a detailed document for the 

specification of how each process will be managed and administered within the scope of the new CRM 
system's implementation. 

 Produce a report on current marketing and sales management processes in ASEZA and ADC based on 

meetings with stakeholders from relevant directorates. The report should detail the requirements for a CRM 

system in support of the institutions' marketing and sales management activities and document the roles and 
responsibilities of business units involved in sales and marketing. 

 Study and analyze the scope of all existing ASEZA and ADC applications that store and/or manage customer 
information.  

 Deliver a document detailing the implementation of a central information source for customer data. The 

document should detail the integration with existing ASEZA and ADC systems relevant to the CRM system. 

 Study the system hardware and infrastructure requirements and assure the readiness of the ASEZA IT 

environment to host the new CRM System. If new hardware is needed, ASEZA’s MIS Department will lead 
and facilitate the procurement prior to the implementation of the CRM system. 
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 Install the CRM system in close coordination with and under the supervision of ASEZA’s MIS Department. 

 Lead in the Computer Telephony Integration (CTI) with the current Call Center System of ASEZA, assuring 
the utilization of the two systems in the CRM. 

 Implement the Customer Information Centric system. 

 Develop and document testing scenarios for each of the implemented systems (modules) and participate in 
the testing of systems with stakeholders.  

 Along with the designated parties in ASEZA and ADC, manage and lead the rollout of the implemented 

systems (modules) assuring the smooth utilization of the systems in each of the designated business units. 

 Implementation of reporting tools which are available for the designated modules including a intelligence 
dashboard and KPI score card at different management levels of ASEZA and ADC. 

 Develop 20 information report templates based on the input of internal and external stakeholders. 

 Deliver training to end-users upon the completion of the implementation of the CRM system and Customer 
Information Center. 

 Provide the cost of licenses (if any) for the system. The cost should be included in the financial proposal 
as an optional item. ASEZA may procure licenses separately if needed. 

 Provide maintenance and support for the implemented systems, including two (2) years of support of the 

system after the end-date of the contract.  

 

4. EXPECTED RESULTS 

The implementation of a fully documented functional and effective Public Sector CRM and Customer Data Center 

within ASEZA and ADC that significantly improves service delivery levels with streamlined and integrated 

administrative processes.  

 

5. REQUIREMENTS 

Below is a list of functional requirements for the CRM system. 

General CRM System Requirements 

1 Web enabled (internet). 

2 Based on leading public sector CRM systems. 

3 Provide business intelligence reporting to be used for operational and analytical purposes. Ready-

made reports should be generated with the ability to build customized reports. 

4 Provide customer service process analytics and compare them with pre-defined internationally 

accepted KPI’s and with other customized KPI’s. 

5 Provide real-time alerts across the organization on late service delivery. 

6 Be seamlessly integrated with the existing AWAD System, Oracle E-Business Suite using Service 

Oriented Architecture (SOA) and Business Process Execution Language (BPEL).  

7 Ability to design & present dashboards for different levels of managers to ensure the accurate and 

prompt monitoring of the work process. 

8 Ability to integrate with Microsoft Exchange Server and Microsoft Outlook to synchronize 

calendar appointments, contacts (clients) and tasks. 

9 Data and reports should be easily generated from the CRM system and extracted to Microsoft 

Office applications; mainly MS-Excel and MS-Word. 
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Customer Data Centric System Module Functional Requirements 

1 Ability to integrate with ASEZA and ADC systems that are related to customer information. 

3 Provide for a central customer data storage facility using a unique customer service number. 

4 Flexibility to schedule instant/delayed synchronization of data to/from the other customer 

information systems within ASEZA. 

Telephony Customer Service System Module Functional Requirements 

1 To offer seamless complete CTI integration with the current ASEZA Call Center System 

(ERICSSON SOLIDUS eCARE™) and the flexibility to integrate with other Call Center 

technologies. 

2 Prioritize calls answers for critical customer treatment to ensure the best quality of service for 

investors and clients with priority service fulfillment needs. 

3 Provide telephony advanced queuing features like overflow treatment and group queuing for 

calls.  

4 Ability to identify the customer and provide his/her comprehensive information, history of 

interaction, affiliation with other individuals once the call is transferred to the Customer Service 

agent. 

5 The Call Centre Representative should be able to refer to a knowledgebase content system 

containing answers to the customer’s inquiries. This knowledgebase is part of the CRM system 

and is fed and updated as needed by responsible employees. 

6 Route and track customers' requests or tasks. 

Customer Service System Module Functional Requirements 

 Log, assign and track customers' requests or tasks. 

 Ability to escalate requests and assign tasks according to pre-defined service processes. 

 Service requests fulfillment at ASEZA customer service centers by appointment booking and 

optimized dispatching of service specialists. 

 Ability to utilize portable devices like laptops or PDA’s to interact with the system either in 

online or offline modes. 

 Minimize the use of paper in the services fulfillment process. 

 The Customer Service Representative should be able to refer to a knowledgebase content 

system containing answers to customer’s inquiries. This knowledgebase is part of the CRM 

system and is fed and updated as needed by responsible employees. 

 Publish select implemented services on the internet. 

 Ability to integrate the Web enabled services to the government web payment gateway so that 

the service fees can be collected when applicable. 

 Automatically respond to customers' e-mails. 

 Utilize web and SMS technologies to interact with clients during and after the services fulfillment 

process.  

 The system should provide or have the ability to provide or integrate with a service survey 

system in order to collect and analyze the customer service experience from the client point of 

view. 

Marketing & Sales Management System Module Functional Requirements 

1 Provide the opportunity to manage and launch marketing campaigns in a short planning scheme. 

2 Provide the opportunity to launch marketing campaigns targeting different segments of clients, 

potential clients, investors, citizens or tourists through different communication channels. 

3 Integrate with the Services modules to execute marketing campaigns. 
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Other CRM System Requirements 

1 Ability to handle at least 500 service requests daily initially and up to 3,500 customer service 

requests daily after one year of implementation.  

2 Ability to respond instantly to users with a maximum average of 3 seconds of response time. 

3 Capability to be upgraded. 

4 24/7 availability is expected of the system to service clients through the Internet. The Customer 
Data Center needs to be available anytime to support other systems. 

5 Seamless integration is needed with systems and technologies such as ASEZA's Oracle ERP system 

and AWAD system and other ASEZA systems including ASYCUDA, TAQDEER, and SAGE CRM.  

8 The system should support the capability of being implemented in phases, so the offering of system 
services can be presented through functions/modules.  
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Monitoring and Evaluation and Key Performance Indicators 

 

The CRM system must be able to monitor and evaluate ASEZA’s customer service performance, and provide the 

ability to: 

 

1. Monitor and identify ASEZA and ADC’s performance using KPI’s on different levels, including, but not 

limited to: 

 Directorate/Division Level 

 Service Level 

 User Level 
 

2. Monitor performance through user friendly interfaces (dashboards). 
 

3. Present performance data on two levels: 

 High-level using dashboards 

 Detailed-level using detailed analytical reports 
 

4. Provide business intelligence and data mining tools, and the ability to track customers' history and patterns 

on different levels including but not limited to: 

 Specific customer 

 Customer type  

 Service type 

 Directorate 

 

5. Define, update, delete KPI’s. 
 

6. Provide the ability to define new reports. 
 

7. The required KPI’s may include: 

 Number of total requests/inquiries received  

 Number of total requests/inquiries received categorized by (service, directorate, user,…) 

 Number of processed requests/inquiries categorized by (service, directorate, user,…) 

 Number of pending requests/inquiries categorized by (service, directorate, user,…) 

 Number of requests/inquiries exceeded service time categorized by (service, directorate, user,…) 

 Number/percentage of incomplete requests/inquiries (missing requirements)  

 Number of received calls 

 Number of complaints received categorized by (complaint type, directorate, user,…) 

 Average time to process complaints categorized by (complaint type, directorate, user,…) 

 Number/ percentage of unhandled complaints 

 Mean conversation time  

 Average Talk Time (ATT)  

 Time of delay a caller may experience while waiting in queu  

 Mean dealing time  

 Average Handling Time (AHT)  

 Number of calls (%) answered within a limited period  

 Number of calls per hour the operator handles  

 Number of calls (%) with the customer's problem(s) completely resolved  
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Following is the expected ASEZA/ADC Generic Customer Service Interaction Process after implementing the Desired CRM*
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It is essential to emphasize the following points: 

 To achieve a paperless organization, customers should not fill in any paper application. The process starts 

once the customer arrives at the service desk and describes his/her needs. The Customer Service 

Representative (CSR) should retrieve available information and fill in the missing information in the CRM 

system. If the customer’s signature is required, a filled request form is printed out of the CRM system by 
the CSR. 

 The service request supporting documentation will be scanned and saved in the Document Management 

System. Available documentation submitted to support previous service requests by the client does not 

have to be requested/scanned and saved again, but it will be retrieved to assure its availability in the system. 
Some types of documents may not be scanned or be kept in the system. 

 Documents produced by ASEZA/ADC for clients are to be electronically linked to their records so that 

they are used for future reference and also are referenced on the service request submission or fulfillment 

process. 

 The customer service process is to be initiated in the new CRM system through any of the available 

customer communication channels (In-Person, Phone, Internet). The CRM will integrate the existing specific 

service management and fulfillment systems that are in place to ensure proper management of their 
designated areas of service. The CRM will keep track of the service fulfillment process. 

 The CRM system is expected to manage customer services process management and fulfillment that are 

currently implemented manually. The CRM system must provide for the following: 

 The ability of customers to send and track the status of complaints/requests to both ASEZA/ADC. 

 The complaints expected to be received and logged via different communication channels. 

 Web complaints can be logged through several websites, including ADC website, ASEZA website, and 
Aqaba tourism site. 

 The ability to categorize the complaints and manage categories through adding, modifying and deleting 
categories.  

 The ability to initiate an auto response to customers when registering a new complaint including a 
ticket number to enable customers to follow-up on their complaints status. 

 The ability to redirect/route the complaints to the responsible Directorate and/or units. 

 Provide ASEZA's Customer Care Unit Manager with the ability to monitor all complaints and inquiries.  

 The ability to search and browse complaint/inquiry history for analysis purposes. 

 A new Customer Care Unit is expected to be established within ASEZA to manage all customer related 

issues, including the administration and management of the CRM system in coordination with ASEZA's MIS 

Directorate. The CRM system needs to support the Customer Care Unit in providing services. 

 The CRM system needs to represent the "front line" of ASEZA services and interaction with different types 
of customers, the CRM system must support communication via different channels through a: 

 One Stop Shop to manage in-person requests. 

 Future call center to manage requests by phone.  

 CRM web portal to manage requests through the Internet.  

 If the customer wishes to apply his/her application in person, the CRM system must provide: 

 The one-stop-shop employee with e-forms to enter all needed data for the specific application. The e-
forms must be designed as user friendly forms and minimize the need for typing. 
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 The same e-forms must be available as an option for use through a KIOSK at ASEZA’s one-stop-shop 
by the customer directly. 

 In case of customer requests, complaints or queries over phone, the call center employee must be provided 

with tools or forms to log and record the customer requests within the CRM system.  

 The CRM system may provide the ability to generate a catalogue of services. This searchable catalogue will 

include information about but not limited to services steps, responsible Directorates, service time, required 
documents, and cost associated with services. 

 In case a customer inquiry requires a technical expert’s feedback, the CRM system must provide the 

Customer Care Unit with the ability to redirect/route the inquiry or issue to the responsible Directorate at 

ASEZA, in addition to providing the Customer Care Unit with tools or features to follow-up and track all 
tickets. 

 In order for management to continuously collect and analyze customers’ needs and expectations, and reflect 

findings and results on ASEZA and ADC development initiatives, it is preferred that the CRM system 

provide the Customer Care Unit with tools and features to support these tasks.  

 The CRM system should promote a customer service-focused culture in ASEZA and ADC.  

 The CRM system should manage customer interactions with ASEZA and ADC and monitor and evaluate 

customer interaction. 

 The CRM system should analyze customer data and develop reports, summaries and recommendations for 
ASEZA management. 

 The CRM system is expected to provide different types of customers with the ability to logon to their CRM 

accounts with ASEZA/ADC via the internet and track the status of current applications, as well as their 

applications history. Customers need to be provided with different browsing and search tools and 
techniques, using a simple, user-friendly interface. 

 The CRM system must be flexible in handling all ASEZA customer related services including ASEZA's main 

services listed in the appendices to this document, taking into consideration that tax-related services must 
be included immediately with both One Stop Shop and CRM covered services. 

 During the implementation of the CRM system, the contractor will revise ASEZA’s current hardcopy and 

electronic forms, and propose new, simple and easy to use e-forms for customer-related applications.  

A representative sample of ASEZA’s current forms can be found in the appendices to this document. 
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6. KEY EXPERTS ** 

Project Manager  

a) Education level 

University degree in Computer Science, IT, Industrial Engineering, MIS, 

BIS, Business Administration, or related field.  
 

Master’s degree preferred. 

b) Specific experience 

At least 10 years professional working experience in IT projects. 
 

Minimum 4 years of project management experience preferably within 

the government sector. 
 

Previous experience in leading a CRM system implementation project 

required. PMP certificate preferred. 

c) Language requirements Fluency in Arabic and English.  

d) Other 

A previous track record in the following fields is preferred: 

- Business Applications related systems 

- Customer Service &Communication Process 

- One-Stop-Shops 

 

Systems Architect / Administrator(s) 

a) Education level 

University degree in Computer Science, IT, Computer Engineering, 

Industrial Engineering, MIS, BIS, Business Administration, or related field.  
 

Master’s degree preferred. 

b) Specific experience 

At least 8 years professional working experience in large enterprise IT 

systems design, development and implementation, with strong 

background in different platforms and technologies. 

c) Language requirements Fluency in Arabic and English.  

d) Other 

A previous track record in the following fields is preferred: 

- Systems design and setup 

- Distributed systems integration 

- Computer Telephony Integration (CTI)  

 
Business Analyst(s) 

a) Education level 

University degree in MIS, Industrial Engineering, BIS, Business 

Administration, or related field.  
 

Master’s degree preferred. 

b) Specific experience 

At least 7 years professional working experience in business 

requirements gathering and business process improvement/re-

engineering within the government sector. 

c) Language requirements Fluency in Arabic and English.  

d) Other 

A previous track record in the following fields is preferred: 

- Public Sector Services Management 

- Marketing and Sales Process Management 

- Customer Data Centre info 
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System Implementers/ Software Developers 

a) Education level 

University degree in Computer Science, IT, Industrial Engineering, MIS, 

BIS, Business Administration, or related field.  
 

Master’s degree preferred. 

b) Specific experience 
At least 5 years professional working experience in business 

applications development and implementation. 

c) Language requirements Fluency in Arabic and English.  

d) Other 

A previous track record in the following fields is preferred: 

- Customer Data Center system/module implementation. 

- Marketing and Sales activities system/module implementation. 

- Services activities system/module implementation. 

- Telephony Services activities system/module implementation. 

**All experts proposed for the project must be Jordanian citizens. 

7. LOCATION, DURATION AND REQUIREMENTS 

7.1. Starting date: The starting date of the assignment is February 2011 or as soon as possible thereafter. 

7.2. Finishing date of the assignment: The finishing date will be within nine calendar months from the 
inception of the assignment. 

7.3. Location & facilities: The location for the assignment will be Aqaba, Jordan, working primarily within 

the premises of ASEZA, which will provide work space, communication lines (Internet, fax, and fixed 

line telephone), and access to printers and office supplies. The consultants are expected to use their 
own laptop computers.  

7.4. Reporting structure: The consultants shall report to ACED Program COP and DCOP or their 
designee. 
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8. Deliverables 

The successful vendor is required to prepare the following documents and reports to be submitted to the ACED Program within the time frames mentioned: 

Document/ Report Content Due Date 

Inception Report  

The Inception Report must include the following: 
 

 Work Plan: A work plan for the assignment as a whole, providing an overview of the methodologies to be used, 

detailed Work Breakdown Structure (WBS) indicating detailed subdivisions of tasks and effort required to complete 

the project, time allocation, resources allocation, task dependencies and expected outputs and their timing. 
 

 Project Charter Document: A statement of the scope, objectives and participants in the project. It provides a 

preliminary delineation of roles and responsibilities, outlines the project's objectives, identifies the main stakeholders, 

and defines the authority of the Project Manager. It serves as a reference of authority for the future of the project. 
 

Communication Plan: A document that defines the communication methods, timing, and documents to be used 

for communication during the project. It should describe how and when project parties will communicate important 

project information. 

Draft version within 2 

calendar weeks from 

the start of the 

assignment 

 

Final version within 

three calendar weeks 

from the start of the 

assignment 

Business 

Requirements 

Document 

Describe existing business processes and systems, business requirements, and define the improved business 

processes. A separate document should be produced for each system/module. 

 Marketing & Sales 

 Services, per customer communication channel 
 

 

Draft version within 2 

calendar months from 

the start of the 

assignment 

(system/module) 

 

Final version within 3 

calendar months from 

the start of the 

assignment 
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System Requirement 

Specifications (SRS) 

Documents 

A separate document should be produced for each of the following business tracks (system/module): 

 Marketing & Sales 

 Services, per customer communication channel 
 

This document describes the requirements of the application and the behavior of the system in terms of the 

functional and non-functional requirements, and includes the system architecture and design plan.  
 

It should also include the detailed description of how the services will be provided by the system, including the re-

design of the forms into an electronic, user friendly version. 

Draft version within 4 

calendar months from 

the start of the 

assignment 

 

In final version within 5 

calendar months from 

the start of the 

assignment 

User Acceptance 

Testing Documents 

Testing Scenarios documents includes tests of the implementation of applications by tracking each of the possible 

scenarios to assure the proper implementation of each system/module. A separate document should be produced 

for the following system/module: 

 Customer Information Canter 

 Marketing & Sales 

 

Services, per customer communication channel (In Person, Telephony, and Internet) 

Draft version 6 

calendar months after 

the start of the 

assignment. 

 

Final version two days 

before the date of the 

designated test. 

User Manual, 

Configuration, Help 

and Training 

Documents 

To be used as a guide for end-user interaction with the system and for end-user training purposes. The specific 

manuals are: 

 Marketing & Sales activities end-user manual 

 Services activities end-user manual 

 Telephony Services end-user manual 

 Customer data center end-user manual 

Final version a week 

after the completion of 

the User Acceptance 

Testing 

CRM System 

Implementation and 

Go Live 

Please refer to technical specifications in this document. 

Within 8 calendar 

months from the start 

of the assignment 

CRM System 

Maintenance and 

Support 

2 year free maintenance, plus an offer for a 3 year maintenance and support agreement starting after the end of the 

second year.  

Starts after final 

approval of the CRM 

system 
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All work plans, reports and other documents prepared under the assignment should be in the English language. 

Each report/deliverable must be accompanied by an updated LOE report including documentation/timesheets for 

work done on the project. All the documents shall be submitted in hard and soft formats. All deliverable 

documents shall be in Gill Sans MT / 11.5, in accordance with ACED Program formatting requirements, and saved 

in Microsoft Word digital format. Any attachments not available in this format should be in Microsoft Excel, 

PowerPoint, or, if no other digital format is available for an attachment, Adobe Acrobat digital format is required. 

The final Plan and Presentation may be in a format to suit ASEZA; however, one complete copy shall be in English 

and provided to the ACED Program. The Final Report, which shall include all the above deliverables, is to be 
submitted to akanaan@aced-jordan.com, jfouka@aced-jordan.com, and aconrad@aced-jordan.com. 

 

9. INSTRUCTIONS to BIDDERS  

9.1 General: 

9.1.1 Technical Proposals must be organized as follows: 

Part 1 – Company Profile 

 Provide a brief description of the Contractor’s experience and qualifications per the Company Profile 

requirements as stated above. 

 Using the template in the appendices to this document, provide a description of at least 5 relevant 

projects. Contact information for references for each project must be included. 

 

Part 2: Technical Approach and Methodology 

 Describe your organization’s approach to implementing this assignment using the template in Annex IV. 

 

Part 3: Key Experts  

 Provide a list of the key experts using the template in the appendices to this document. 

 Provide full resumes/CVs of proposed experts to complete the work using the template in the 

appendices to this document.  

 Signed statements of availability for each key expert using the template in the appendices to this 

document. 

 

9.1.2 Financial proposals must include the total price for delivering above services and a narrative description 

of how the total price is calculated. A separate quote for additional support / maintenance should be 

provided. The financial proposal shall include an optional item for the cost of licenses, if any. ASEZA 
may purchase the licenses separately. 

9.1.3 Questions should be submitted by email to info@aced-jordan.com and aced.jordan@gmail.com or fax 

to 03 201 7760 by the date listed below. No phone calls will be accepted. Unsolicited phone calls 
regarding this RFP may result in disqualification of the bidder.  

9.1.4 The ACED Program reserves the right to make changes to the scope of work at any time and to 

conduct negotiations once a successful proposal is identified, or to make an award without conducting 

negotiations based solely on the written proposals if deemed in its best interest to do so.  

9.1.5 The ACED Program reserves the right not to make any award. These Instructions to Bidders will not 

form part of the offer or of the Contract. They are intended solely to aid Bidders in the preparation of 
their proposals.  

 

 

mailto:akanaan@aced-jordan.com
mailto:jfouka@aced-jordan.com
mailto:aconrad@aced-jordan.com
mailto:info@aced-jordan.com
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9.2 Proposal Submission 

9.2.1 Language: The proposal and all associated correspondence must be in English. Any award document 
resulting from this request will be in English.  

9.2.2 Proposals must be submitted by the following means: 

9.2.2.1 One (1) Original plus four (4) Hard Copies of technical proposals, and one (1) Original plus four (4) 

copies of financial proposals delivered by courier or hand-delivered to the ACED Program, 5th 

Residential Area, P.O. Box 2494, Aqaba 77110 Jordan by the deadline. Bidders must submit technical 

and financial proposals in separate sealed envelopes with each clearly marked.  

9.2.2.2 Electronic submission using separate CDs. One for the technical proposal and one for the financial 
proposal. The proposals must be submitted as single pdf files (one for technical one for financial)  

9.2.2.3 No email submissions will be accepted. 

9.2.2.4 Packages received after the closing date and time of this RFP will be disqualified.  

9.2.2.5 Bidders are responsible for requesting delivery confirmation for submissions. 

 

9.3 RFTOP Delivery Schedule 

RFP Released ..................................................... December 9, 2010 

Last day for receiving clarifications ………….. December 20, 2010 

Tentative Clarification Meeting ……………… January 4, 2011 (Time to be announced) 

Proposals Due …………………………………... January 13, 2011 by 09:00 am 

Tentative start of the assignment ……………. February 1, 2011 

  

*SHOULD ANY CHANGES IN THIS SCHEDULE OCCUR, A NOTICE WILL BE POSTED ON THE ACED 

PROGRAM WEBSITE WWW.ACED-JORDAN.COM. BIDDERS ARE RESPONSIBLE FOR CHECKING THE 
WEBSITE PERIODICALLY. 

  

http://www.aced-jordan.com/
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10. EVALUATION AND AWARD 

The ACED Program will evaluate each proposal quantitatively based upon the factors set forth below. 

* Interviews may be held upon request which will contribute to the total technical score. 

 

 Maximum 

Initial 

assess-

ment 

Revised 

assessment 

(before 

interviews*) 

Revised 

assessment 

after 

interviews* 

TECHNICAL PROPOSAL (70%)     

Company Profile 30    

Years of experience 5    

Experience in similar projects 15    

Previous Public Sector CRM implementation 10    

Technical Approach and Methodology 35    

Project plan 5    

Organization & Methodology 10    

Technology and Tools 20    

Key Experts 35    

Expertise in CRM implementations 10    

Expertise in general information systems 

implementation 
10 

   

Experts’ years of experience 5    

Experts’ education  5    

English language proficiency 5    

Total Technical Score (70%)* 100    

FINANCIAL PROPOSAL (30%)     

ADJUSTED OVERALL SCORE 100    
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ANNEX 1: ASEZA MAIN SERVICES 

 

 الوقدهة الوحدة الخدهة الرقن
 يوم)ة الخده تقدين هدة

 (العول
 الخدهة كلفة

 ٝ٘جذ لا 30 ٗاىذساسبد اىزخطٞظ ٍذٝشٝخ/اىؼقبسٝخ اىسجلاد قسٌ أسع قطؼخ رسجٞو 1

  30 ٗاىذساسبد اىزخطٞظ ٍذٝشٝخ/اىؼقبسٝخ اىسجلاد قسٌ شقخ رسجٞو 2
 سؼش ٍِ %25 ٍشح لأٗه 14 ٗاىذساسبد ٞظاىزخط ٍذٝشٝخ/اىؼقبسٝخ اىسجلاد قسٌ أسع ػِ رْبصه 3

 ٍِ %10 اىثبّٞخ ىيَشح اىزخظٞض،
 ىلأسع اىزقذٝشٛ اىسؼش

 اىَْق٘ىخ غٞش الأٍ٘اه ثزَيل اىسَبح 4
 الأسدِّٞٞ غٞش ىلأشخبص

 ٝ٘جذ لا 30 ٗاىذساسبد اىزخطٞظ ٍذٝشٝخ/اىؼقبسٝخ اىسجلاد قسٌ

 رذشٛ أٗ رخظٞظبد شٖبدح ػيٚ اىذظ٘ه 5
 الأساضٜ ٗق٘ػبد ػِ

 دْٝبس 5 2 ٗاىذساسبد اىزخطٞظ ٍذٝشٝخ/اىؼقبسٝخ اىسجلاد قسٌ

 ٝ٘جذ لا 3 ٗاىذساسبد اىزخطٞظ ٍذٝشٝخ/اىؼقبسٝخ اىسجلاد قسٌ اىشِٕ فل 6

 اىَْق٘ىخ غٞش الأٍ٘اه ثزَيل اىسَبح 7
 اىَؼِْ٘ٝٞ ىلأشخبص

 الأشخبص أُ دبه فٜ 3 ٗاىذساسبد اىزخطٞظ ٍذٝشٝخ/اىؼقبسٝخ اىسجلاد قسٌ
 أُ دبىخ فٜٗ أسدِّٞٞ،
 ىذِٞ أجبّت اىَبىنِٞ
 ٗصاسح ٍ٘افقخ ٗط٘ه
 اىذاخيٞخ

 ٝ٘جذ لا

 ٝ٘جذ لا 30 ٗاىذساسبد اىزخطٞظ ٍذٝشٝخ/اىزخطٞظ قسٌ أسع ر٘دٞذ أٗ إفشاص ٍ٘افقخ ػيٚ اىذظ٘ه 8

 إػَبس ىَششٗع أٗىٞخ ٍ٘افقخ ػيٚ اىذظ٘ه 9
 خبص

 ٝ٘جذ لا 30 ٗاىذساسبد اىزخطٞظ ٍذٝشٝخ/اىزخطٞظ قسٌ

 دْٝبس 10 3 ٗاىذساسبد اىزخطٞظ ٍذٝشٝخ/اىزخطٞظ قسٌ رْظَٜٞ ٍ٘قغ ٍخطظ ػيٚ اىذظ٘ه 10
 ىَششٗع اسع اسزؼَبه طفخ رغٞٞش 11

 اػَبس ىَششٗع ثْبء ادنبً رؼذٝو أٗ/اػَبس
 دْٝبس 50 30 ٗاىذساسبد اىزخطٞظ ٍذٝشٝخ/اىزخطٞظ قسٌ

 خشائظ،) جغشافٞخ ٍؼيٍ٘بد ػيٚ اىذظ٘ه 12
 (فضبئٞخ ط٘س ٍخططبد،

 اىزخطٞظ ٍذٝشٝخ/اىجغشافٞخ َؼيٍ٘بداى قسٌ
 ٗاىذساسبد

 اىَطي٘ثخ اىَؼيٍ٘بد دست اىطيت رقذٌٝ ػْذ رذذد
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 الوقدهة الوحدة الخدهة الرقن
 يوم)ة الخده تقدين هدة

 (العول
 الخدهة كلفة

 ٝ٘جذ لا 10 الإػَبس ٍٗشاقجخ اىزشخٞض ٍذٝشٝخ الأٗىٞخ اىَخططبد ػيٚ اىَ٘افقخ 13

 ٗإطذاس اىْٖبئٞخ اىَخططبد ػيٚ اىَ٘افقخ 14
 اػَبس ٍششٗع سخظخ

 ٝ٘جذ لا 14 الإػَبس ٍٗشاقجخ اىزشخٞض ٍذٝشٝخ

 رؼذٝيٞخ اىَخططبد ػيٚ اىَ٘افقخ طيت 15
 اػَبس ٍششٗع سخظخ ٗإطذاس

 ٝ٘جذ لا 14 الإػَبس ٍٗشاقجخ اىزشخٞض ٍذٝشٝخ

 ٝ٘جذ لا 6 الإػَبس ٍٗشاقجخ اىزشخٞض ٍذٝشٝخ لافزخ رشخٞض ػيٚ اىَ٘افقخ 16

 اىجْبء ٍجبششح رظشٝخ ػيٚ اىذظ٘ه 17
 الاػَبس ىَشبسٝغ

 ٝ٘جذ لا 3 الإػَبس ٍٗشاقجخ اىزشخٞض ٍذٝشٝخ

 ٝ٘جذ لا 2 الإػَبس ٍٗشاقجخ اىزشخٞض ٍذٝشٝخ طت إرُ ػيٚ اىذظ٘ه 18

 ٝ٘جذ لا 10 الإػَبس ٍٗشاقجخ اىزشخٞض ٍذٝشٝخ اشغبه إرُ ٍْخ ػيٚ اىَ٘افقخ 19

 ٍشبسٝغ ثأدنبً الاىزضاً رأٍْٞبد إػبدح 20
 الاػَبس

 ٝ٘جذ لا 2 الإػَبس ٍٗشاقجخ اىزشخٞض ٍذٝشٝخ

 ٝ٘جذ لا 10 الإػَبس ٍٗشاقجخ اىزشخٞض ٍذٝشٝخ (ر٘دٞذ/رجضئخ)َجبّٜاى افشاص 21

 اىزشخٞض ىجْخ قشاساد ػيٚ الاػزشاع 22
 الاػَبس ٍٗشاقجخ

 ٝ٘جذ لا 19 الإػَبس ٍٗشاقجخ اىزشخٞض ٍذٝشٝخ

 ٝ٘جذ لا 1 الإػَبس ٍٗشاقجخ اىزشخٞض ٍذٝشٝخ رذزٞخ ثْٞخ اػَبه سخظخ ػيٚ اىذظ٘ه 23

 ٝ٘جذ لا 2 الإػَبس ٍٗشاقجخ اىزشخٞض ٍذٝشٝخ اىزْظَٞٞخ ىزٍخا ثشاءح ػيٚ اىذظ٘ه 24

 ٍخططبد ػِ الأطو طجق ط٘سح 25
 اىزشخٞض

 ٝ٘جذ لا 2 الإػَبس ٍٗشاقجخ اىزشخٞض ٍذٝشٝخ

 ىَجبششح اىلاصٍخ اىشٖبداد ػيٚ اىذظ٘ه 26

 اىسلاٍخ اىظذٞخ، اىشٖبدح) ٍشح لأٗه اىؼَو
 دست اىؼَو ٍجبششح رظشٝخ اىؼبٍخ،

 (اىذبه ٍقزضٚ

 ىيذظ٘ه ػَو ًٝ٘ 14 الاسزثَبس ٍذٝشٝخ/اىششمبد ٗرسجٞو اىزظبسٝخ قسٌ
 ػَو ًٗٝ٘ ٍ٘افقبد ػيٚ
 اىشسً٘ دفغ ربسٝخ ٍِ

 اىشٖبداد لاطذاس

 رظشٝخ ٍْخ سسً٘ دْٝبس (200)
 اىؼَو ٍجبششح
 اىشٖبدح اطذاس ثذه دْٝبس (25)
 اىظذٞخ
 شٖبدح اطذاس ثذه دْٝبس (50)
 اىؼبٍخ اىسلاٍخ

 دست ٝسز٘فٚٗ ّفبٝبد جَغ ثذه
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 الوقدهة الوحدة الخدهة الرقن
 يوم)ة الخده تقدين هدة

 (العول
 الخدهة كلفة

 ٗاىْظبفخ اىْفبٝبد جَغ ثذه رؼيَٞبد
 الاقزظبدٝخ اىؼقجخ ٍْطقخ فٜ اىؼبٍخ

 اىؼَو ىَجبششح اىلاصٍخ اىشٖبداد رجذٝذ 27

 رظشٝخ اىؼبٍخ، اىسلاٍخ اىظذٞخ، اىشٖبدح)

 (اىذبه ٍقزضٚ دست اىؼَو ٍجبششح

 ػيٚ ىيذظ٘ه ػَو أٝبً 7 الاسزثَبس ٍذٝشٝخ/اىششمبد ٗرسجٞو اىزظبسٝخ قسٌ
 اىذبجخ دبه فٜ ٍ٘افقبد

 ربسٝخ ٍِ ػَو ًٗٝ٘ ىزىل
 لاطذاس اىشسً٘ دفغ

 اىشٖبداد

 رظشٝخ رجذٝذ سسٌ دْٝبس (100)
 اىؼَو ٍجبششح
 اىشٖبدح رجذٝذ سسٌ دْٝبس (25)
 اىظذٞخ

 دست ٗٝسز٘فٚ ّفبٝبد جَغ ثذه
 ٗاىْظبفخ اىْفبٝبد جَغ ثذه رؼيَٞبد
 الاقزظبدٝخ اىؼقجخ ٍْطقخ فٜ اىؼبٍخ

 اىؼَو ىَجبششح اىلاصٍخ زظبسٝخاى رؼذٝو 28

 رظشٝخ اىؼبٍخ، اىسلاٍخ اىظذٞخ، اىشٖبدح)
 (اىذبه ٍقزضٚ دست اىؼَو ٍجبششح

 ىيذظ٘ه ػَو ًٝ٘ 14 الاسزثَبس ٍذٝشٝخ/اىششمبد ٗرسجٞو اىزظبسٝخ قسٌ
 ػَو ًٗٝ٘ ٍ٘افقبد ػيٚ
 اىشسً٘ دفغ ربسٝخ ٍِ

 اىشٖبداد لاطذاس

 اىشٖبدح رؼذٝو ثذه دْٝبس (50)
 اىؼبٍخ اىسلاٍخ ٖبدحٗش اىظذٞخ
 رظشٝخ رؼذٝو ثذه دْٝبس (50)
 اىؼَو ٍجبششح

 اىشٖبداد) الأٍش َٖٝٔ ىَِ مزبة طيت 29

 (اىْشبط ىَجبششح اىلاصٍخ
 ٝ٘جذ لا 2 الاسزثَبس ٍذٝشٝخ/اىششمبد ٗرسجٞو اىزظبسٝخ قسٌ

 أٗ الاسزثَبس رٞسٞش َّ٘رج طيت اىغبء 30
 اىْشبط ىَجبششح اىلاصٍخ اىشٖبداد

 ٝ٘جذ لا 2 الاسزثَبس ٍذٝشٝخ/اىششمبد ٗرسجٞو بسٝخاىزظ قسٌ

 اىؼقجخ ٍْطقخ فٜ اىَؤسسبد رسجٞو 31
 ٍشح لأٗه اىخبطخ الاقزظبدٝخ

 ٍ٘افقخ دبه فٜ ػَو أٝبً 7 الاسزثَبس ٍذٝشٝخ/اىششمبد ٗرسجٞو اىزظبسٝخ قسٌ
 ًٗٝ٘ اىَف٘ضِٞ ٍجيس
 ٍذٝش ٍ٘افقخ دبه فٜ ػَو

 ًٗٝ٘ الاسزثَبس ٍذٝشٝخ
 اىشسً٘ فغد ربسٝخ ُ ػَو

 رسجٞو شٖبدح لاطذاس
 ٍسجيخ ٍؤسسخ

 ٍشح لأٗه رسز٘فٚ دْٝبس (1000)
 الأّشطخ ىََبسسخ سْ٘ٝخ سسً٘

 ٗاىضساػٞخ ٗاىظْبػٞخ اىزجبسٝخ
 ٗاىخذٍٞخ
 رسز٘فٚ ّشبط مو ػِ دْٝبس (500)
 سْ٘ٝب
 ىشٖبدح ربىف اطذاس ثذه دْٝبس (15)
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 الوقدهة الوحدة الخدهة الرقن
 يوم)ة الخده تقدين هدة

 (العول
 الخدهة كلفة

 اىزسجٞو
 ٗثٞقخ أٛ اطذاس ثذه دْٝبس (10)
 ثبسزثْبء ىَؤسسخا ثزسجٞو رزؼيق
 ٍِ الأطو طجق ط٘سح اطذاس
 ٗادذح ٍشح رؼطٚ) اىزسجٞو شٖبدح
 (رجذٝذٓ أٗ اىزسجٞو ػْذ

 اىؼقجخ ٍْطقخ فٜ اىَؤسسبد رسجٞو رجذٝذ 32
 اىخبطخ الاقزظبدٝخ

 دفغ ربسٝخ ُ ػَو ًٝ٘ الاسزثَبس ٍذٝشٝخ/اىششمبد ٗرسجٞو اىزظبسٝخ قسٌ
 شٖبدح لاطذاس اىشسً٘
 ٍسجيخ ٍؤسسخ رسجٞو

 الأّشطخ ىََبسسخ اىسْ٘ٝخ ىشسً٘ا
 ٗاىضساػٞخ ٗاىظْبػٞخ اىزجبسٝخ
 ٗاىخذٍٞخ

 فقذاُ أٗ ربىف ثذه دْٝبس (15)
 اىزسجٞو ىشٖبدح
 ٗثٞقخ أٛ اطذاس ىقبء دْٝبس (10)
 ثبسزثْبء اىَؤسسخ ثزسجٞو رزؼيق
 ٍِ الأطو طجق ط٘سح اطذاس
 ٗادذح ٍشح رؼطٚ) اىزسجٞو شٖبدح
 )رجذٝذٓ أٗ اىزسجٞو ػْذ

 دفغ ربسٝخ ُ ػَو ًٝ٘ الاسزثَبس ٍذٝشٝخ/اىششمبد ٗرسجٞو اىزظبسٝخ قسٌ ٍسجيخ ٍؤسسخ رسجٞو شٖبدح ذٝورؼ 33
 شٖبدح لاطذاس اىشسً٘
 ٍسجيخ ٍؤسسخ رسجٞو

 رسجٞو شٖبدح رؼذٝو ثذه دْٝبس (75)
 اسٌ رغٞٞش ػْذ ٍسجيخ ٍؤسسخ
 اسَٖب رغٞٞش أٗ اىَسجيخ اىَؤسسخ
 أٗ رغٞٞش أٛ إجشاء أٗ اىزجبسٛ
  اىْشبط ّ٘ع ػيٚ إضبفخ

 ٍؤسسخ رسجٞو)الأٍش َٖٝٔ ىَِ مزبة طيت 34
 (ٍسجيخ

 دفغ ربسٝخ ُ ػَو ًٝ٘ الاسزثَبس ٍذٝشٝخ/اىششمبد ٗرسجٞو اىزظبسٝخ قسٌ
 اىَقشسح اىشسً٘

 دّبّٞش 10

 ػيٚ ثْبء ٍسجيخ ٍؤسسخ رسجٞو اىغبء 35
 طيجٖب

 سٝخرب ٍِ ػَو ًٝ٘ 2 الاسزثَبس ٍذٝشٝخ/اىششمبد ٗرسجٞو اىزظبسٝخ قسٌ
 اىَ٘افقبد ػيٚ اىذظ٘ه
 اىلاصٍخ

 ٝ٘جذ لا
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 الوقدهة الوحدة الخدهة الرقن
 يوم)ة الخده تقدين هدة

 (العول
 الخدهة كلفة

 اىَْشأ شٖبداد سسً٘ اسزٞفبء ٝزٌ ػَو ًٝ٘ الاسزثَبس ٍذٝشٝخ/اىششمبد ٗرسجٞو اىزظبسٝخ قسٌ اىَْشأ شٖبداد اطذاس 36
 اىفبر٘سح قَٞخ ػيٚ ثبلاػزَبد ٗرىل

 ٗثذذ (اىفبر٘سح قَٞخ ٍِ 0.001)
 غشفخ أٍبّبد) دْٝبس 50 أػيٚ

 )ػَبُ طْبػخ
 ثذه دّبّٞش 5 اىسيطخ ٜرسز٘ف

 ٝزٌ ٍْشأ شٖبدح مو ػِ خذٍبد
 ىذٙ اىغشفخ ٍنزت فٜ اطذاسٕب
 اىؼقجخ ٍْطقخ سيطخ اٝشاد) اىسيطخ

 )اىخبطخ الاقزظبدٝخ
 َّ٘رج ػيٚ اىذظ٘ه دْٝبس (5) ػَو أٝبً 9 الاسزثَبس ٍذٝشٝخ/اىششمبد ٗرسجٞو اىزظبسٝخ قسٌ اٟىٞخ اىذساجبد ادخبه 37

 اىَؤقذ الادخبه طيت
 اىَيف ٗثبئق طجبػخ دْٝبس (1)
 ٗفق ثبىنشف اىيجْخ قٞبً دبه فٜ

 طيت رقذً إجشاءاد رؼيَٞبد أدنبً
 ٝسز٘فٚ ىيَشمجبد اىَؤقذ الادخبه

 ٍؼبٍيخ مو ػِ دْٝبس (50) ٍجيغ
 ٍٗشمجبد اىضساػٞخ اىَشمجبد ادخبه 38

 ٗاىَؼذاد ٗاٟىٞبد الأشغبه
 َّ٘رج ػيٚ اىذظ٘ه دْٝبس (5) ػَو أٝبً 9 الاسزثَبس ٍذٝشٝخ/اىششمبد ٗرسجٞو اىزظبسٝخ قسٌ

 اىَؤقذ الادخبه طيت
 اىَيف ٗثبئق طجبػخ دْٝبس (1)
 ٗفق ثبىنشف اىيجْخ قٞبً دبه فٜ

 طيت رقذً إجشاءاد رؼيَٞبد أدنبً
 ٝسز٘فٚ ىيَشمجبد اىَؤقذ الادخبه

 ٍؼبٍيخ مو ػِ دْٝبس (50) ٍجيغ
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 الوقدهة الوحدة الخدهة الرقن
 يوم)ة الخده تقدين هدة

 (العول
 الخدهة كلفة

 اىؼقجخ ٍْطقخ فٜ ىيَشمجبد اىَؤقذ الادخبه 39
 اىخبطخ دٝخالاقزظب

 َّ٘رج ػيٚ اىذظ٘ه دْٝبس (5) ػَو أٝبً 9 الاسزثَبس ٍذٝشٝخ/اىششمبد ٗرسجٞو اىزظبسٝخ قسٌ
 اىَؤقذ الادخبه طيت
 اىَيف ٗثبئق طجبػخ دْٝبس (1)
 ٗفق ثبىنشف اىيجْخ قٞبً دبه فٜ

 طيت رقذً إجشاءاد رؼيَٞبد أدنبً
 ٝسز٘فٚ ىيَشمجبد اىَؤقذ الادخبه

 ؼبٍيخٍ مو ػِ دْٝبس (50) ٍجيغ
 ىغبٝبد اىَْطقخ اىٚ اىَشمجبد ادخبه 40

 ثٖب ٗاىَزبجشح اىَؼبسع
 َّ٘رج ػيٚ اىذظ٘ه دْٝبس (5) ػَو أٝبً 9 الاسزثَبس ٍذٝشٝخ/اىششمبد ٗرسجٞو اىزظبسٝخ قسٌ

 اىَؤقذ الادخبه طيت
 اىَيف ٗثبئق طجبػخ دْٝبس (1)
 ٗفق ثبىنشف اىيجْخ قٞبً دبه فٜ

 طيت رقذً إجشاءاد رؼيَٞبد أدنبً
 ٝسز٘فٚ ىيَشمجبد اىَؤقذ الادخبه

 ٍؼبٍيخ مو ػِ دْٝبس (50) ٍجيغ
 فٜ ىيَشمجبد اىَؤقذ الادخبه رجذٝذ 41

 اىَْطقخ
 َّ٘رج ػيٚ اىذظ٘ه دْٝبس (5) ػَو أٝبً 7 الاسزثَبس ٍذٝشٝخ/اىششمبد ٗرسجٞو اىزظبسٝخ قسٌ

 اىَؤقذ الادخبه طيت
 اىَيف ٗثبئق طجبػخ دْٝبس (1)

 ٝ٘جذ لا سبػخ ّظف الاسزثَبس ٍذٝشٝخ/اىْقو قسٌ ػٍَٜ٘ ّقو خٗاسط رظشٝخ اطذاس 42

 خبسج ٍٗؤقزخ ٍٝ٘ٞخ ّقو رظبسٝخ اطذاس 43
 ٗاىجلاد

 ٝ٘جذ لا سبػخ ّظف الاسزثَبس ٍذٝشٝخ/اىْقو قسٌ

 ٝ٘جذ لا سبػخ ّظف الاسزثَبس ٍذٝشٝخ/اىْقو قسٌ ّقو ٗاسطخ رظشٝخ رجذٝذ 44

 اىْقو ٗسبئظ اسزجذاه أٗ رذ٘ٝو أٗ شطت 45
 اىؼبً

 ٝ٘جذ لا ٗادذح سبػخ الاسزثَبس ٍذٝشٝخ/اىْقو قسٌ

 ٝ٘جذ لا ٗادذح سبػخ الاسزثَبس ٍذٝشٝخ/اىْقو قسٌ اىظغٞشح اىشم٘ة ٍشمجبد ٕٞبمو رجبده 46

 ٝ٘جذ لا ٗادذح سبػخ الاسزثَبس ٍذٝشٝخ/اىْقو قسٌ ػٍَٜ٘ ّقو ٗاسطخ ٍينٞخ ّقو 47

 ٝ٘جذ لا أٝبً 4-2 الاسزثَبس ٍذٝشٝخ/ٗالإقبٍخ ٗاىزأشٞشاد اىؼَو قسٌ رجذٝذٕب أٗ صٝبسح رأشٞشح ػيٚ اىذظ٘ه 48
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 الوقدهة الوحدة الخدهة الرقن
 يوم)ة الخده تقدين هدة

 (العول
 الخدهة كلفة

 رقذٌٝ رٌ ارا ػَو أٝبً 7-5 الاسزثَبس ٍذٝشٝخ/ٗالإقبٍخ ٗاىزأشٞشاد اىؼَو قسٌ الاقبٍخ إرُ 49
-1 ٍِٗ ٍشح لأٗه اىَؼبٍيخ

 اىزجذٝذ ػْذ ػَو أٝبً 3

 ثطبقخ اطذاس ػِ دْٝبس (15)
 مزىل اىزجذٝذ ٗػْذ الاقبٍخ
 أٗ ربىف ثذه اطذاس ػِ بسدْٝ (15)
 الاقبٍخ ىجطبقخ فبقذ

 3-1 ٍِٗ ػَو أٝبً 7-5 الاسزثَبس ٍذٝشٝخ/ٗالإقبٍخ ٗاىزأشٞشاد اىؼَو قسٌ اىؼَو رأشٞشح ػيٚ اىذظ٘ه 50
 اجشاءاد اسزنَبه ػْذ أٝبً

 ػيٚ ٗاىذظ٘ه اىزأشٞشح
 اىجطبقخ

 فٜ اىؼَو رأشٞشح اطذاس دْٝبس (65)
 ثلاثخ اىزأشٞشح ٍذح مبّذ ارا اىَْطقخ
 أشٖش
 ثلاثخ ػِ اىزأشٞشح ٍذح صادد ارا

 ٗادذح ٍشح اىشسٌ فٞسز٘فٚ أشٖش،
 ثلاثخ مو ػِ دْٝبس (65) ثَؼذه
 اىَطي٘ثخ اىَذح ٍِ أشٖش

 رقذٌٝ رٌ ارا ػَو أٝبً 7-5 الاسزثَبس ٍذٝشٝخ/ٗالإقبٍخ ٗاىزأشٞشاد اىؼَو قسٌ اىؼَو رظشٝخ 51
-1 ٍِٗ ٍشح لأٗه اىَؼبٍيخ

  اىزجذٝذ ػْذ أٝبً 3

 اىؼَو رظشٝخ اطذاس دْٝبس (65)
 اىزظشٝخ ٍذح مبّذ ارا اىَْطقخ فٜ

 أشٖش ثلاثخ
 ثلاثخ ػِ اىزظشٝخ ٍذح صادد ارا

 ٗادذح ٍشح اىشسٌ فٞسز٘فٚ أشٖش،
 ثلاثخ مو ػِ دْٝبس (65) ثَؼذه
 اىَطي٘ثخ اىَذح ٍِ أشٖش
 اىؼَو ثطبقخ اطذاس ػِ دْٝبس (15)
 اىؼَو ثطبقخ رجذٝذ ػِ دْٝبس (15)
 أٗ ربىف ثذه اطذاس ػِ ْٝبسد (15)
 اىؼَو ىجطبقخ فبقذ

 فٜ ىيؼبٍيِٞ اىؼَو رأشٞشح ػيٚ اىذظ٘ه 52
 اىَْبصه

 3-1 ٍِٗ ػَو أٝبً 7-5 الاسزثَبس ٍذٝشٝخ/ٗالإقبٍخ ٗاىزأشٞشاد اىؼَو قسٌ
 اجشاءاد اسزنَبه ػْذ أٝبً

 ػيٚ ٗاىذظ٘ه اىزأشٞشح
 اىؼَو ثطبقخ

 فٜ اىؼَو رأشٞشح اطذاس دْٝبس (65)
 ثلاثخ اىزأشٞشح ٍذح مبّذ ارا قخاىَْط
 أشٖش
 ثلاثخ ػِ اىزأشٞشح ٍذح صادد ارا

 ٗادذح ٍشح اىشسٌ فٞسز٘فٚ أشٖش،
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 الوقدهة الوحدة الخدهة الرقن
 يوم)ة الخده تقدين هدة

 (العول
 الخدهة كلفة

 ثلاثخ مو ػِ دْٝبس (65) ثَؼذه
 اىَطي٘ثخ اىَذح ٍِ أشٖش

  دقٞقخ 25 الإٝشاداد ٍذٝشٝخ / اىذخو ضشٝجخ قسٌ اىذخو ضشٝجخ ٍسزذقبد دفغ 53
  قٞقخد 25 الإٝشاداد ٍذٝشٝخ / اىذخو ضشٝجخ قسٌ ضشٝجٜ ٍيف فزخ 54
   الإٝشاداد ٍذٝشٝخ / اىذخو ضشٝجخ قسٌ اىذخو ضشٝجخ ٍسزذقبد ر٘سٝذ 55
  دقٞقخ 40 الإٝشاداد ٍذٝشٝخ / ٗاىزْفٞز الإجشاءاد قسٌ ٍَي٘ك ػقبس أٗ أسع قطؼخ ػِ اىذجض فل 56
  قٞقزِٞد الإٝشاداد ٍذٝشٝخ / ٗاىزْفٞز الإجشاءاد قسٌ ضشٝجٜ ثٞبُ اىذظ٘ه طيت 57
  دقٞقخ 20 الإٝشاداد ٍذٝشٝخ / ٗاىزْفٞز الإجشاءاد قسٌ رٍخ ثشاءح ػيٚ اىذظ٘ه طيت 58
   الإٝشاداد ٍذٝشٝخ / ٗالإقشاساد اىزسجٞو ٗدذح اىَجٞؼبد ضشٝجخ ىذٙ ششمخ رسجٞو 59
   الإٝشاداد ٍذٝشٝخ / ٗالإقشاساد اىزسجٞو ٗدذح ششمخ رسجٞو إىغبء 60
   الإٝشاداد ٍذٝشٝخ / ٗاىزْفٞز الإجشاءاد قسٌ ٝجٜاىضش الإقشاس رقذٌٝ 61
  دقٞقخ 25 الإٝشاداد ٍذٝشٝخ / ٗاىزذقٞق اىزقذٝش قسٌ ضشٝجخ رذقٞق قشاس ػيٚ الإػزشاع 62
   الإٝشاداد ٍذٝشٝخ / ٗاىزذقٞق اىزقذٝش قسٌ ٗالأساضٜ الأثْٞخ ضشٝجخ رخَِٞ 63
   الإٝشاداد ذٝشٝخٍ / ٗاىزذقٞق اىزقذٝش قسٌ إػفبء ػيٚ اىذظ٘ه طيت 64
 ٍنبفذخ - شن٘ٙ 65

 (ضبىخ دٞ٘اّبد/دششاد/ق٘اسع)
 24 خلاه ٍؼبىجزٖب ٝزٌ اىَذْٝخ خذٍبد ٍشمض

 سبػخ
 

   اىَذْٝخ خذٍبد ٍشمض اىْظبفخ خذٍبد - شن٘ٙ 66
   اىَذْٝخ خذٍبد ٍشمض اىذفِ ثئجشاءاد ٍزؼيق طيت 67
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ANNEX 2: KEY EXPERTS OVERVIEW 

Name of expert 
Proposed 

position 

Years of 

experience 

Nation- 

ality 

Educational 

background 
Specialist areas of knowledge Experience in Jordan 

Languages 

and degree of 

fluency  
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ANNEX 3:  

CURRICULUM VITAE TEMPLATE 

FULL NAME 

Title or Position 

QUALIFICATIONS SUMMARY: This is the template. Begin to fill in your information here and please refer to 

this CV template when working on the format. Use correct grammar, formatting and wording, in order to provide 

a cohesive look for all CVs.  

LANGUAGES: When classifying language abilities only use these terms 

Language (native); Language (fluent); Language (basic); Italian (proficient) 

EDUCATION: 

Degree, Major, University Name, City, Country, Year 
BS, Civil Engineering, X University, Someplace, XA, USA, 2222 

CITIZENSHIP:  

Jordan 

EXPERIENCE: 

Position, Name of Project, Donor, Employer, City, Country, Year – Year. Sentences should start with 

verbs. Use present tense for current work. Use phrases starting with verbs, such as: Managed and coordinated the 

Social Development Project along with the Ministries of Health, Foundation of the Infant-Maternal Nutrition 
Program, Ministry of Education, Preschool Fund, Central Office of Statistics and Computer Science.  

 

Position or Role, Name of Project, Donor, Employer, City, Country, Year – Year. 

PUBLICATIONS: 

Last, First Initial. (Year).The origin of altruism. Nature.393, 639–640.  

Last, R. (Year). The mystery of capital. New York, NY: Basic Books.  

REFERENCES:< Must be from the last 3 years> 

1. Title. Name, Title, Program, Employer, (Relationship, Year), Tel: (999) 999-9999, Email:  

2. Title. Name, Title, Program, Employer, (Relationship, Year), Tel: (999) 999-9999, Email:  

3. Title. Name, Title, Program, Employer, (Relationship, Year), Tel: (999) 999-9999, Email:  
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ANNEX 4: STATEMENT OF AVAILABILITY1 

RFP-033-2011 for SOW 153-2011 

 

I, Insert expert’s full name, grant an exclusive commitment to serve as a key expert on insert company name’s 
proposal in response to the above mentioned RFP, should insert company name’s proposal be successful. 

I understand that I am not allowed to present myself as a candidate on any other bidder’s proposal for the 

above mentioned RFP. I am fully aware that if I do so, that insert company name’s proposal may be 
disqualified. 

Additionally I declare that I am not in a situation of conflict of interest 

 

Name 
 

Signature 

 

Date 

 

 

  

                                              

 

 

 

 

1 To be completed by all key experts 
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ANNEX 5: Technical Approach 

To be completed by the Bidder 

 

1. Rationale 

 Any comments on the SOW of importance for the successful execution of activities, in particular its 

objectives and expected results, thus demonstrating the degree of understanding of the contract. An 
opinion on the key issues related to the achievement of the contract objectives and expected results. 

 An explanation of the risks and assumptions affecting the execution of the contract. 

2. Strategy 

 An outline of the approach proposed for contract implementation. 

 A list of the proposed activities considered to be necessary to achieve the contract objectives. 

 The related inputs and outputs. 

 In the case of a tender being submitted by a consortium, a description of the input from each of the 
consortium members and the distribution and interaction of tasks and responsibilities between them. 

 A description of the support facilities (back-stopping) that the team of experts will have from the 

contractor during the execution of the contract. 

 A description of sub-contracting arrangements foreseen, if any and within the limit indicated in clause 3 of 

the Instructions to Bidders, with a clear indication of the tasks that will be entrusted to a sub-contractor 
and a statement by the Bidder guaranteeing the eligibility of any sub-contractor. 

 

3. Timetable of activities 

 The timing, sequence and duration of the proposed activities, taking into account mobilisation time. 

 The identification and timing of major milestones in execution of the contract, including an indication of 

how the achievement of these would be reflected in any reports, particularly those stipulated in the 

Terms of reference. 

 The expected number of working days required from each category of expert each month during the 

period of execution of the contract (using the Excel spreadsheet linked to the Budget breakdown). 

4. Log frame 

 A Logical framework reflecting the considerations described in items 1 – 3. 
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ANNEX 6: Project Experience Table 

Project Name Location Client 
Contract 

Value 

Period of 

Performance 
Description of Activities/ Achievements 

Client 

Reference 

(Name, title, 

email, phone)  

        
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ANNEX 7: DESCRIPTION OF THE CURRENT SITUATION 

Marketing Management 

There are a few business units that support the marketing management process in Aqaba and they exist in 
ASEZA and the ADC. These business units are: 

 Investment & Real-estate development Unit in ADC 

 Investor Relation & Marketing Unit in ADC 

 Business Development & Marketing Section in ASEZA 

 Tourism Marketing Section in ASEZA 

 Investment Department in ASEZA 

From a computer systems prospective, there are no significant business applications that exist at the ADC. 

Whereas in ASEZA, and from a CRM application prospective, a marketing and sales management SAGE CRM 

system has been implemented in the Business Development & Marketing Section and the Tourism Marketing 

Section. The system has not been utilized by any of the users of any Directorate. Although it covers all the 

basic marketing management processes and it can facilitate the life of the marketing experts, it could also 

improve the collaboration and automate the processing of the marketing activities management in the related 
business units. 

Marketing activities are currently present in Aqaba through ASEZA and ADC, but marketing activities can’t be 
managed, tracked, or evaluated because the existing marketing system is not utilized. 

Services Management 

ASEZA provides many services to its clients through its specialized Directorates, services which in some cases 

follow long procedures in order to commence, bearing in mind that sometimes supporting documents are 

mandatory for certain entities to help process the client’s needs. In some cases, these services follow long 

paths between different directorates in the process of fulfillment. ASEZA has been working hard to define its 

services fulfillment processes aiming to facilitate these services management and in this context the MIS 

Directorate has been implementing different case specific systems that interact with its clients and manage 
these services workflow fulfillment processes. 

Currently, specific purpose systems are in place helping each business unit manage its service fulfillment 
process; examples of these systems are ASYCUDA, ERPS, EVR and others.  

There are many customer services provided by ASEZA. The services can be classified into either services that 

are customer initiated (requested) or customer services that are internally initiated within ASEZA as part of 
the regular mandatory client services operation. The services that are customer initiated (up to 200 services). 

Some of these services are treated in business specific applications like the ASYCUDA or the Oracle Financial 

System (ERP). These systems will be kept and improved. Most of the rest of the services will eventually be 
treated within the framework of the One Stop Shop at its final destination. 

One Stop Shop Initiative and System 

Following the new management direction of enhancing the client services in Aqaba, ASEZA has launched an 

initiative to implement a One Stop Shop (OSS) methodology in delivering the services that are initiated by the 

client. Within the scope of the OSS implementation, and as a pilot test of the concept, ASEZA gathered under 

one roof the customer service people from four Directorates as an initial step to approach and sense the 
feasibility of their initiative. These directorates are: 

 Labor, Visa and Residency Directorate 

 Investment Directorate 
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 Planning and Studies Directorate  

 Constructions Control and Licensing Directorate  

As of October 2010 the Labor, Visa and Residency Directorate was using the EVR system to log its service 

requests and conduct the service of their clients. The Investment Directorate uses the ERPS system to log 

and manage and fulfill their service requests. These two systems do not fully cover the processes of their 

Directorates and will eventually need to be upgraded to comply with the changes that have taken place over 

time. The customer services which the Labor, Visa and Residency Directorate and Investment Directorate 
provide fulfill the following service requests: 

# Directorate System Service (Process) Name – Arabic 

1 Investment Directorate ERPS تسجيل المؤسسات في المنطقة 

2 Investment Directorate ERPS تجديد تسجيل مؤسسة في المنطقة 

3 Investment Directorate ERPS تعديل شهادة تسجيل مؤسسة مسجلة 

4 Investment Directorate ERPS الغاء تسجيل مؤسسة مسجلة في المنطقة 

5 Investment Directorate ERPS  مباشرة عملاصدار تصريح  

6 Investment Directorate ERPS تجديد تصريح مباشرة العمل 

7 Investment Directorate ERPS الغاء تصريح مباشرة العمل 

8 Investment Directorate ERPS اصدار شهادات المنشأ 

9 Investment Directorate None اصدار تصاريح يومية ومؤقتة لداخل وخارج البلاد 

10 Investment Directorate None الموافقة على استبدال هياكل المركبات 

11 Investment Directorate None الموافقة على نقل الملكية للمركبات 

12 Investment Directorate None الموافقة على شطب واستبدال المركبات 

13 Investment Directorate None  للمركبات العموميةالموافقة على اصدار كرت اتجاه  

14 Investment Directorate None الموافقة على تحويل واستبدال للمركبات العمومية 

15 

Investment Directorate None  الادخال المؤقت للمركبات في منطقة العقبة الاقتصادية
 الخاصة

16 Investment Directorate None والمتاجرة بها الادخال المؤقت للمركبات لغاية المعارض  

17 Investment Directorate None تجديد الادخال المؤقت للمركبات في المنطقة 

18 Investment Directorate None الادخال المؤقت للدراجات الالية 

19 

Labor, Visa and Residency 
Directorate 

EVR 
 اصدار تأشيرة زيارة او عبور

20 

Labor, Visa and Residency 
Directorate 

EVR 
 تجديد تأشيرة زيارة

21 

Labor, Visa and Residency 
Directorate 

EVR 
 اصدار اذن اقامة

22 Labor, Visa and Residency EVR اصدار تأشيرة عمل 
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# Directorate System Service (Process) Name – Arabic 

Directorate 

23 

Labor, Visa and Residency 
Directorate 

EVR 
 اصدار تصاريح عمل

24 

Labor, Visa and Residency 
Directorate 

EVR 
 تجديد تصاريح عمل

 

The current pilot OSS is the centre where the service requests are submitted by the clients, initiated by each 

directorate’s service representatives as a front desk which is located at the OSS and fulfilled by the same 

directorate’s back office. Each directorate’s service representative provides services with limited interaction 

with other representatives from the other Directorates. This implementation can be described as a one door 

service centre or one roof service centre but not a full OSS. Also in terms of business service management 

and fulfillment applications, each directorate service representatives in the pilot OSS kept using regular service 

management applications to record and track the service requests that they initiate. The pilot OSS is still 
implemented currently at ASEZA. The following diagram illustrates the situation at the current pilot OSS.  
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Within the same context, the MIS Directorate at ASEZA started producing an OSS application that would 

help the customer service staff at the OSS log the progress of the customer service orders. Also its objective 

is to provide informative reporting to the service centre management and ASEZA’s high management about 

the performance of the OSS in terms of service quality. This newly produced system was implemented in 

September 2010 and is called the OSS. It is based on a Microsoft SharePoint technology and it uses Nintex 

technology as a workflow engine. This system can be imagined as a thin layered application that is sitting on 

the top of the existing applications currently used in the OSS pilot site (EVR & ERPS). The main objective is to 

give the customer service representatives in the pilot OSS unified screens that would allow any service 

representative from any directorate to log the service request of any directorate within the OSS pilot site. In 

other words, an OSS organization unit will be initiated with representatives that will be serving in the place of 

each Directorate’s front desk, all representatives will be using the same OSS system and all will be serving the 
customers of the four OSS Directorates at the same time.  
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The initial plan is to maintain the ASEZA OSS in-house developed system until the CRM system takes over its 

tasks. There will be no need to keep the ASEZA OSS system after the new CRM is fully implemented. Still 

during implementation of the new CRM system, a solid transition plan from ASEZA OSS system to the new 

CRM should be developed and followed while implementing the rollout of the CRM system, this should take 
place while designing the change management process during the CRM Implementation project. 
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AWAD Phase1 Project 

 

Within the framework of improving customer services and automating the internal processes at ASEZA, the 
MIS team at ASEZA started implementation of the AWAD system. It incorporates the following systems: 

 Workflow Management System: a system that manages and defines a series of tasks within an 

organization to produce a final outcome or outcomes. Workflow Management Systems allow the 

definition of different workflows for different types of jobs or processes while eliminating or minimizing 

the use of paper. 

 Document Management System (DMS): a system that is used to track and store electronic documents 

and/or images of paper documents. 

 DiWAN: a set of integrated programs that manage the incoming and outgoing communications in 

ASEZA, it handles the internal diversion of documents in a secure manner. 

 Geographical Information System (GIS): a set of tools that capture, store, analyze, manage, and present 

data that are linked to locations. GIS is the merging of cartography, statistical analysis, and database 

technology. 

 Portal: the web interface of AWAD, all the features of the AWAD system are accessed through this 

interface, a collaboration tool for all the employees of ASEZA. Its web platform will also be used to 

publish e-services that are related to the infrastructure directorate. 

Within the scope of the AWAD Phase 1 project, an agreement with the delivering company was reached to 

electronically scan one million paper documents, archive them and link these e-docs to the DMS part of 

AWAD so that it can be easily accessed once needed. 

 

AWAD Phase 1 project was launched in the first quarter of 2009 and will be delivered by the end of 

December 2010. Within the framework of this phase of the project, 30 customer service processes are 

automated and will be delivered as 30 e-services on ASEZA’s website. These services cover the customer 

service processes in both the Planning Directorate and the Building Registration & Auditing Directorate. 
These services are: 

# Directorate System Service (Process) Name – Arabic 

1 Planning and Studies Directorate AWAD 1 الأساضٜ رسجٞو  

2 Planning and Studies Directorate AWAD 1 أسع ػِ رْبصه  

3 Planning and Studies Directorate AWAD 1 رخظٞض شٖبدح إطذاس  

4 Planning and Studies Directorate AWAD 1 أسع ر٘دٞذ/ إفشاص طيت  

5 Planning and Studies Directorate AWAD 1 َٜٞإطذاس ٍخطظ ٍ٘قغ رْظ 

6 Planning and Studies Directorate AWAD 1 ِٕفل س 

7 Planning and Studies Directorate AWAD 1 إجشاء أػَبه ٍسبدٞخ 
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# Directorate System Service (Process) Name – Arabic 

8 Planning and Studies Directorate AWAD 1 اىجغشافٞخ اىَؼيٍ٘بد ػيٚ اىذظ٘ه طيت  

9 Planning and Studies Directorate AWAD 1 اىخبطخ اىَشبسٝغ دساسخ  

10 Planning and Studies Directorate AWAD 1 رْظٌٞ أدنبً رؼذٝو طيت  

11 
Constructions Control and 
Licensing Directorate 

AWAD 1 رْظَٞٞخ قشاساد ػيٚ الاػزشاع  

12 Planning and Studies Directorate AWAD 1 ٌٞاىَ٘اقغ ٗرخطٞظ رْظ  

13 Planning and Studies Directorate AWAD 1 اىَْق٘ىخ غٞش ىلأٍ٘اه اىَؼِْ٘ٝٞ الأشخبص رَيل  

14 
Planning and Studies Directorate AWAD 1 ىلأٍ٘اه الأسدِّٞٞ غٞش اىطجٞؼِٞٞ الأشخبص رَيل 

 اىَْق٘ىخ

15 Planning and Studies Directorate AWAD 1 ٛالأساضٜ ٗق٘ػبد ػِ اىزذش  

16 
Planning and Studies Directorate AWAD 1 أٗ ششاء ػيٚ اىَ٘افقخ)أسع قطغ ثٞغ/ اسزئجبس طيت 

(أسع قطغ اسزئجبس  

17 
Constructions Control and 
Licensing Directorate 

AWAD 1 ُأشغبه إر  

18 Planning and Studies Directorate AWAD 1 رْظَٜٞ ٍ٘قغ ٍخطظ إطذاس  

19 

Constructions Control and 

Licensing Directorate 

AWAD 1 الأٗىٞخ اىَخططبد ػيٚ اىَ٘افقخ  

20 
Constructions Control and 
Licensing Directorate 

AWAD 1 سخظخ ٗإطذاس اىزفظٞيٞخ اىَخططبد ػيٚ اىَ٘افقخ 

قبئٌ ىجْبء إّشبء  

21 
Constructions Control and 
Licensing Directorate 

AWAD 1 سخظخ ٗإطذاس اىزفظٞيٞخ اىَخططبد ػيٚ اىَ٘افقخ 

ٍقزشح ىجْبء إّشبء  

22 Planning and Studies Directorate AWAD 1 اىخبطخ ٝغاىَشبس ػيٚ اىَ٘افقخ  

23 
Constructions Control and 
Licensing Directorate 

AWAD 1 اىؼَو رظبسٝخ ػيٚ رْظَٞٞب   اىَ٘افقخ  

24 
Constructions Control and 
Licensing Directorate 

AWAD 1 الأػَبه ٍٗشاقجخ اىزشخٞض قشاساد ػيٚ الاػزشاع  

25 
Constructions Control and 
Licensing Directorate 

AWAD 1 ُطت إر  

26 
Constructions Control and 
Licensing Directorate 

AWAD 1 رْفٞز إخطبس  

27 

Constructions Control and 

Licensing Directorate 

AWAD 1 أّقبع ٗ أثْٞخ رأٍْٞبد إػبدح  

28 Planning and Studies Directorate AWAD 1 إفشاص شقق 

29 
Constructions Control and 
Licensing Directorate 

AWAD 1 ثْبء/ رظشٝخ ٍجبششح ػَو  

30 Planning and Studies Directorate AWAD 1 َٜٞأدنبً الأػَبس/رؼذٝو الاسزؼَبه اىزْظ  
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Once AWAD Phase1 is fully implemented, it will be integrated with the OSS system so that all the customer 

service representatives in the OSS site will be logging all the services in both the Planning Directorate and the 

Building Registration & Auditing Directorate through the OSS system.  
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