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Bank of Namibia

TO WHOM IT MAY CONCERN
REQUEST FOR PROPOSAL
24-HOUR HELPDESK SOLUTION FOR INSTANT PAYMENT NAMIBIA (IPN)
CLOSING DATE: FRIDAY, 28 NOVEMBER 2025 AT 12:00
RFP NUMBER : BON 21/2025
YOU ARE INVITED TO SUBMIT PROPOSALS FOR THE PROVISION OF A 24-HOUR HELPDESK
SOLUTION FOR THE BANK OF NAMIBIA'S INSTANT PAYMENT NAMIBIA, AS INDICATED IN THIS

REQUEST FOR PROPOSAL. THE TERMS AND CONDITIONS ATTACHED ARE APPLICABLE.

ANY INFORMATION CONTAINED HEREIN DOES NOT CONSTITUTE AN EXPRESSED OR IMPLIED
CONTRACT OR OFFER THE BANK MAY CANCEL THIS PROCESS AT ITS SOLE DISCRETION.

THE REQUEST FOR PROPOSAL MUST BE SEALED IN AN ENVELOPE CLEARLY MARKED “24-
HOUR HELPDESK SOLUTION FOR INSTANT PAYMENT NAMIBIA (IPN)” AND MUST BE HAND
DELIVERED TO:

BANK OF NAMBIA
71 ROBERT MUGABE AVENUE
WINDHOEK

YOURS FAITHFULLY
] N z /
N

DAVID KAMBINDA
DEPUTY DIRECTOR: PROCUREMENT & FACILITIES MANAGEMENT
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A. REQUEST FOR PROPOSAL FORM

BANK OF NAMIBIA

Deputy Director: Procurement and Facilities Management
P. O. Box 2882

71 Robert Mugabe Avenue

Windhoek

NAMIBIA

Dear Sir,

RE: REQUEST FOR PROPOSAL: 24-HOUR HELPDESK SOLUTION FOR INSTANT PAYMENT
NAMIBIA (IPN)

Having examined the RFP Registration Form, RFP Conditions, General Conditions of Contract and Scope,
Specifications, and Operations Requirements, |/we hereby offer to undertake providing a 24-Hour
Helpdesk solution for the Instant Payment Namibia for the total sum of:

N$
(AMOUNT IN NUMBERS VAT INCLUSIVE)

(AMOUNT IN WORDS VAT INCLUSIVE)

or such other amount as may be determined in accordance with a contract with the Bank of Namibia.
I/'we have ensured that I/'we have initialled each page of this request for proposal.

I/'we acknowledge the Rer Registration Form, request for proposal Conditions, General Conditions of

Contract and Scope, Specifications and Operations Requirements and that I/'we am/are fully acquainted
and in agreement with the contents thereof as evidenced by the signature hereunder.

Signed on behalf of the Tenderer at on the day of
20

Full Name of Signatory Signature

Capacity of Signatory
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B. TENDER REGISTRATION FORM

Registered Name of the Tendering Entity:

Trading name of the Tendering Entity:

Company/Close Corporation Registration Number:

Date of Registration:

VAT Registration Number:

Social Security Number:

Namibian Income Tax Number:

Telephone Number:

Fax Number:

E-mail Address:

Name of Contact Person:

Physical Address of the Tendering Entity:

Postal Address:
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Tenderer’s Stamp:

Preferential form of receiving communications (Please V the relevant box)

Telephone
Postal

Fax

Email

Type of Entity (Please + the relevant box)

Public Company Ltd
Private Company (Pty) Ltd
Close Corporation (CC)
Sole Proprietorship
Partnership

Other

Small Medium Enterprise Status (Please V the relevant box)

Very Small
Small
Medium
Large

Area of Business (Please V the relevant box)

Manufacturing
Supplier of Services
Other (please specify)
Supplier of products
Import
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SHAREHOLDING/OWNERSHIP INFORMATION

List of all persons who are shareholders/owners of the Tendering Entity.
The shareholding information below must add up to 100%

Name & Surname ID Number Citizenship % of Race Female or
Ownership Male

People with disability (Please V the relevant box)

Yes
No

Do the aforementioned people also fulfill an Executive Management function in the Tendering
Entity? If yes, please complete the table below:

Name & Surname ID Number Citizenship % of Race Female or
Ownership Male
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NATIONAL PRESENCE

Please provide details of places in Namibia where the tendering Entity is operating

Town Region Contact Person Telephone
REFERENCES OF PREVIOUS CLIENTS
Company/Entity Contact Value of Description of Work
Name Person Contract
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BANKING DETAILS

Bank Account Name:

Name of Bank:

Branch Code & Name:

Account Number:

Type of Account:

(Certified as correct by Banking Institution)

Name and Surname:

Signature:

Designation:

Tel No:

Fax No:

DATE STAMP OF BANKING INSTITUTION
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DECLARATION OF INTERESTS

All Bidders are required to declare any interest that they or their employees may have in Bank of Namibia,
or that any Bank of Namibia employee may have in the bidder. To that effect the following must be duly
stated by the authorised signatory:

1. Are you or any person associated with your request for proposal, employees of Bank of
Namibia?
[l Yes
(1 No

If yes, provide particulars:

2. Does the Tenderer, or any person associated with this RFP, have any relationship (family, friend,
otherwise) with any person employed in Bank of Namibia who may be involved with the evaluation
and adjudication of this RFP:

[0 Yes

[0 No

If yes, provide particulars:

CERTIFICATION OF CORRECTNESS OF INFORMATION SUPPLIED IN THIS REQUEST FOR
PROPOSAL

I/'We warrant that the information contained in this RFP is correct and complete, and |/We are fully
authorised to furnish the information contained in this request for proposal on behalf of the bidder.

Signed on behalf of the Tenderer at on the day of
20

Full Name of Signatory Signature

Capacity of Signatory

If any changes to the information supplied on this Form occurs, the bidder is required to inform the
Tender Secretariat within fourteen (14) business days. As outdated or inaccurate information may lead
to the disqualification of a bid.
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OFFICIAL USE:

Recommendation by Department concerned after the vetting of the Tenderer:

Signature: Senior Administrative Assistant Date

Signature: Director Date

Procurement and Facilities Management Division:

Full Name
Signature: Procurement Representative Date
Signature: Deputy Director of Procurement Date

& Facilities Management
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C. REQUEST FOR PROPOSAL CONDITIONS

1.

GENERAL

1.1

1.2

The information contained in this request for proposal document, as well as the information
provided to bidders whether verbally or in documentary form by or on behalf of the Bank of
Namibia (“Bank”), is provided to the bidders on the terms and conditions set out in this
request for proposal document and all such other terms and conditions as the Bank may
provide.

This request for proposal document is not a recommendation, contract, an offer or the like
and is therefore, only an invitation by the Bank to the interested bidders for the submission
of their proposals. Consequently, no contractual obligations will arise from this request for
proposal process until a formal contract is executed by the duly authorised signatory of the
Bank and the bidder.

UNCERTAINTIES

2.1

2.2

2.3

Should any doubt or uncertainty exist as to the meaning and interpretation of anything
contained in this request for proposal document, the same must be submitted in writing to
the Tender Secretariat to have it explained, rectified or cleared before the proposal is
submitted.

The bidder is required to check the number of pages to ensure that they are numbered
consecutively, and should any be found to be missing, blank or indecipherable, the Tender

Secretariat must be notified immediately in order to have the page replaced.

All enquiries related to this proposal must be directed to the Tender Secretariat.

ACCEPTANCE OF REQUEST FOR PROPOSAL

3.1

3.2

3.3

3.4

3.5

3.6

Any proposal submitted that does not comply in all respects with the requirements stated
in this request for proposal document or is incomplete or inaccurate may be considered
invalid and as such, disqualified, at the Bank’s sole discretion.

The lowest proposal will not necessarily be accepted.

The Bank may at its discretion, accept a request for proposal in whole or in part.

The Bank reserves the right to make a selection solely on the information received in the
request for proposals or to negotiate further with one or more bidders.

Any request for proposal that is qualified by the bidder's own conditions may be disqualified,
at the Bank’s sole discretion.

The cost for purchasing this request for proposal document is non-refundable because of
the Bank’s production costs in compiling this request for proposal.
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3.7 Any decision taken by the Bank regarding this request for proposal will be final. However,
an aggrieved bidder may request, in writing, for written reasons for such decision within
three (3) business days from the date the Bank issued such decision.

4, REQUEST FOR PROPOSAL OPENINGS

Bidders who submitted a request for proposal but could not attend the opening may be provided

with a copy of the proceedings upon written request, provided such request is made and received

by the Bank within ten (10) days of the opening of the request for proposal.
5. CONFIDENTIALITY

5.1 The Bank recognizes the right bidders to confidentiality in all request for proposals. As such
all request for proposals received will, unless otherwise agreed or where disclosure has
been stipulated as a condition of this request for proposal document, be treated with
confidentiality.

5.2 Information obtained in the process of examination, and relating to the clarification and
evaluation of request for proposals, as well as recommendations concerning awards will
not be communicated to the public and will remain confidential at all times with the
exception to instances where the governing laws prescribe otherwise.

53 No part of this request for proposal document may be duplicated in any manner or by any
processes whatsoever without the prior written consent of the Bank. The bidder to whom
this request for proposal document is issued to or made available to, for proposing, will be
held responsible for any contravention of this clause.

6. INTERFERENCE WITH REQUEST FOR PROPOSALS
The Bank reserves the right to disqualify any bidder in the event of the bidder having interfered
with the request for proposal procedure in any way.

7. CONFLICT OF INTEREST

71 If at any time the bidder identifies an actual, potential or perceived conflict of interest, the
bidder must immediately notify the Bank in writing.

7.2 The Bank reserves the right to exclude the proposal submitted by such bidder from further
consideration, or to withdraw or cancel any award made to the bidder with immediate effect
unless the bidder is able to resolve such conflict to the Bank’s satisfaction.

8. SUBMISSION OF DOCUMENTS

8.1 The request for proposal must be submitted on the enclosed form and must not be qualified
by the bidder's own conditions as to do so will lead to the proposal being disqualified.

8.2 Additional information called for must be typewritten or electronically produced.

8.3 Should the Bidders provide any misleading information or misrepresentations and/or fails to
meet the conditions for the supply of the services as stipulated in this request for proposal
document, the bidder will be liable to pay a penalty, as determined by the Bank.
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10.

11.

12.

13.

14.

8.4 The Bank reserves the right to disqualify any bidder who provides misleading information or
misrepresentations and/or and who fails to meet the conditions for the supply of the services
as stipulated in this request for proposal document.

REQUEST FOR PROPOSAL PRICES
All proposal prices quoted are to be in Namibian currency and must be VAT inclusive.
TERMS FOR ADVANCE PAYMENT

Any advance payments requested by bidders in their submitted proposal documents should be
well motivated for the Bank’s consideration.

REQUEST FOR PROPOSAL VALIDITY PERIOD

This request for proposal will remain valid for a period of three (3) calendar months from the
closing date of the submission of request for proposals and will remain binding and be capable
of acceptance at any time up to the expiration of the said three (3) calendar month period and will
thereafter, if not accepted by the Bank automatically expire.

CLARIFICATIONS AFTER CLOSE OF REQUEST FOR PROPOSAL

12.1 Matters listed as disqualifying factors in this request for proposal document will not be
clarified after a request for proposal has closed. Non-eligible RFPs will therefore be
disqualified on this basis. However, clarifications will be allowed as part of the responses on
issues which would not impact the price or scope of the request for proposal.

12.2 Clarification on any other matters requiring additional information from the bidders after the
closing date will be communicated to the bidders via the Tender Secretariat.

AWARDING OF REQUEST FOR PROPOSALS

The Successful bidder will be given a period of seven (7) business days to accept or reject the
award in writing to the Tender Secretariat. Failure to respond will constitute an automatic rejection
of the award.

The Bank will not be required to render payment to any bidder or be liable for any financial
obligations to any bidder until a written contract has been executed between the Bank and the
successful bidder. Payment will then be made in terms of such written contract.

COST OF REQUEST FOR PROPOSAL
The cost of request for proposal will be the sole responsibility of the bidder and the Bank will not

be held liable for any losses or expenses incurred by any bidder in the preparation of its request
for proposal, including but not limited to the transport of samples or any other costs incurred.
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15. DOCUMENTS TO BE SUBMITTED WITH REQUEST FOR PROPOSAL

15.1 With each request for proposal, interested bidders will be required to submit the following
information in addition to the information related to the technical and price information - all
copies must be certified:

15.1.2

Mandatory documents:
NB: Mandatory documents as listed in (a,b,f.g,h & j) shall also apply to foreign
service providers.

a) Entity’s Legal Registration or incorporation Documents.

b) Audited Financial Statements — Not older than two (2) years for companies, and six (6)
months bank statements for Small and Medium-sized Enterprises (SME’s).

C) Social Security Commission Good Standing Certificate — Not older than thirty (30) days (or
relevant social contribution body in foreign jurisdictions).

d) Good Standing Certificate from Inland Revenue (or relevant tax authority in other
jurisdictions) — Not older than thirty (30) days.

e) Value Added Tax Certificate (proof of registration for Value Added Tax from relevant
authorities if not Namibian entity).

f) Public and/or Professional Liability Insurance, where applicable.

9) ‘SME’ Certificate, Compulsory for all entities that are SMEs (any similar document which
suggests the size of the entity from relevant foreign authorities).

h) Resolution on Entity’s letterhead authorizing signatory to sign on behalf of the Entity.

i) Namibia Preferential Procurement Corporation Certificate (Previously Disadvantaged
Namibian Status) — The percentage and status of equity participation/ownership by
previously disadvantaged people in the Entity.

i) Ownership and Management structure — Copy of Identification Documents of all
shareholders.

15.1.2 The submission of the following documents may increase the ranking of a request
for proposal:

a) After sales service information.

b) Female Equity Representation — The percentage and status of equity
participation/ownership by women in the Entity.

c) Entity’s Profile — Demonstration of the Entity’s strengths and references from other clients.
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16. SUBMISSION OF REQUEST FOR PROPOSALS

16.1 Unless indicated otherwise by the Bank, no RFPs maybe transmitted by electronic means,
as to do so will disqualify the request for proposal.

16.2 RFPs must be hand delivered in a sealed envelope which will be clearly marked:

BANK OF NAMIBIA: “24-HOUR HELPDESK SOLUTION FOR INSTANT PAYMENT
NAMIBIA (IPN)”

Request for Proposals will be lodged with the Bank at the following address:

Bank of Namibia
71 Robert Mugabe Avenue, Windhoek
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D. GENERAL CONDITIONS OF CONTRACT

Clauses in the proposed contract between the Bank and the Bidder may include, but are not
limited to, the below and can change as directed by the Bank.

1. NATURE OF CONTRACT “24-HOUR HELPDESK SOLUTION FOR INSTANT PAYMENT

NAMIBIA (IPN)”

2, VARIATION IN SCOPE
The scope of the contract and services to be rendered may be altered, subject to obtaining the
prior written consent of both the Bank and the bidder (collectively the “Parties”).

3. INSURANCE

3.1  Where applicable, the bidder will obtain adequate and sufficient insurance coverage/group
insurance for all its employees deployed at the Bank’s premises, against any accidents or for
any unanticipated event such as, death/injury/ disablement at work and the like, and will
furnish a copy of the same to the Bank.

3.2 The insurance policy must be valid for the full duration of the contract period between the
Parties.

4, PRICING

4.1 Prices of the services rendered under the contract are to be inclusive of VAT.

4.2 Prices are to be fixed for a three (3) months period effective from the date of the close of
RFP.

5. SERVICE DELIVERY DATE
Commencement of the services may be on date of signature of the contract.
6. PENALTY FOR LATE DELIVERY

6.1 Should the bidder default in rendering the services required within the time stated in clauses
5 and 7, the bidder will be liable to pay a penalty.

6.2 The Parties will negotiate and determine the value of the penalties for which the bidder is
liable to pay.

6.3 Any penalty that may be imposed will be offset against any monies due to the bidder provided
that monies are still due. In the event of such monies being insufficient to cover the amount
of the penalties, or in the event of final payment already having been made, the bidder will
within seven (7) days written notice to such effect pay the Bank the amount of such penalties
due or balance of such penalties to the Bank.
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7. EXTENSION OF DELIVERY TIME

7.1

7.2

No extension of the services will be considered except where the Bank requires of the
services to be extended and enters into negotiations for same with the bidder. In such cases
new dates for commencement or duration of contract will be established, subject to obtaining
the prior written consent of both Parties

The Bank may however, at its entire discretion extend the period referred to in clause 5.

8. LIABILITY FOR DAMAGE

The bidder will be held liable for any damage caused to the Bank’s premises or property by the
fault or negligence of person employed or engaged by the bidder to render the services or any
other person for which the bidder is responsible.

9. PAYMENT

9.1

9.2

9.3

9.4

No deposits will be paid by the Bank.

All payments will be made within thirty (30) business days of receipt of a detailed invoice,
subject to the services being rendered in accordance with the agreed upon specifications
and requirements.

Any monies due to the Bank by the bidder in respect of any penalties imposed in terms of
clause 6 or in respect of any damage caused by the Bidder in terms of clause 8 may be offset

against any monies due by the Bank to the Bidder.

The Bank will not make any payment to any other party on behalf of the Bidder.

10. CONFLICT OF INTEREST

10.1

10.2

10.3

10.4

The bidder warrants that at the time of submitting their RFP, no conflict of interest exists, or
is likely to arise, which would affect the performance of its obligations under any contract
entered between the Bank and the bidder.

The Bidder must exercise its responsibility in the best interests of the Bank and will not
engage in any activities that would conflict with the contract.

If the bidder becomes aware of any actual or potential conflict of interest, the bidder must
immediately notify the Bank in writing of (i) any such actual or potential conflict of interest and
(ii) the procedures it intends to implement to resolve any such actual or potential conflict of
interest, to the Bank’s satisfaction.

In the event of a conflict of interest being identified, the Bank may, in its sole discretion,
suspend the services, terminate the contract or take any other actions that the Bank
considers as appropriate in the circumstances.
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11.

12.

13.

BREACH OF CONTRACT

11.1 In the event of a Party (hereinafter referred to as the Defaulting Party) committing a breach
of any of the provisions of the contract, the other Party will have the right to call upon the
Defaulting Party in writing to remedy such breach.

11.2 In the event of the Defaulting Party failing to remedy such breach within a period of 14
(fourteen) days after receipt of such notice then the other Party will have the right, without
prejudice to any other rights to which such Party may be entitled to in law or under the contract
atits option, either to cancel the contract and claim damages, or to claim specific performance
of all the Defaulting Party’s obligations, together with damages if any, whether or not such
obligations have fallen due for performance.

CANCELLATION

12.1 If the bidder’s estate is sequestrated as an insolvent, or if, being a company, it is placed under
involuntary liquidation, the Bank may, without prejudice to any other rights, by written notice
cancel the contract.

12.2 Notwithstanding the aforementioned, either party may cancel the contract, subject to
providing 3 (three) calendar months’ prior written notice of cancellation. Such cancellation
will not prejudice the other party to any rights which have already accrued to such Party under
the contract.

ARBITRATION

13.1 Should any dispute arise between the Parties as to the meaning or interpretation of any
provision of the contract or as to the carrying into effect of any provision or as to the
quantification or determination of any amount or thing required to be quantified or determined
in terms of or pursuant to the contract, such dispute will be referred to arbitration.

13.2 Each party to the contract will be entitled to require by written notice to the other Party, that
such dispute be submitted to arbitration in terms of this clause 13.

13.3 Subject to the provisions of this clause 13, the arbitration will be held under the provisions of
the Arbitration Act, 1965 of the Republic of Namibia or any statutory modification or re-
enactment thereof for the time being in force.

13.4 The dispute will be referred to an independent arbitrator agreed upon by both Parties hereto.
In the event of the Parties being unable to agree on the appointment of an arbitrator, the
President of the Law Society will be requested to select the arbitrator.

13.5 Where action is taken in terms of this clause 13, such action will not relieve either Party from
any liability for the due and timeous performance of such Party’s obligations in terms of the
contract.

13.6 The arbitrator will be entitled to make such award, including an award for specific
performance, an interdict, damages or a penalty or otherwise as he in his sole discretion
deems fit and appropriate and may deal as he may deem fit with the question of costs on an
attorney client scale and his own fees.
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13.7 The arbitration will be held as soon as possible after it is demanded with a view to its being
completed within thirty (30) days after it has been so demanded.

13.8 Any award made by the arbitrator will be final and binding on the Parties and may be made
an order of the High Court of Namibia.

14. DOMICILLIUM CITANDI ET EXECUTANDI

14.1 The Parties hereby choose domicillium citandi et executandi for all purposes under the
contract as follows:

14.1.1 Bank of Namibia at: 71 Robert Mugabe Avenue, Windhoek, Namibia

14.1.2 The Bidder at:

14.2 Any Party will be entitled, by notice to the other, to change its domicillium to elsewhere in Namibia
provided that the change will become effective only 14 (fourteen) days after service of the notice
in question.

15. NOTICES

15.1 Any notice required to be given by either Party to the other will either be delivered at the domicillium
citandi et executandi selected in terms of clause 14, hereof or will be given by prepaid registered
mail letter addressed:

15.2 To: The Governor

Bank of Namibia
P O BOX 2882
WINDHOEK
NAMIBIA

15.3 To the Bidder:

15.4 Any notice given by either Party to the other will be considered delivered unless the contrary is
proven:
15.4.1 If hand delivered to the domicilium citandi et executandi of such party, be deemed to have
been received upon such delivery;
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15.4.2 If posted by registered mail be deemed to have been received 4 (four) business days after
delivery of such letter to the Post Office for posting.

16. CESSION
The bidders will not cede or assign any of its rights or obligations acquired or undertaken by it in
terms of the contract.

17. VARIATION

17.1 No alterations, cancellations, variations of or additions to the contract will be of any force and effect
unless reduced to writing and signed by both Parties to the contract.

17.2 Noindulgence, leniency or extension of time which the Bank may grant or show towards the bidder,
will in any way prejudice or preclude the Bank from exercising any of its rights in the future.

18. GOVERNING LAW
The contract will be governed by the Laws of the Republic of Namibia.
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E. SCOPE, SPECIFICATIONS AND REQUIREMENTS

18.1

18.2

BACKGROUND

The Bank of Namibia, through its subsidiary Instant Payments Namibia (IPN), is implementing the
Instant Payment Solution (IPS) to modernise the national payment system. The IPS seeks to
introduce fast, interoperable, and inclusive payment services, supporting financial inclusion and
enhancing efficiency across the Namibian financial sector.

The Bank is currently in the test and build phase, with the technical vendor, the National Payments
Corporation of India (NPCI), deploying the solution within the Bank’s environment. Following this
deployment, financial institutions and other participants will integrate into the system, conduct IT
testing, and prepare for go-live.

To ensure effective technical oversight, coordination, and readiness throughout the integration,
testing, and go-live phases, the Bank invites proposals for a 24-Hour Helpdesk solution.

PURPOSE AND SCOPE
l. Purpose of the IPN 24-Hour Helpdesk

The primary purpose of the IPN 24-Hour Helpdesk is to provide continuous, high-availability
operational and technical support to the Instant Payment Solution Participants (IPSPs) and Store
of Value (SoV) Providers. This function is mandated as a core Supporting Service offered by the
IPS Operator. The system must ensure that the centralised IPS Switch maintains the 'Always On'
guiding principle by offering 24 hours a day, 7 days a week support to mitigate operational risks
across the national payment infrastructure.

Specifically, the system must facilitate:
1. Query Management: Handling queries raised by IPS Participants related to the performance
and functionality of the central switch.

2. Service Level Agreement (SLA) Management: Monitoring and managing the performance and
adherence to Service Level Agreements (SLAs) pertaining to the central IPS switch operations.

3. Operational Reporting: Supporting reporting requirements related to the central IPS switch
performance and incident tracking

1. Scope of Work and Key Capabilities

The scope of the acquired Call Centre system encompasses the provision of robust technological
and human resource capabilities necessary to support and manage all central IPN operations that
interface with IPS Participants

a. Core System Interface and Access Management
The system must support the operational needs of IPS Clearing Participants, enabling IPN staff
to manage and assist with Participant access controls and system status checks. The Call
Center system must integrate and leverage existing processes, such as the current service
desk.
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b.

Incident and Operational Query Management
The Call Centre System must provide the mechanism for IPN personnel to manage critical,
time-sensitive operational issues escalated by Participants:

1.

Technical Connectivity and Stability Monitoring: Managing queries related to the stability
and performance of the connection between Participants and the IPS Switch, including the
handling of Heartbeat request status.

Erroneous Payments and Query Logging: Logging and tracking queries related to
erroneous payments.

Reconciliation and Settlement Inquiries: Managing Participant queries regarding daily
settlement reporting generated by Back Office system.

Deemed Transaction Handling: Assisting Participants with the procedures for transactions
that fall into a "Deemed/Pending state" due to technical failures, requiring manual
settlement in the next settlement cycle.

Central Fraud and Risk Management Support
The system must incorporate features necessary to act on real-time threats identified by the
central Enterprise Fraud Risk Management (EFRM) system:

1.

Alert Handling and Workflow Integration: The system must integrate the workflow-based
approach defined by the EFRM system to manage alerts and cases. This includes
assigning priority, routing alerts to the appropriate queue for investigation, and supporting
the automated escalation process for high-priority cases to senior management.

Real-Time Allocation: Facilitating the real-time allocation of fraud alerts to respective
queues based on predefined priority levels, ensuring critical cases are managed with
urgency.

Case Management: Providing the capabilities to manage multiple queues based on rule
priority to handle diverse types of fraud cases, and enabling the central Operator to monitor
suspicious activities (such as multiple same value transactions during unusual hours) and
notify Participants for further action.

Technology and Documentation Requirements

The successful bidder must ensure:

1.

24/7 Operational Capability: The system infrastructure and supporting human resources
must operate continuously, 24 hours a day, 7 days a week, 365 days a year.

2. Training and Documentation: Provision of comprehensive documentation, user manuals,
and training programmes for IPN users and administrators to ensure proficiency in utilizing the
solution. Documentation must be regularly updated to reflect system changes.
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THE SCOPE INCLUDES:

18.2.1 Requirments Gathering & Analysis

1. Conduct Workshops with Stakeholders

The bidder would be required to execute the foundational step of gathering necessary inputs:

Conduct Workshops: Hold intensive workshops with key IPS Operator and Participant
stakeholders (e.g., operations, technical, compliance teams) to capture the necessary
inputs for the support system.

Identify Requirements: The primary goal is to capture the complete set of functional,
technical, and regulatory requirements specific to the 24-hour Helpdesk and associated
Supporting Services.

2. Document Specific Requirements and Functionalities

Query and Incident Management: Defining the system's capabilities for supporting key existing
supporting services, such as:

- Query Management and handling processes.

- Management of erroneous payments.

- Defining the workflow-based approach needed for case management, including
processes for assigning priority and routing cases to appropriate queues for
investigation.

- Escalation procedures to ensure high-priority issues are addressed promptly,
possibly assigned to senior management.

- The creation and management of multiple queues based on rule priority to
manage diverse types of cases.

Service Level Agreement (SLA) Management: Capturing the specific parameters for
SLA management. The system must support the monitoring and adherence to agreed-
upon service commitments, such as resolution time for participant cases and overall
system uptime.

Reporting Requirements: Defining the format and delivery requirements for reporting
related to the support services. This reporting would support oversight of detection
activities and outcomes, and ensure operational processes meet required SLAs.
Integration Points: Documenting necessary integration points required to connect the
new Helpdesk system with existing infrastructure, as the IPS supporting services must
leverage current services such as the service desk and automated query management
processes.

Access Requirements: Defining how the IPS Operator will enable Clearing Participants
with access management controls for their respective organisations to access the
support services interface, including the 24-hour help desk.

Self-Service Functionality: Capturing requirements for the complementary Self-service
portal element of the supporting services.

3. Prepare Requirements Specification Document

Requirements Specification Document: The bidder must prepare a comprehensive requirements
specification document detailing all captured functional, technical, and regulatory requirements
related to the 24-hour Helpdesk and Supporting Services for approval.
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This document would then serve as the foundation for the subsequent System Design phase for
the procured Helpdesk solution.

18.2.2 System Design

Develop or configure a detailed solution and integration architecture covering:
o Data flow diagrams, system components, and security controls
e APl and/or file interface definitions
e Dashboard, reporting, and attestation modules layout

Design test scenarios and acceptance criteria in collaboration with the business and IT
teams

18.2.3 Development & Configuration

1. Configure or develop the tool in line with specifications (using either a COTS product or custom
build).
2. Build security, audit logging, and exception management features

18.2.4 Testing (Quality Assurance)

o Execute component, integration, system, and user acceptance testing (UAT):

e Security, compliance, and failover/resilience scenarios, to ensure robust security,
regulatory compliance, and failover/resilience capabilities in line with recognized
international standards including but not limited to; ISO/IEC 27001 and NIST
Cybersecurity Framework, while adhering to applicable local and Bank of Namibia
determinations (PSD-12, BID-6A, BID-19, BID-34, BID-36), and comparable global data
protection and cybersecurity regulations and or similar compliance needs.

¢ Rectify defects and optimise based on feedback.

18.2.5 Deployment & Go-Live

e Prepare the production environment and migrate the tool to the live 24-hour Helpdesk
environment.

e Conduct production dry-runs, final configurations, and parallel runs (if needed).

o Coordinate go-live with all impacted stakeholders, ensuring zero data loss and robust
business continuity.

18.2.6 Knowledge Transfer & Documentation

e Deliver detailed user guides, technical documentation, and support materials.
e Conduct training workshops for operational and IT/support staff.

18.2.7 Post-Go-Live Support & Handover

e Provide at least 3 months of post-go-live hypercare and incident management.

¢ Finalize the full handover to IPN’s IT and operations teams with all credentials, code,
and documentation.

e Handover audit logs and attestation records as part of compliance closure.
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18.3 ROLE AND RESPONSIBILITIES

The successful bidder will be responsible for:

Project Management and Planning
Requirements Analysis

Solution Design and Architecture
Development, Configuration, and Integration
Testing and Quality Assurance

Deployment and Go-Live Support

Training and Knowledge Transfer
Post-Go-Live and Support Services
Compliance, Security, and Governance

18.4 QUALIFICATIONS AND EXPERIENCE

Essential Qualifications

A tertiary degree in Information Technology, Computer Science, or a closely related
field.

Industry certifications such as PMP (Project Management Professional), PRINCE2, or
relevant software Project delivery certifications are advantageous.

Security or compliance certifications (e.g., ISO/IEC 27001 and NIST Cybersecurity) are
desirable if the solution involves sensitive financial data.

Required Experience

At least 3-5 years of hands-on experience implementing a 24-HOUR HELPDESK
SOLUTION. in regulated financial environments (banking, national payment systems,
or clearing houses).

Proven track record in system integration, preferably ISO/IEC 27001 and NIST
Cybersecurity Framework, while adhering to applicable local and Bank of Namibia
determinations (PSD-12, BID-6A, BID-19, BID-34, BID-36 and or similar compliance
needs.

Experience delivering solutions with audit trails, compliance reporting, and real-time
transaction analysis.

Direct experience supporting or delivering solutions for PSPs, banks, central banks, or
instant payment platforms in Namibia, the SADC region, or comparable regulatory
frameworks.

Demonstrated ability to provide user training, post-go-live support, and operational
documentation.

Knowledge of data privacy, security best practices, and regulatory governance in
finance.

Additional Assets

Local presence or prior project delivery in Namibia or SADC member states.
References or case studies of previous successful projects in reconciliation and
attestation for payments.

Teams with strong stakeholder communication and project management skills.
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18.5

DURATION

The engagement will be for 12 months, with possible extension depending on project progress.

18.6 KEY DELIVERABLES & SUCCESS CRITERIA
Key Deliverables

e Requirements Specification Document: Detailing all functional, technical, and
regulatory requirements gathered from IPN and stakeholders.

e Solution Design & Architecture: Including technical diagrams, workflows, integration
points, and security controls tailored for Namibia’s instant payment ecosystem.

e Fully Deployed 24-HOUR HELPDESK SOLUTION : Live and integrated into, participant
systems and interfacing platforms, with all configurations finalised.

e Testing Results & Acceptance Reports: Comprehensive test plans, execution logs,
resolved issues, and formal user acceptance test (UAT) sign-off.

e User Manuals and Technical Documentation: Clear operational guides, troubleshooting
steps, and compliance guidance for staff and IT teams. Further document end-to-end
process for incident capture, triage, escalation, communication, and closure.

e Training Completion Certificates: Evidence and feedback from workshops ensuring
knowledge transfer and operational self-sufficiency.

¢ Audit Logs & Compliance Reports: Built-in and sample evidence records ready for audit
and regulatory review.

e Go-Live Support and Hypercare Delivery: Incident management during post-launch
phase, including resolved support tickets and performance metrics.

e Final Handover Package: Source code (if relevant), documentation, system access
credentials, and all intellectual property transferred to IPN.

e SLA and Escalation Framework: defines uptime targets, response times, escalation
tiers, severity classification, and penalties for non performance.

e Business continuity and Disaster recovery Plan: demonstrates how the 24- HOUR
HELPDESK SOLUTION operations will continue during system outages or data centre
failures.

o Data Retension and Privacy Compliance Plan: ensure call recordings, chat transcripts,
and ticket logs comply with BoN and local data protection requirements (e.g., retention
period, access control).

Success Criteria

1. Operational Performance and Service Level Adherence (SLA Management) The main criteria
concern the system's capacity to support the necessary 24/7/365 operations and to resolve issues
efficiently.

e Continuous Availability: The 24-hour Helpdesk must remain operational and functional
at all times to support the IPS, which is an accessible and "always on" service..

e SLA Compliance: The operational processes and support functions integrated into the
solution must operate effectively and adhere to SLAs.

e Prompt Dispute Resolution (Timeframes): The integrated systems (including the
helpdesk's interaction with the Dispute Management features).

e Case Management Capability: The solution must effectively integrate essential
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supporting functions..

e Critical Incident Reporting: The solution must support compliance with regulatory
requirements, such as ensuring any data breach involving IPS data is reported to the
IPS Operator within 1 hour of discovery, with a full incident report submitted within 24
hours.

3. Technical and Integration Readiness

The technical deployment of the system must be fully completed and certified:

e Successful Integration: The new helpdesk system must utilise current services such
as the existing service desk and automated query management processes.

e Connectivity: The necessary network connection between the IPS Operator and
participants for the production environment must be established.

e Access Provision: The IPS Operator must enable Clearing Participants, through access
management controls, to access the Clearing Participant interface for support services
(such as a 24-hour help desk).

o Resilience and Disaster Recovery: Verified failover and disaster-recovery testing
completed

o Security Compliance: System passes all penetration and vulnerability tests and aligns
with PSD-3 and ISO 27001 standards.

e Testing Completion: The solution must successfully pass all specified testing phases:

- Successfully pass the certification and end-to-end testing phase, which includes
testing participant dispute management.

- Meet the Pilot Exit Criteria that verify the technical stability and performance,
confirming that support processes are functional and within SLAs.

4. Training and Documentation (Project Closure)

Success is assessed by the preparedness of the staff and the formal completion of the project
deliverables.

Staff Competency: The implementation is successful when operational processes and
support are proven and embedded, including ensuring that the training received by the
required internal staff was adequate and no further training is necessary.

Knowledge Base and SOP Readiness: Comprehensive operational manuals, escalation
workflows, and FAQs available prior to go-live.

Grievance Channel Preparedness: Customer service desks and call centres must be
trained and empowered to handle IPS-related complaints proactively and resolve them
promptly.

Handover Documentation: The bidder must supply thorough handover documentation,
including lessons learned, testing results, and recommendations for post-go-live support.
Operational Independence: Users and IT support must be fully trained and capable of
independently operating and maintaining the solution.

Post-Implementation Review: Conducted within 90 days of go-live to assess operational
performance, incident trends, and improvement actions.
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18.7 PROPOSAL REQUIREMENTS

Interested bidders must submit:

e Company profile
e Support candidate CV with relevant experience.

e Proposed approach and methodology for integration and testing coordination.
e Detailed fee structure (daily/weekly rates).

o 3 references for similar projects in payments, banking, or fintech.
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