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QUESTIONS AND ANSWERS
BID NUMBER FAIS2026/27 - T001
SUPPORT AND MAINTENANCE OF CRM MICROSOFT DYNAMIC 365 SYSTEM
DESCRIPTION AND AZURE BLOB STORAGE

The following questions were received by the FAIS Ombud regarding the aforementioned bid, and responses are provided below:

NO | QUESTION RESPONSE
Paragraph 34,1, item 7: Bidders must submit proof that they are
Microsoft Certified Partners.
During the briefing session held on 17 September 2026, a | The office will accept any letter from Microsoft confirming bidders' partnership status, regardless of
1. question was asked about whether bidders need to submit a | whether it mentions partner expertise.
partner letter indicating which expertise or products they are
authorized to resell, or whether a generic letter confirming only
partnership would be acceptable.
A follow-up question regarding the Microsoft partnership letter | The terms of reference require the bidder to be a Microsoft Certified Partner. Therefore, only a letter
was raised, in which the bidder sought clarification on whether | from Microsoft confirming the bidder’s partnership status will be accepted.
5 the office will accept a letter confirming that the bidder is not a | Proof of partnership with an authorised Microsoft distributor, where the bidder is not itself a Microsoft
' Microsoft partner but has partnered with an authorized | partner, will not be accepted.
distributor of Microsoft products or has the right to resell for the | An exception will apply where the bidder has partnered with a Microsoft Certified Partner and submits
distributor. a valid Joint Venture Agreement confirming the partnership
(Para 25.14 / 24) Which Dynamics 365 application(s) and licence
3 types are currently in use (e.g. Customer Service Enterprise, Team | The licenses are Team members licenses and the total number is 45.
’ Members), how many of each, and does the figure of 44 users in
Table 4 represent the full current licensed user count?
Para 25.2) How are licences currently procured (CSP through the
F ) ) ] yp ( ) & The appointed service provider facilitates the annual renewal of licences. The next renewal date will be
incumbent, direct from Microsoft, or other), and when is the next ] ) ] . .
4. communicated with the appointed service provider.
renewal date?
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Para 28.1.1) Are the Microsoft 365 tenant, Power Platform
5 environments and Azure subscription owned by the FAIS Ombud, | All CRM licences are owned by FAIS Ombud.
or by the incumbent service provider?
(Para 25.13, 28.1.1.1) When does the current service provider's
contract end, and are they contractually obliged to provide ) ) ) . . ) .
. . . The current contract will expire on 31 December 2026. The appointed service provider will be required
documentation, credentials and knowledge transfer? Will there ) ) ] ]
6. . . . to provide all necessary credentials and supporting documentation
be an overlap period between the incumbent and the appointed
service provider?
(Para 28.1.3) Is the current solution design or as-built
documentation available? Which environments exist today . .
. . The FAIS Ombud has three (3) environments: Production, Test (UAT), and Development.
7. (Production, Test, Development), and is source control currently
used for customizations?
(Para 25.1) Aside from Outlook, Azure Blob Storage, the
WhatsApp channel and the website portal, are there any other
. . No other system
8. systems currently integrated with the CRM? What technology
does the website portal use?
(Para 25.9) Which provider hosts the WhatsApp Business API
9 integration, and who owns the associated Meta Business account | The WhatsApp project is a separate project; you will only be liable to maintain the integration.
. and bears the messaging costs?
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(Para 25.5) Please clarify what is meant by "integrate artificial
intelligence (Al) capabilities to identify Al-generated case
summaries" — is the requirement for Al to generate case
summaries, or to detect/flag Al-generated content submitted by
10. complainants?

Does the FAIS Ombud have an Al usage policy or a data residency
requirement (e.g. South Africa region only)?

The requirement relates to the detection of potentially Al-generated content submitted as part of a
complaint, rather than the generation of case summaries.

FAIS Ombud requires the proposed system to identify or flag cases where Al may have been used to draft
the complaint and to provide reporting functionality for such cases.

The Al capabilities to support identifying Al-generated complaints, summarising correspondence and
documents, and reporting on Al usage across the complaint’s environment for the Office, complainants,
and respondents.

(Para 24.1) Approximately how many complaints are received per
month, broken down by channel (telephone, walk-in, portal, e-
11. | mail, WhatsApp), and how many cases are typically open at any
given time

The FAIS Ombud receives around 1200 complaints per month, 90% email, 5% protal, 4% walk-in and 1%
telephone. WhatsApp is not yet up and running. There are around 950 complaints active in the system at
any one time

(General) What are the top challenges or pain points users
currently experience with the CRM and with support from the

The main challenge is that the current CRM is not fully aligned to a complaints management environment
and does not adequately support the end-to-end complaints management process. The existing CRM
should be enhanced or restructured to support the complaints management process, taking into account
the different stages of the complaints lifecycle, procedures and the activities applicable to each stage,

12. and the roles and responsibilities of the users involved to achieve a structured case view, better workflow
incumbent? management, improved document and communication management, greater automation, better
reporting, and a more intuitive overall user experience
Case visibility and structure (where is the complaint in its journey)
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The CRM does not provide a clear, consolidated view of a complaint and its progression through the
different stages of the complaints process. Complaints start at client care, then go through the premature
process if they meet certain criteria, then case management, where they will be dealt with by a junior
adjudicator first, then an adjudicator if they remain unresolved within a certain time frame, and a senior
adjudicator when a matter reaches the determination stage, etc. Therefore, a complaint will follow
different routes depending on how it is resolved and will have a different "owner" at each stage. The
current system does not provide an intuitive overview of the stages a particular complaint has passed
through. Currently, we need to review the case history to establish how the case has progressed and why
it has been referred to its current stage.

Activity Management (what has happened to this complaint)

The current activity view consolidates different types of case activity into a single thread, including emails,
telephone notes, internal notes, reallocations, and other activities. This makes it time-consuming for
users to review a complaint, as users must manually work through the activity history and open individual
records to establish what has occurred. The Organization therefore requires a more structured case view
where different activity types can be easily identified, filtered, and accessed, along with a clear overview
of the complaint's progression through the various stages of the complaints process

Document Management (what evidence and correspondence are associated with the complaint, and
where can a user find it)

The current document management functionality does not provide enough structure to manage
supporting documentation throughout the complaints lifecycle. Documents received through different
channels and at different stages of complaint are uploaded to the case without consistent categorization
or identification of their purpose. Because different teams and users handle complaints throughout the
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lifecycle, users struggle to quickly identify and retrieve relevant documents and understand a complaint's
evidentiary record. Currently, there are also no appropriate controls or prompts to encourage consistent
document classification, naming, and capture by users so that the CRM preserves the context of the case,
not just stores information.
The enhancement items listed under Paragraph 25.3 represent anticipated areas in which FAIS Ombud
(Para 25.3-25.12, 27) Are the enhancements listed in paragraphs | may require system improvements, optimisation or additional functionality during the contract period.
25.3 to 25.12, and the SMS implementation, expected to be | Bidders should therefore submit their quotations in accordance with the pricing table provided in
included within the fixed support and maintenance price, or will | paragraph 26.
they be costed and ordered separately through the hourly rates
13. . . . . .
in paragraph 27 and a purchase order? If ordered separately, is | Bidders are required to provide hourly rates for paragraph 27. The purpose of this paragraph is that,
there a target timeline or priority order the FAIS Ombud has in | should the office require system enhancement during the contract duration, not covered by support and
mind for these enhancements? maintenance, the appointed bidder will provide a system enhancement in line with hourly rate quoted in
paragraph 27.
(Para 26, 5.1) The pricing table requests hourly rates for support | Paragraph 5.1 requires fixed/firm prices; it means that the hourly rate quoted must be fixed for the
and maintenance, while paragraph 5.1 requires fixed/firm prices | duration of the contract. The actual amount to be paid will depend on the hours worked for support and
and a total. How many support hours per year should bidders | enhancement.
14. | assume for (a) the CRM Dynamics 365 system and (b) Azure Blob | Therefore, bidders' quotation should be an hourly rate as stated in paragraphs 26 and 27. The Office
Storage, or should bidders instead propose a fixed | cannot estimate hours for support due to the nature of the service.
monthly/annual fee? How will hourly-rate submissions be | Paragraph 30.1.4 Paragraph 30.1.4 sets out the application of the 80/20 preference point system. Bidders
compared for price scoring under the 80/20 system? are advised to refer to this paragraph for further details.
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NO | QUESTION RESPONSE

(Para 6.1.4, 23.1, 26, 27) The definition of "Service" includes

software licences, but the pricing table in paragraph 26 has no

licence line item, and paragraph 27 indicates licence renewal is Bidders are not required to quote for annual licence renewal. The appointed service provider will
15. | quoted separately as and when due. Should licence costs be facilitate the annual renewal of licences. Therefore, bidders are not required to provide separate pricing

included in the fixed bid price submitted now? If so, please for licence renewal at tender stage.

provide the current licence inventory, quantities and renewal

dates.

(Para 26 "Other costs", 25.10.2) What should the "Other costs"

line in the pricing schedule include (e.g. SMS messages, SMS

platform/gateway fees, transition costs, training)? Must the SMS Other costs refer to any additional transactions or services not included in the quoted support and
16. service be priced as a firm per-message rate for the full 36-month maintenance of the Microsoft Dynamics 365 CRM System and Azure Blob Storage.

term at the stated minimum volumes, and how should volumes

above the stated minimums be costed?

(Para 25.6) Which Microsoft 365 licences does the FAIS Ombud

currently hold (e.g. E3, E5, or Microsoft Purview Information | The Office is using Office 365 and is now migrating to E3; we do not have Purview.

Protection)? This affects whether document encryption can be ) . . ]
17. delivered via Microsoft Purview sensitivity labels. Which The Off!ce currently uses email attac.hments ar'1d the portal, and will use WhatsApp in the near future.

document types and channels require encryption (e-mail The Office also accommodates walk-in complaints.

attachments, portal downloads, physical letters)?

(Para 25.7, Table 5 item 8.4) Is there an existing survey tool or | Yes, the Office has a Customer Satisfaction Survey tool/form

question set currently in use? Should respondent FSPs receive the .
18. same satisfaction survey as complainants, and via which channels https://url.za.m.m|mecastprotect.com/s/PL_bC‘Ano'KJ'FEpIrTOFYsG‘LpFJ and an SMS Cha!‘mel used t? send

(e-mail, SMS, WhatsApp)? reference numbers. We also use WhatsApp, which is integrated with the CRM ,for lodging complaints.
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At present we submit numerous reports on a weekly, monthly, quarterly and annual basis. Currently we
(Para 25.8, 25.12) Could examples of current reports be provided draw the information from CRM in the form of an Excel Spreadsheet and then manually extract the data
(e.g. annual report, board or regulator reports), along with the we require to populate the reports. These reports can be as large as 35-40 pages, so this is a time-
19. | number of distinct reports in scope? What specifically should the consuming task. What is required is a one-touch system where the data is extracted from CRM as is
"one-touch” tailored report produce? required so it can be seamlessly inserted into the report, similar to what Kyubit for example, can do.
Therefore, the office is unable to provide a sample of reports.
(Para 25.8, 25.11) Does the FAIS Ombud hold Power BI licences
20. (Pro, Premium, or Fabric capacity)? If not, should these licence No, the office does not have the listed licenses and does not require them
costs be included in the bid?
(Para 25.11) Does "real-time system monitoring and reporting"
21. refer to technical system health, business/operational KPIs, or Business/operational KPIs and Yes
both? Is after-hours monitoring and response required?
(Para 31, criterion 1.1) Must each individual reference letter
confirm both Dynamics 365 support/maintenance AND SMS
integration with Dynamics 365, or may the letters collectively The submitted reference letters will be assessed collectively and should confirm that the bidder has
- demonstrate the two requirements (e.g. one letter evidencing provided support and maintenance for Microsoft Dynamics 365 and successfully integrated an SMS
' support, another evidencing SMS integration)? Will reference solution with the Microsoft Dynamics 365 CRM system within the last five (5) years from the closing date
letters from sub-contractors or joint venture partners be of the bid
accepted?
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(Para 31, criterion 2.1-2.2) Must each individual CV demonstrate
. . . The submitted CVs must collectively demonstrate at least five (5) years of experience in the support and
five years of relevant experience, or may the five years be i ) ’ i ) ) ) i
demonstrated collectively across the submitted CVs? Must the mamte.nance of Microsoft Dynamics 365 CRM and integrating an SMS solution with the Microsoft
23 Business Intelligence or Power Automate specialist referred to in Dynamics 365 CRM system
" | criterion 2.2 be one of the four scored CVs? In addition, at least one CV must include a Business Intelligence (BI) or Power Automate specialist.
Are CVs of sub-contracted resources acceptable, provided they | Only CVs of the bidder’s own resources will be accepted. CVs of subcontracted resources will not be
are based in South Africa? accepted.
(Table 5 item 7, Para 23.1) Microsoft has replaced the "Microsoft
Certified Partner" programme with the Microsoft Al Cloud
P g . . . In Paragraph 34.1, Table 5, item 7, the bidder must submit proof of Microsoft Certified Partner status.
Partner Program / Solutions Partner designations. Which form of . .
. . . The reference to Paragraph 35.1 in Paragraph 23.1 is an error and should be corrected to Paragraph 34.1.
24. proof will be accepted as evidence of Microsoft partner ) ] ) o ) , ]
L .| The office will accept any letter from Microsoft confirming the bidder's partnership status, regardless of
accreditation? Paragraph 23.1 refers to paragraph 35.1 for this o .
. R whether the letter specifies partner expertise.
requirement, but 35.1 addresses the bid timeline — please
confirm the correct paragraph reference.
(Para 25.1, 14.5, 16.2) Could the draft Service Level Agreement, . . . . . o ) .
. . . The draft SLA will be discussed with the appointed bidder. The Office is unable to provide the estimated
or the expected service hours, response times and resolution . . ] . . .
25. . . i service hours, response times and resolution targets. Therefore, bidders are only required to provide an
targets (and any associated penalties), be shared so that bidders o )
. hourly rate as indicated in paragraphs 26 and 27.
can price and plan accurately?
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(Para 32.3) The demonstration rating scale lists possible scores of | Criteria 2 and 3 will be scored:
0, 2.5, 3 and 5, but evaluation criteria 2 and 3 in Table 3 only . o .
. . . e 0 points — Demonstration is non-compliant.
26. | describe outcomes of 0 or 5. Please confirm whether partial (2.5 . o ]
) . e 5 points — Demonstration is compliant
or 3) scores are possible for criteria 2 and 3, or whether these two
criteria are scored strictly 0 or 5. A score of 2.5 points will not apply. Bidders should refer to Paragraph 32 for further details.
In addition to the Microsoft Dynamics 365 SaaS environment, the incumbent supports various Azure-
hosted and integrated components associated with the solution, including integration services,
(Para 28.1.1) Besides the SaaS Dynamics 365 environment itself, | Ap|s/middleware, the website/portal and WhatsApp-related integration components, where applicable.
which other hosted components (e.g. Azure Functions, App | A detailed inventory of the relevant Azure resources, integrations and supporting architecture will be
27. | Services, virtual machines, the website portal, WhatsApp | provided to the successful bidder during the transition and handover process. Bidders should therefore
middleware) are currently managed by the incumbent? Could an | make provision for supporting and managing the associated Azure components and integrations forming
inventory of relevant Azure resources be provided? part of the overall Dynamics 365 solution. Security-sensitive technical configuration information will only
be disclosed through the appropriate secure handover process
(Para 28.1.2) Are there defined recovery point objective (RPO) | The applicable RPO and RTO requirements will be confirmed with the successful bidder based on the
and recovery time objective (RTO) requirements? Must backups | criticality of each solution component. Backups are not required to be retained outside the Microsoft
28. | be retained outside the Microsoft tenant, or for a specific | tenant, provided adequate security, segregation and recoverability are maintained. Minimum retention
minimum retention period? periods must align with the FAIS Ombud’s approved backup and records-retention requirements.
(Para 25.14) Is training to be delivered on-site or virtually? Is the
29 "as and when required" ongoing training referred to in 25.14 | For training to be provided, the hourly rate quoted for support and maintenance will be utilised as
" | included within the fixed price, or billed at the hourly rates in | training is regarded as forming part of support.
paragraph 277?
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(Para 25.10) Should the SMS solution support inbound replies | The applicable RPO and RTO requirements will be confirmed with the successful bidder based on the

(e.g. STOP opt-outs, or capturing a satisfaction rating via numeric | criticality of each solution component. Backups do not need to be retained outside the Microsoft tenant,
30. | reply)? Is a specific registered sender ID required? Are recipients | provided adequate security, segregation, and recoverability are maintained. Minimum retention periods

of marketing/awareness SMS messages already opted in for such | muyst align with the FAIS Ombud’s approved backup and records-retention requirements.

communication?

(Para 3.4, 28.1.1.1) Will the FAIS Ombud facilitate the | Yes. The FAIS Ombud will facilitate engagement with the incumbent service provider and coordinate the

introduction to the incumbent service provider and ensure that | handover of the required administrative access, credentials, documentation and system information.
31. | administrative access and credentials are made available from | Access will be provided during the first week following contract commencement, subject to the

the first week following completion of applicable security, confidentiality and access-control requirements.

The tender requires bidders to submit proof that they are a

Microsoft Certified Partner. The FAIS Ombud office will accept any letter from Microsoft verifying partnership status, regardless of
32. | Could you please confirm whether a specific Microsoft Partner | \yhether it mentions partner expertise.

Designation, competency, or accreditation relating to Microsoft

Dynamics 365 CRM is mandatory for this tender?

Paragraph 24.1 — Can the FAIS Ombud provide detail on the

current Dynamics 365 .environment, specifica.II?I the version and On Dynamics 365 CE, the portion that is being used is the complaint management system (CMS) and the
33. deployment type, 'the.llcence typ(?s and quant'ltles currently hEId' version is 1.4.12379-2608.3. Current third-party integration is the SMS gateway and WhatsApp for

and the customisations, plug-ins and third-party solutions business. The license type is Dynamics 365 Team Members. The total number of licenses is 45.

presently in place?

Paragraph 24.2.1 — The Dataverse Log capacity is recorded at
34 12.47 GB utilised against an entitled capacity of 9.77 GB. Does the | Yes, the winning service provider will be required to remediate the issue as part of the licenses before

" |FAIS Ombud expect the successful bidder to remediate this | advising on purchasing extra storage.

overage as part of support and maintenance, or will additional
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capacity be procured separately?
Paragraph 25.9 — Regarding the API binding the WhatsApp
channel to the Dynamics 365 CRM system: who developed and . .
) o . .| The APl was exposed from the CRM, so it is part of the CRM as such owned by FAIS Ombud. There is no
35. currently owns this API, what technology is it built on, is ]
] ) ) ] documentation.
documentation available, and will source code and intellectual
property transfer to the successful bidder?
Paragraph 25.1 — Is documentation of the existing system
available to bidders, including solution architecture, integration
36. . . . I Such information will only be shared with the winning bidder.
design and configuration records? If so, will it be released before
the closing date or only to the successful bidder?
The requirement relates to detecting potentially Al-generated content submitted as part of a complaint,
. . . rather than generating case summaries.
Paragraph 25.5 — Please clarify the requirement to "integrate
artificial intelligence (Al) capabilities to identify Al-generated case . . o )
. . . . . FAIS Ombud requires the proposed system to be capable of identifying or flagging cases where Al may
summaries." Does this mean generating case summaries using Al, . . . ) .
. have been used to draft the complaint and to provide reporting functionality for such cases.
37. | or detecting whether a summary was Al-generated? If Al
capability is required, is the FAIS Ombud's expectation that this is . . L . L
) L . . . FAIS Ombud already uses Microsoft Copilot within Dynamics 365 CE for case summarisation. Therefore,
delivered via Microsoft Copilot, and are the associated licensesto | . . ) . . . o o
) ) . o bidders are not required to provide additional Copilot licences for the existing summarisation
be included in the bidder's pricing? . . . . . . . o .
functionality. However, where a bidder's proposed Al-detection capability requires additional licences or
third-party services, these must be clearly specified and included in the bidder's pricing.
Paragraph 25.10 — For the SMS solution: does the FAIS Ombud ' '
38. | have an existing SMS gateway or preferred provider, are there The currer.1t SMS gateway was proposed by the Furrent serv'lce provider and does not belong to the FAIS
. . Ombud. Bidders are encouraged to propose their own solution.
requirements on where SMS data is hosted or processed, and are
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SMS transmission costs to be included in the bidder's pricing or
billed separately?
Paragraphs 25.3 and 26 — The scope of work includes substantial | Paragraph 26 - pricing schedule
enhancement activity (interface and workflow optimisation, | tha enhancement items listed under Paragraph 25.3 represent anticipated areas in which FAIS Ombud
document management, duplicate detection, workflow | 1,5y require system improvements, optimisation or additional functionality during the contract period.
automation, ~reporting automation, customer satisfaction | giqders should therefore submit their quotations in accordance with the pricing table provided in
surveys). Paragraph 26.
39 The pricing schedule in paragraph 26 provides only for support
" | and maintenance hourly rates, while paragraph 27 states that | paragraph 27 - system enhancement:
enhancements not covered by support and maintenance will be Bidders are required to provide hourly rates for paragraph 27. The purpose of this paragraph is that,
issued under a separate purchase order. ) . . .
should the office require system enhancement during the contract duration, not covered by support and
Please clarify which of the paragraph 25 enhancement items are . . . . . - . .
maintenance, the appointed bidder will provide a system enhancement in line with hourly rate quoted in
to be priced within the support and maintenance rates and which paragraph 27
will be treated as separately ordered enhancements. '
Paragraph 25.2 — Are Dynamics 365 and Azure licence costs to
40 be included in the bid pricing, or quoted separately at each | Paragraph 25.2 specifies that the appointed service provider will facilitate the annual renewal of licences.
" | renewal? Paragraph 27 suggests the latter, but paragraph 23.1 | Therefore, bidders are not required to provide separate pricing for licence renewal at tender stage.
refers to support and maintenance "including software licenses."
Paragraph 26 — The pricing schedule requests hourly rates only.
a1, Does the FAIS Ombud reqwr.e an estimate of monthly or annual Please provide the hourly rate as stated in paragraph 26
support hours, or a committed number of hours, to enable
comparable pricing across bidders?
4. Parégraph 16.2 — Is.a (?Iraft Service Level Agreement available for The SLA will only be provided to the winning bidder.
review before submission?
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Paragraph 29.1 — The contractor is required to assume
responsibility within two weeks of receiving a purchase order.
43. |Please confirm the level of cooperation the incumbent is The I.ncun'wbent and FAIS Ombud resources will work together to ensure a smooth handover to the
contractually obliged to provide during handover, and whether winning bidder.
an overlap period is envisaged.
For a takeover plan with deliverables and timelines "not exceeding one month" refers to the completion
Paragraph 34.1, item 8.1 — The takeover plan must define of all transition-related activities, including knowledge transfer, documentation handover, validation, and
deliverables and timelines "not exceeding one month.” stabilization activities. This should be distinguished from Paragraph 29.1, which requires the successful
44. contractor to assume operational responsibility within two (2) weeks of receiving the purchase order.
Please clarify how this relates to the two-week assumption of | Accordingly, operational responsibility must be assumed within two weeks, while all remaining transition
responsibility in paragraph 29.1. and takeover activities may continue thereafter, provided that the overall takeover plan is completed
within a period not exceeding one month.
The reference to “IT Strategy and Architecture” requires bidders to demonstrate their capability and
Para 29.1, Table 5 item 8.1) Please confirm that the appointed experience in providing strategic and architectural guidance relevant to the Microsoft Dynamics 365 and
service provider must assume support responsibility within two Azure environment.
weeks of the purchase order, and complete the full takeover | ] ] o
within one month. What specifically is expected under "IT Bidders should provide evidence of their ability to:
45, | Strategy and Architecture” in item 8.1? e Align the proposed services and solutions with FAIS Ombud’s ICT strategy, business objectives and
Paragraph 34.1, item 8.1 — The same clause ends with the operational requ.ire.ments; o . . .
. ) | ® Assess the existing application and technology architecture and provide appropriate
phrase "IT Strategy and Architecture." Please clarify what is recommendations;
required in respect of this item. e Advise on solution design, system integration, scalability, interoperability and performance;
e Support architectural planning for future enhancements, upgrades and technology changes;
e Promote the effective use of Microsoft Dynamics 365, Azure and related technologies;
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e Ensure that proposed solutions comply with applicable information security, data protection,
governance and enterprise architecture requirements; and
e Produce or maintain relevant solution architecture and technical design documentation, where
required.
This item does not require bidders to develop a complete IT Strategy as part of the bid submission.
Bidders are required to demonstrate relevant expertise, methodology and previous experience in
providing IT strategy and architecture services. Any substantial strategy or architecture assignment
required during the contract period will be separately scoped and authorised by FAIS Ombud.
Paragraph 31.1, criterion 1.1 — Please confirm whether a single ) ) ] . )
. Yes, a single reference letter should confirm that the bidder has provided support and maintenance for
reference letter may cover both Dynamics 365 support and ) . ] ) ) ) .
46. . . . . Microsoft Dynamics 365 and successfully integrated an SMS solution with the Microsoft Dynamics 365
maintenance and SMS integration for the same client, or whether
. CRM system
these must be evidenced by separate engagements.
Paragraph 31.1, criterion 1.1 — Where a client's internal policy
47. | prevents the issue of a reference letter on letterhead, will an | No, only reference letters on a client’s letterhead will be accepted as per the criteria.
alternative form of confirmation be accepted?
For the purposes of the system demonstration, bidders will be expected to conduct the demonstration
using their own demonstration or test environment. FAIS Ombud will not provide access to its production
Paragraph 32 — For the system demonstration, will the FAIS | onvironment for this purpose.
Ombud provide access to a test environment, or should bidders
48. | demonstrate on their own environment? Please also confirm the | The demonstration should illustrate the bidder’s proposed solution, relevant functionality, integration
expected duration and format of the presentation. capabilities, and how the proposed solution will address the requirements specified in the Terms of
Reference
The demonstration will be limited to a maximum of one hour and thirty minutes (1 hour 30 minutes).
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Paragraph 4.3 — Please confirm whether the two printed copies
49 and the flash drive must be enclosed together in a single sealed | The original proposal and copies may be submitted in a single sealed envelope, provided that the original

" | envelope or may be separately packaged within one sealed | proposal is clearly marked as “Original.”
delivery.
Paragraph 4.7 — Where a bidder attaches annexures such as CVs,
e Only the tender document must be initialled on the provided space. No need to initial other supporting
50. |reference letters and company certificates, must every page of q X
ocuments.

those annexures also be initialled?

Paragraph 2.1 — As the briefing session of 17 September 2026 | No. The FAIS Ombud will not publish the briefing session minutes, attendance register, or presentation

was non-compulsory, will the minutes, attendance register and | materials on its website. However, the questions asked and the responses will be published on the FAIS
51. } . . )

any presentation material be published on the FAIS Ombud | Ombud website.

website?
ISSUE DATE 18 SEPTEMBER 2026 PAGE 15 OF 3
TITLE FAIS202627-T001 -BIDDERS QUESTION AND ANSWER REPORT 22092026






