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[bookmark: _Toc130831590]INTRODUCTION
Briefly about our Georgian Card JSC 
JSC Georgian Card is a leading payment card processing organization operating a broad estate of business services, applications, technical platforms, and IT assets that support card issuing, acquiring, authorization, clearing, and settlement operations across the Georgian and regional payments market.
As part of an ongoing enterprise architecture and IT service management maturity initiative, the organization has defined a Service Catalogue Framework establishing the taxonomy, mandatory metadata, governance model, and operating rules required to build and maintain a single, authoritative source of truth for all IT services, products, systems, dependencies, and assets.
This Request for Proposal (RFP) invites qualified vendors to submit proposals for a software solution (Service Catalogue / CMDB / IT Service Management platform, or an integrated suite) capable of implementing this framework in production, including its data model, governance workflows, and integrations with existing ITSM, monitoring, and IT Asset Management (ITAM) processes.
Tender Purpose: 
The purpose of this tender is to select a vendor and software product that will allow Georgian Card to:
1. Establish a single, authoritative Service Catalogue covering Services, Products, Systems/Applications, IT Assets, and their dependencies;
1. Visualize and maintain the relationship between Teams ↔ Services ↔ Products ↔ Systems ↔ Assets;
1. Enforce mandatory ownership, metadata completeness, and lifecycle governance for every cataloged object;
1. Integrate the catalogue with existing Incident Management, Change Management, Service Request processes, GitLab and other software;
1. Support impact and risk analysis for changes and incidents based on service/system dependencies;
1. Track and report catalogue completeness, service health, and currency KPIs on an ongoing basis;
1. Provide a practical, phased implementation path starting with the organization's all critical services.
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VENDOR REQUIREMENTS
In order to qualify for the review, the bidder must meet all the requirements listed below:
· Must be able to conduct assessments/requested services in region of Georgia.
· Must be able to start within 10 (calendar days) from the signing of agreement.
· Must not face insolvency proceedings and must not be in the process of liquidation / reorganization.
· Experience with Atlassian products and cloud licensing.
· Provide references or case studies demonstrating successful implementations;
· Must have at least 5 (five) years of experience in providing similar services.
· Proven experience with Atlassian Jira Service Management (JSM) implementation and support
· Atlassian partnership or certification (Atlassian Partner status preferred)
· Experience supporting ITSM processes in the financial sector
· Demonstrated capability in system integrations (BPM, API-based integrations)
· Availability of a dedicated support team with defined response times
[bookmark: _Toc130831597]DISCLAIMER
The announcement of the tender does not oblige Georgian Card JSC to sign a contract with any of the participants and at any stage of the tender Georgian Card JSC reserves the right to terminate the tender without disclosing reason to any of the bidders.
[bookmark: _Toc130831598]EVALUATION CRITERIA
Proposals will be evaluated based on the following criteria:
· Experience and qualifications of the bidder and its personnel.
· Compliance with specified requirements
· Cost-effectiveness and value for money.
· References from previous clients.
Vendor reputation and service capabilities
[bookmark: _Toc130831599]PROPOSAL SUBMISSION
Bidders must submit a proposal that includes the following:
· Bidders are obliged to provide the documents required by the tender requirements – to the contact person, indicated in this document;
· Additional information – if needed, should be obtained or clarified by contacting  to the person – via e-mail or telephone, indicated on the cover page of this document;
· After the completion is over, the tender commission will review the bids and select the supplier with the best conditions;
· The bidder should submit the total price of the service;
· The bidder should submit a presentation of the proposed product (or service) and datasheet files;
· Proposal currency should be indicated in USD Including VAT;
· All documents and information that should be submitted by the bidder must be certified with the signature and seal of the authorized representative;
· In order to participate in the tender, it is necessary for the organization to submit the following mandatory documents:
· Suggested price list;
· Bank details (Appendix 1);
· During the tender, bidder is obliged to submit an additional legal or financial document upon the request;
· The proposal must be valid at least for 90 calendar days.
Payment Option: 
Payment Terms: In accordance with the payment, terms negotiated and stipulated in the agreement.
SCOPE OF SUPPLY
Vendors may propose a single integrated platform or a combination of tightly-integrated modules covering the following scope
In Scope
1. Service Catalogue module (business & technical service registry);
1. CMDB / Systems & Applications landscape mapping (domains → systems → modules → components);
1. Product catalogue and product-to-service linkage;
1. IT Asset Management (ITAM) integration or native asset registry;
1. Dependency mapping (integrations, data flows, third-party services, critical components);
1. Governance workflows: object lifecycle (draft/active/pilot/deprecated/retired), ownership enforcement, scheduled review cycles;
1. Integration with ITSM processes: Incident Management, Change Management, Service Request fulfillment;
1. Reporting and KPI dashboards (catalogue completeness, service health, currency/review compliance);
1. Role-based access control aligned to the roles defined in Section 6 of the attached Framework (Product Owner, System Owner, Catalogue Manager, InfoSec/Compliance, ITSM Process Owners);
1. APIs / integration connectors for source-of-truth synchronization (e.g., Git-based definitions, monitoring tools, existing ITSM tooling);
1. Implementation, configuration, data migration support, training, and post-go-live support.


Out of Scope (unless proposed as an optional add-on)
1. Replacement of existing monitoring/observability tooling (integration only is required);
1. Financial/HR systems unrelated to the IT service landscape.
Functional Requirements
The following functional requirements are derived directly from Georgian Card's internal Service Catalogue Framework (v0.1) and constitute the minimum baseline capability the proposed solution must demonstrate. Vendors must respond to each requirement using the compliance table format provided in Appendix A (Fully Compliant / Partially Compliant / Not Compliant / Configurable / Custom Development Required).
Data Model & Taxonomy
1. Support a multi-object data model distinguishing at minimum: Business Services, Products, Technical Systems/Platforms/Applications, IT Assets, and Dependencies;
1. Support a configurable taxonomy allowing services to be classified as customer-facing business services (with associated SLAs) versus internal technical systems/platforms/services;
1. Support definition of "Service Offerings" (variants, pricing/commercial terms) linked to a parent product or service;
1. Allow full traceability/linking between Teams, Services, Products, Systems, and Assets, navigable in both directions;
1. Allow configurable, minimal-but-mandatory metadata schemas per object type (see Section 4.2).
Mandatory Metadata Fields
The solution must support (at minimum) the following mandatory fields per object type, with field-level validation preventing an object from being published/activated when mandatory fields are incomplete:
Service
· Name and business-language description;
1. Owner (Accountable) and supporting team (Responsible);
1. Consumers (who uses the service);
1. Support model: support hours, escalation path, SLA/SLO targets (availability, response, resolution);
1. Criticality tier and data classification;
1. Dependencies (key systems, vendors, technology stack);
1. Lifecycle status: active / disabled / pilot / deprecated / retired;
1. Last review date and next scheduled review date;
1. Source-of-record reference (e.g., linked Git repository or definition file).
Product
1. Name and intended outcome;
1. Product owner;
1. Constituent services (linked);
1. Delivery channels (branch, mobile, API, POS, etc.);
1. Key risks/constraints (regulatory, vendor-related);
1. Lifecycle stage and roadmap (where applicable).
System/ Application
1. Name, domain, and purpose;
1. Owning team and vendor;
1. Criticality and complexity rating;
1. Key interfaces, dependencies, and constituent components/modules.
IT Asset
1. Configurable asset attributes (hardware/software/virtual resource) linked to one or more systems and services (exact schema to be finalized during implementation; vendor should describe native ITAM capability or supported ITAM integrations).
Systems Landscape & Impact Analysis
1. Provide a structured, navigable map of domains → systems → modules → components → owning teams;
1. Given a system, module, or component, allow users to identify all dependent services and products (impact analysis);
1. Allow identification of critical integrations and single points of failure across the landscape;
1. Support visual (diagrammatic) representation of the landscape, exportable for architecture documentation.
Governance & Lifecycle Workflow
1. Enforce role-based ownership: no object may be set to "Active" without a named owner and support group;
1. Enforce that Tier-1/P1-critical services cannot be marked active without documented dependencies and an escalation path;
1. Enforce that systems cannot be created/activated without an assigned domain and owning team;
1. Support configurable review cadences: quarterly reviews for Tier-1/P1 critical services and products; semi-annual reviews for all others; automated reminders/notifications for upcoming and overdue reviews;
1. Support approval/workflow steps for object creation, changes, and retirement;
1. Support role definitions consistent with: Product Owner, System Owner Team, Catalogue Manager (Process Owner), InfoSec/Compliance, and ITSM Process Owners, with configurable permissions per role.
 ITSM Integration
1. Incident Management: every incident ticket must be linkable to a specific service/system record; incident volumes must be reportable per service, with correct classification;
1. Change Management: changes must be linked to affected services/systems; the platform must prevent (or flag) registration of changes with no associated catalogue entry;
1. Service Request: service/environment/platform requests must only be raised against services that exist in the catalogue;
1. Native integration or open API/webhook support for the organization's existing (or planned) ITSM tooling is required; vendors must describe available connectors (e.g., ServiceNow, Jira Service Management, or equivalent) or custom integration effort.
IT Asset Management (ITAM) Integration
1. Native ITAM module, or documented integration capability with third-party ITAM/CMDB tools, linking hardware/software/virtual assets to systems and services;
1. Support for both manual and automated (discovery-based) asset data ingestion, where available.
Reporting, Dashboards & KPIs
1. Catalogue completeness: percentage of services with defined owner, SLA, dependencies, and classification;
1. Service health: availability, incident volume per service, uptime vs. downtime;
1. Currency: percentage of services reviewed within the last N months (configurable threshold);
1. Configurable dashboards, scheduled report exports, and role-based reporting views;
1. API or export capability for feeding catalogue KPIs into external BI/reporting tools.
Source-of-Truth & Integration Model
1. Support a "Git-native" or version-controlled definition model, or provide a robust API allowing service/product/system definitions to be created, updated, and synchronized programmatically from external sources (Git repositories, CI/CD pipelines, configuration files);
1. Support bulk import/export (CSV/YAML/JSON) for initial data population and ongoing bulk maintenance;
1. Open REST/GraphQL API for integration with internal tools, architecture repositories, and monitoring platforms.
Non-Functional Requirements
1. Security: role-based access control, SSO/SAML or OIDC integration, full audit trail of all create/update/delete actions on catalogue objects;
1. Deployment model: vendor must describe available deployment options (on-premises, private cloud, or SaaS) and describe how each meets data residency and regulatory expectations for a PCI DSS-regulated payment processing environment;
1. Localization: user interface and reporting must support both English and Georgian (or provide a clear localization/translation mechanism);
1. Availability: production SLA of at least 99.5% uptime for SaaS/hosted offerings, with documented DR/backup approach;
1. Scalability: capacity to manage at least 500 services, 200 systems, and several thousand asset records without performance degradation, with headroom for growth;
1. Extensibility: configurable metadata schemas, custom fields, and workflow rules without mandatory vendor professional services for routine changes;
1. Usability: business-user-friendly interface for non-technical stakeholders (per the framework's "User First" principle), in addition to technical/admin views;
1. Compliance: alignment with the organization's information security and PCI DSS obligations regarding data classification and access control.
 Deliverables and Implementation Services Requested
1. Discovery and requirements confirmation workshop;
1. Solution design document mapping the vendor's data model/configuration to Sections 4–5 of this RFP;
1. Configured environment (test and production) with agreed taxonomy and mandatory metadata schemas;
1. Initial data load support for the organization's top 20–50 critical services/products/systems;
1. Integration build-out with existing/target ITSM tooling (Incident, Change, Service Request);
1. Governance workflow configuration (review cadences, ownership enforcement rules, approval flows);
1. Reporting/KPI dashboard configuration;
1. Documentation (admin guide, user guide, API reference);
1. Training for Catalogue Managers, System/Product Owners, and end users;
1. Hypercare / post-go-live support period (minimum 4 weeks proposed, vendor to confirm);
1. Ongoing support and maintenance terms (SLA, response times, upgrade path).









Evaluation Criteria
Proposals will be evaluated using the weighted criteria below. Final weightings may be refined prior to issuance and will be confirmed to shortlisted vendors.
	Criterion
	Weight
	Notes

	Functional fit (Sections 4.1–4.8)
	35%
	Scored via Appendix A compliance table

	Non-functional fit (security, hosting, scalability, localization)
	15%
	

	Integration capability (ITSM, ITAM, monitoring, Git/API)
	15%
	

	Implementation approach, timeline, and team experience
	15%
	

	Total cost of ownership (license, implementation, support)
	15%
	3–5 year TCO comparison

	Vendor track record / references in financial services or payments
	5%
	



Vendor Proposal Requirements
Proposals must be structured as follows and submitted in the format specified in Section 9:
Company & Product Overview
1. Company background, years in operation, financial stability summary;
1. Product overview, architecture summary, and deployment options;
1. Relevant experience in banking, payments, or other regulated industries (references requested).
Technical Proposal
1. Point-by-point response to Section 4 (Functional Requirements) and Section 5 (Non-Functional Requirements) using the compliance table in Appendix A;
1. Description of data model configurability and taxonomy setup approach;
1. Description of ITSM/ITAM/monitoring integration approach and available connectors;
1. API/documentation samples or sandbox access, if available;
1. Security and compliance documentation (e.g., SOC 2, ISO 27001, or equivalent).
Implementation Plan
1. Proposed project plan and timeline (phased, aligned to Section 9 of the attached Framework: taxonomy setup → initial critical services → tooling → systems landscape linkage → monitoring integration → ITSM integration → governance cycle);
1. Roles and responsibilities (vendor vs. Georgian Card);
1. Data migration approach for initial and ongoing loads;
1. Training plan.
Commercial Proposal
1. License/subscription pricing model (per user, per object, tiered, or flat);
1. Implementation and professional services costs;
1. Support and maintenance costs (annual);
1. 3-year and 5-year total cost of ownership summary;
1. Any assumptions or exclusions.
References
1. Minimum two reference clients, preferably in banking/payments/financial services, with contact details for reference calls.
Terms and Conditions
1. This RFP does not constitute an offer or commitment by Georgian Card to award a contract and does not create any binding obligation on either party;
1. Georgian Card reserves the right to reject any or all proposals, to negotiate with one or more vendors, or to cancel this tender process at any time without liability;
1. All information shared as part of this RFP, and all vendor responses, must be treated as strictly confidential and may not be disclosed to third parties without prior written consent;
1. Vendors bear all costs associated with the preparation and submission of their proposals;
1. Any subcontractors or third-party components used in the proposed solution must be clearly disclosed;
1. Final contractual terms will be subject to separate negotiation and legal review, including data protection, liability, and SLA terms.
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	Information about bidder organization 

	Company Name:
	

	Company Identification Number:
	

	Company Business Address:
	

	Address 2: (if different from above)
	

	Manager Name and Surname:
	

	Manager Identification Number:
	

	Manager Phone Number:
	

	Name and Surname of the contact person:
	

	Contact Person Identification Number:
	

	Phone:
	

	E-mail:
	

	Web-page:
	

	Bank Name:
	

	Bank Code:
	

	Bank Account Number:
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