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1. Introduction About LTRC
Creation & Objectives
The Land Transport Regulatory Commission interim Act for the year 2010 stipulated that:

e In the Kingdom, a Commission called (Land Transport Regulatory
Commission) will be established with a legal personality having a financial
and administrative independence. Accordingly, it can possess movable and
immovable property and conduct all legal actions required for achieving their
objectives including holding contracts, accepting gifts and donations, having
the right to sue and to appoint prosecutor of the State Issues Administration
or any other attorney delegated to represent them for this purpose.

e The Commission location shall be in Amman and it can erect branches or
open offices anywhere inside the Kingdom.

Objective

Regulating land transport services and their control and encouraging investment in land
transport sector in compliance with the objectives of the economic and social development.

Duties and responsibilities

¢ Implementing the land transport general policy.

e Meeting the demand for land transport services and provide them a good
level and convenient cost (in the connection, it is understood that public
transport is concerned).

e Planning a land transport services network including and its facilities network
and routes.

¢ Drawing up and implementing the necessary plans for building and operating
land transport facilities.

e Determining the locations of the land transport facilities in coordination with
competent authorities, and managing supervising their services.

e Coordination with the competent authorities in connection with planning
constructions and maintenance of roads in the kingdom, and provide its
recommendations in the respect to achieve the beneficiaries public interest.

e Drawing up and developing measures for land transport accidents in
accordance with international standards and in coordination with the
relevant authorities.

2. Project Scope of Services

Land Transport Regulatory Commission (LTRC) intend to adopt E-Waybill system to
manage Waybill Document Issue in E-System can access it through the internet and
mobile applications to deal with the Waybill document Issue additional to Provide
customer services .
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Waybill document definition :- it's a document proving the contract of carriage in
accordance with the provisions of the transport of goods on the roads law No. (21) of
2006, as amended, and shows the relationship between the parties of the transfer
process to protect the rights of all parties.

LTRC is seeking a contractor capable of providing the solution and functional
requirements while demonstrating a clear and comprehensive understanding of the
services required for a successful operation management.

The contractor will be responsible for:

e Design, development and implementation of E-Waybill System.

e Provide the necessary Hardware / Software to operate the system.

e Training system users (licensed companies by LTRC, LTRC Staff).
e Operational management after project closure.

Project Objectives
e Find easy and flexible way to mobilize and Waybill document properly .
e Ensure Waybill document have the right data and information.
e Dispose of paper copies and submitting the Waybill in electronic form.
e Data integration with relevant authorities.
e Obtain statistics to help decision-makers to improve the reality of transport.
e The possibility of providing other e- services for transport companies.

e Reduction of interference persons and/or unlicensed companies to trade in
Waybill document.
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3. LTRC’s Requirements

3.1 E-Waybill System

3.1.1
1.

No oo

3.1.2

10.
11.
12.
13.
14.

15.

Functional Requirements

Issuance Waybill document from web application or / and Mobile
application

Each client can access the system with user name and password .

Each Waybill document has a unique ID .

The system must fill some fields from LoV.

The system must have the ability to print the document.

The system must have the ability to export the document to PDF.

The system should have the possibility of activating/deactivating SMS
service to send the document number of the transportation parties .

Waybill document data and information save in databases and can be
retrieve.

General Technical Features

The solution should be Build Using Latest Web Development
Technologies.

The solution should support single window service architecture.

System Interface Design is simple, appealing & consistent.

The solution supports cross-browser capabilities and work using common
browsers.

be a secure, Integrated system that provides all best practice capabilities;
Ability to supports user management on the user groups & Individual
levels

Support Dynamic Permissions & Authorization on different user
management types

The solution should provide a complete audit trail for all operations; and
identify the roles and responsibilities.

The system should provide alerts & Notification functionalities for some
operations such as approvals, follow-ups and exceptions. Further, the
system shall provide capabilities to send notifications by SMS or E mail.
contain a shared “business profile” for all Operators;

Be deployed and managed in a central location;

The solution should comply with the accounting legislations and practices
applicable as per regulations within Jordan.

The system should help in reducing the time taken in processing any
transactions through workflows.

The migration of data is important as some historical data must be uploaded
to the new system.

The system should minimize paper documentation.
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16.

17.

18.

19.

20.
21.

3.1.3

3.1.4

3.1.5

3.1.6

3.1.7

The system should be flexible to support changes in operating structure in
the future.

The system should provide a simple and Arabic user interface and easy to
use menus for the users.

Availability: the systems shall be available 24 hours per day 7 days per
week (24x7)

Auditability: ability to trace access and processing of data

Usability: the systems shall be easy-to-use

Maintainability: the systems shall be designed for ease of maintenance (e.g.
data shall be totally separate from application)

Integration
The E-Waybill system must have Facilitate to exchange and transfer the
data and information to other system.
The E-Waybill system must Provide common interfaces for data exchange.
The E-Waybill system must provide Integration capabilities through web
services with LTRC System:

a. Goods Transportation Management Information System.

b. Financial Management System.

The E-Waybill system must provide Integration capabilities through web
services with the following external stakeholders:

a. Jordan Customs

b. Ministry of Transport for (JTDWH)

c. Amman Chamber of Commerce

d. Agaba Ports Corporation

Finance Application
Contractor must provide finance module for E-Wayhill.

Mobile Application

Contractor must provide Mobile Application for E-Waybill for android
devises contain the following as minimum:-

1. E-Waybill Reflection .

2. Push Notifications.

3. Touch to Calling.

Source code

Any source code, licenses, documentation, and software procured or
developed under the project are the property of the LTRC upon conclusion
of the project. Written consent of LTRC must be obtained before sharing
any part of this information as reference or otherwise.

Hardware / Software

Contractor must provide any required hardware/ software to run and
operate the system.
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3.1.8 Administration, Security & Lookups
¢ The system will provide advanced security module for Security
Architecture Components include:
= Security Policy, Standards, Guidelines & Procedures
= User Security
= Application Security
= Platform Security
= Network Security
= Physical Security
1. system administrators will be able to manage user information, groups, and
passwords, also privileges for system screens as well as functions should be
easily controlled by the system administrators
2. The system will provide users with robust way for managing their
passwords such as providing enforcing certain standards on passwords.
3. The system will provide full control for the system lookups and general
settings.
4. The system will provide full history of transactions done on the system

3.1.9 Detailed System Requirements

Rl Description

requirements
Authentication The winning bidder is obliged to recommend, describe, design in details

and implement the system user authentication mechanism along with
information security measures in order to guarantee information

Confidentiality, integrity, availability and accountability (non-repudiation)
to meet the security level sufficient to guarantee service delivery. The

proposed solution shall support secure authentication method based on

business and functional requirements, best practices, and international
standard.

Single Sign On The winning bidder is required to develop the Web Application of the LTRC
to support identity federation standards.

Role based security The system should support role based authentication, authorization and
access control list. Role based security should be applied at all solution
layers (including: user interface). The application has to be secured against
any web based attack or misuse by a malicious user integration with
different stakeholders back-end or interface integration, automation
engine, etc at all levels; the system must offer adequate security
encompassing data security, transaction security, operational security,
network security

Reporting and | The system should include performance monitoring and reporting tools
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monitoring

both dynamic (using analysis tools) and static to generate summary,
Reports and statistics on transactions and system activities. The winning
bidder should design and implement fifty static reports that are agreed
upon during the Requirement Gathering phase.

System Archiving

In cases where information that support the submitted applications in a
hard copy format are required, it will be required that those attachments to
be scanned, uploaded on the proposed Permit Solution by applicant, and
linked to the application number in order to be accessed and retrieved for
verification purposes and later use. The proposed work permits solution
must provide archiving functionalities where all submitted applications
along with all related information are archived for future retrieval.

Language

The system should support Arabic Language

Printing

In cases where transactions require information in hard copy format, the
winning bidder should make the printing facility part of the solution.

Information Security

Security of system and exchanged transaction information should be
guaranteed at all system layers Based on I1SO 27001, ISO 27002, WSSecurity
standards including infrastructure, application, web services and integration
points, and access channels. This also includes using detective and
preventive controls for all security threats.

User interface and Help

The system provide a user friendly interface along with on-line help (in
Arabic language) for user guidance while applying for different services
transactions (through messages, wizard,)

Performance

The system should meet efficiency targets to serve volumes of transactions
and number of users described in section 2.1.5. as well as the performance
measures defined below.

The winning bidder shall propose the values of quality metrics below and
they should adhere to industry best practices which are subject to approval,
rejection or modification by LTRC and the relevant entities

System reaction time: The time taken for logging into a system or getting
connected to a network Up to 1 second intranet and up to 5 seconds
internet).

Throughput: The quantity of useful work made by the system per unit of
time . [15 request/second (intranet and internet)].

Response time: The time the system takes to respond to specific query by
the user. (Up to 1 second intranet and up to 4 seconds internet).Workload:
The capacity to handle the required volume of work in a given time frame .

Capacity: The capability of the newer system to handle a number of
simultaneous requests from the network for the application and the
volume of data that it can handle from each of the users. In addition to the
H/W capacity such as processing capability of all servers including DB, Apps,
etc. [CPU Utilization :70%, Memory Utilization: 70%)].Utilization.

Interoperability

The system should comply with interoperability and data exchange
Standards

User manual

Prepare a user manual in Arabic.
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System features

The system should support the following features: availability, scalability,
continuity of operations, usability, maintainability, Backup Solution ,
reliability

Supported web
browser

In the cases where any parts of the user interface solution were developed
web forms, those forms should support latest version of all well -known
browsers.

System administration

The system should contain administration module, to enable administrators
to perform all day-to-day administrative tasks at data, automation engine,
and application levels. The winning bidder should gather all LTRC solution
related administration requirements during business requirements
gathering and analysis phase

Table (1) Detailed System Requirements

3.2 Knowledge Transfer and Training

3.2.1 TARGET AUDIENCE
The Target Audience of the Proposed Training and Knowledge Transfer
includes all personnel using the E-Waybill System, whether LTRC staff,
transport companies, covering both Technical & Operational aspects of the
Proposed E-Waybill System. The Target Audience is primarily:
1. Senior Management and Business Users

ok~ own

System User

System Administrator
Train the Trainer
Awareness Campaign

3.2.2 TRAINING SCOPE

Training and Knowledge Transfer Scope which are necessary for proper
Operation of the System. The Proposed Training and Knowledge Transfer
Scope will address initially the following Training Types, Target
Audiences and the Delivery Methods.

1. Introduction / Coaching Training & System Orientation — A

High-Level, Brief, Introduction, & Overview of the Solution and its
individual components. The Orientation is intended for all the
Senior Management and Business Users.

2. System User Training — A classroom based, training course
designed to introduce the System Users to the application and
instruct them in the manner and details of its use.

3. System Administrator Training — A classroom based, training
course designed to impart details of the inner working of the
solution to Technically Proficient System Admins. This course will
allow Admins to Manage, Monitor, the system in addition to
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Conducting Various Administrative Tasks and engage in Frontline
Troubleshooting.

Train the Trainer: LTRC propose to follow the train-the-trainer
approach as this is not only the most effective way of presenting
training but also contributes significantly to the development of
capability within LTRC to manage the End-User Training in the
future.

Awareness Campaign — Awareness Campaign for Transport
companies on the new E-Waybill System and how they can benefit
from it. There will be many people who don’t know much about the
E-Waybill System and how they can get the benefits of using it.
The Proposed Awareness Campaign includes and not limited to the
following:

a. Use LTRC Web Site to Post Advertisements.

b. Send Bulk SMSs to Transport companies.

c. Use Social Media to Pass the Messages.

3.3 E-Waybill Operational management

The contractor will be required to manage the E-Waybill Operations under a
5-years contract.

3.3.1 Customer Service Center

Customer Service Center will be located at a place in Amman City
and will be agreed by LTRC.
Minimum staff for Customer Service Center is Seven (7)
employees, including two IT technical.
The Customer Service Center will host all required equipment,
hardware and software to meet customer service .
Customer Service Center is setup and operational prior to delivery
of the first phase.
Customer Service Center Should contain office for LTRC
supervisor.
Receive communications through communication channels to meet
customer service; communication channels:-

o voice calls through telephone or mobile phones.

o E-mail message .

o SMS message.

o Paper letter throw fax or Post box.

o Personal interviews.

All previous requests must manage in CRM System.
Customer service operations, for example, but not limited to:-

o Assist the client to in access to the E-Waybill system.
o Solve problems related to the E-Waybill system.
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Help client in enter information and data on E-Waybill
system.

Assist client to printing the Waybill.

General Q&A.

= General Services

o

Contractor will be responsible for a detailed and
comprehensive maintenance regime covering all hardware
and software on the entire system.

contractor will be responsible for a preventative
maintenance for all HW and SW.

System upgrades or software updates will be provided as
part of this RFP contract.

Contractor should Ensure data and information continued
flow with the relevant authorities.

3.3.2 Service Availability

Service Availability

E-Waybill

24*7

Customer Service Center

Saturday - Thursday
8 AM -12 AM
(16) hours daily

Table (2 ) Service Availability

3.3.3 Service Measurement

Service Measurement

E-Waybill Less than 3.6 hours of down time per 9950
month.
Average Speed of Answer 3 minute
: 0,
Customer Service Target Service Level 999% of calls
Center answered
Resolution Time <5 minutes

Table ( 3 ) Service Measurement

3.3.4 Severity Levels
= A severity one (1) issue is a problem that may severely impact the E-
Waybill availability
= A severity two (2) issue is a problem where the E-Waybill is
functioning but in reduced capacity.
= A severity three (3) issue is a medium-to-low impact problem which
involves partial non-critical functionality loss. This impairs some
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Where:

operations but allows the E-Waybill users/administrators to continue to

function.
Severity ‘ Response Time Resolution Time
1 15 minutes 2 hours
2 30 minutes 6 hours
3 45 minutes 48 hours

Table ( 4 ) Severity

Response Time is the elapsed time between sending an email explaining the
incident, opening a ticket on contractor ticketing system, or conducting a
phone call with the assigned support engineer by the contractor or
contractor’s first line of support) and the contractor acknowledging receipt

of reported incident

Resolution Time is the time taken to solve the reported incident completely.
Resolution Time is measured from the end of the defined response time for
each severity level as shown in the above table.

3.3.5 Escalation Procedure and Penalties

For incidents classified as Severity Level 1, 2, and 3, if the contractor:

e Passed the Response Time: First level of escalation will be applied by
notifying contractor’s Technical Support Manager, and assigned contact
person.

e Passed the Resolution Time: LTRC is entitled to fix the problem and to apply
penalties to the winning contractor according to the below table. All costs
incurred by LTRC for fixing the problem will be charged to the winning
contractor. The maximum total penalties will not exceed 10 % of the contract

value.
Severity ‘ Definition Penalty

1 Must be done, essential | A penalty of JD 25 will be applied to each hour
to business survival. past the resolution time for the first 24 hours
Operations can’t (25x24). If delay continues, then the penalty of
continue. JD 300 per day will be applied for a maximum

duration of 2 days. After that, a 3rd party will
be assigned to fix the problem.

2 Should be done, near A penalty of |D 100 will be applied to each day
essential to business past the resolution time for a maximum
survival. duration of 4 days. After that, a 3rd party will

be assigned to fix the problem.

3 Could be done, high A penalty of ]D 50 will be applied to each day
benefit to business if past the resolution time for a maximum
time and resources are | duration of 5 days. After that, a 3rd party will
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‘ available. ‘ be assigned to fix the problem.

Table ( 5) Penalties

4. Other Project-Related Terms

4.1 Phases and Duration

Phase Statement Duration
Calendar days
First Design and development of E-Waybill system (90 )Days
Stage Phase] | include (requirements gathering, analysis,

development, testing, supply of equipment)

The Training and knowledge transfer include (30 )Days
(Training of staff of licensed companies

Phase II (carriers, and freight forwarders), LTRC staff,
awareness workshops and campaigns)
g;:géld Phase III | E-Waybill Operational management (5) Years

Table(6) Phases and Duration

4.2 Statistics

Transport Companies 195
And freight forwarders 105
Total 300
Tab]ei 7i Transiort Comianies
Companies 5418
Individual 9905
Total 15323
Table(8) Trucks
Waybill Document Issue MF)F.e than (1)
million

Table(9) Waybill document issue
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Pricing Table

First Stage Pricing Table Details

Description

Qty

1. Software and Licenses for E-Waybill

Waybill Web Application

Waybill Mobile Application

Wayhbill Finance Application

Waybill Software Integration

gl B W N =

Waybill CRM & Messaging Software

R R | R |Rr |~

IF there any other Software or Licenses necessary to run your proposal must descript here

2. Hardware and Equipment

Data Base Servers

Backup Server

Web Servers

Laser]et Enterprise A4 Printer

Work Station PC

Scanner

R o N R R R

N| O U] B W N

Control Center Facility

Set

8

Network

Set

[F there any other Hardware and Equipment necessary to run your proposal must descript
here

3. Knowledge Transfer and Training

Training course

Set

Awareness Campaign

Set

Second Stage Pricing Table Details

Description

Option (1) E-Waybill Operational management

Qty

Total
Price

JOD

Operation Manager

1* (12 month)

CRM Employees

4 * (12 month)
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3 | System Admin (IT)

2 * (12 month)

4 Customer Service Center Facilities

12 month

5 | E-Waybill Maintenance and warranty

12 month

Option (1) Total cost

Option (2) E-Waybill Operational management per document

1 | Operation Manager 1 * (12 month)
2 | CRM Employees 4 * (12 month)
3 | System Admin (IT) 2 * (12 month)
4 | Customer Service Center Facilities 12 month
5 | E-Waybill Maintenance and warranty 12 month

Price per waybill document export

Per document

The upper limited for waybill is 750000
export documents yearly.

Total

Table(1) Pricing Table Details

Phase Pricing Table

Description

Total Price

JOD

Phasel [|Software and Licenses for E-Waybill Set
Hardware and Equipment Set
Phase I Total cost
Phase Il | Knowledge Transfer and Training Set
Phase Il Total cost
Option (1) E-Waybill Operational Yearly
management
Phase LII Option (2) E-Waybill Operational Upper limited
management yearly.

Table(2) Phase Pricing Table
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Phase Statement Duration Calendar
days
Design and development of E-Waybill system (90 )Days
Phase | include (requirements gathering, analysis,

development, testing, supply of equipment)

The Training and knowledge transfer include (30 )Days
(Training of staff of licensed companies (carriers,

Phase II and freight forwarders), LTRC staff, awareness
workshops and campaigns)
Phase III E-Waybill Operational management (5) Years
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