Term of Reference (TOR)
POLWA/RFP/2018/0001
Information Technology Support and Office Equipment Maintenance Services
A. Requirement – IT specialist presence 

Working time and place in the office of UNHCR - four hours a day, one day a week, remote services must be available when needed. (Number of users at the office: 8-10).
Physical installation and hardware support required for Office Infrastructure Server OIS and network devices when requested.
The IT specialist must be able to communicate in English with Division of Information Systems and Telecommunications (DIST) in Budapest, Hungary, Amman, Jordan and with WIPRO when requested.
B. Office equipment maintenance: 

Workstations support:
	· Installing and reinstalling: operating system and application software  
	- when needed



	· Application software according to the standards of User Services, (DIST);
	- when needed

	· Installation and update of specific software 
	- when requested

	· Maintenance of users’ individual printers;
	- daily

	· Maintenance of users’ UPS devices;
	- daily

	· Maintenance and update of Anti-virus software;
	- daily


Office Support:
	1. CIMT | Central ICT Management Tool

1.1.1. Site Profile

1.1.2. C&C ICT equipment procurement tracking:

1.1.2.1. Creating the standard list.

1.1.2.2. Modifying the items to fit site needs.

1.1.2.3. Tracking the supply cycle and updating each item procurement status
	- daily


	2. The UNHCR Management Portal

2.1. User Management

2.2. Mailboxes Management

2.3. Security Groups Management
	- daily



	3. Providing access control to the office, access cards management.

· Electronic processing of office materials and documents;
	- when needed

- when requested



	· Assistance during work with office and specialized programs of the office employees;
	- daily



	· Scanning of official documents and images, optic disk recording - 
	- when requested



	· Preparation, black-and-white and color print of office materials (certificates, invitations, brochures, document collections, invitations, etc.);
	- when requested



	· Computer, audio and multimedia providing during office events in or outside the office;
	- when requested


	· Opinion and advice during purchase of IT equipment and consumables, collecting offers from suppliers; when needed / when requested
	- when requested

	· Preparing computers for donation:

· Kill disk - destruction of UNHCR proprietary information

· installation of OS and application software - license clean

· Installation on site
	- when requested


Office Network and Personal Printers
	· Installation and Network Configuration;
	- when requested

	· Organizing the delivery of supplies 
	- when needed

	· Maintenance: 

· cartridges replacement

· cleaning the print path

· removing paper jams
	- when needed




Mandatory requirements 

	· Windows 2012 R2 knowledge
· Active Directory knowledge and experience
· Advance knowledge of MS Office and Windows services
· Overall understanding of networking solutions
· Multitasking skills

· Supply & inventory management skills
· Experience in communication with 3rd party vendors

· Acceptance of UNHCR Code of conduct and general terms of agreement
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