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Request for Tender for Microsoft Dynamics Application Development, Enhancement and Continuous Improvement Services & Support & Maintenance Services
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Who We Are
Skillnet Ireland is a national workforce development agency. We are a business support agency of the Government of Ireland, responsible for advancing the competitiveness, productivity and innovation of businesses through enterprise-led talent development.
We believe that maintaining a highly skilled workforce is essential to our national competitiveness. Our business is to ensure that businesses nationwide have the skills they need to thrive.
We currently support over 24,000 businesses and provide a wide range of valuable learning experiences to over 90,100 trainees. Our work facilitates increased participation in enterprise training and workforce learning in Ireland. 
Skillnet Ireland has a strong reputation and standing with industry, with a growing base of businesses and stakeholders engaging with us. Our Strategic Objectives 2026-2028 will evolve the Skillnet Ireland role as a national workforce development agency to become a system catalyst as a national convener that aligns enterprise, education and government around shared workforce priorities.  Our Five strategic Objectives are Driving Enterprise Competitiveness, Accelerating Business Transformation, Partnering for Progress, Fostering a Culture of Lifelong Learning, and Optimising Organisational Agility.
Further background information in relation to Skillnet Ireland can be accessed on the Skillnet Ireland corporate website at www.skillnetireland.ie  
Skillnet Ireland’s Statement of Strategy Empowering Enterprise 2026 - 2028 can be accessed at Empowering Enterprise 2026-2028 | Skillnet Ireland
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2.1 Objective of this Request for Tender
Context 
Skillnet Ireland currently uses a Microsoft Dynamics solution comprising a Customer Relationship Management system, Funding Application and Assessment Management system, End of Year Reporting system and integrated Customer Portal. These systems support key business processes and must continue to evolve in line with the changing operational, reporting, regulatory and user needs of the organisation.
As Skillnet Ireland continues to grow and evolve, there is a requirement for ongoing Microsoft Dynamics application development, enhancement, and continuous improvement services to ensure that these applications remain aligned with business needs, regulatory requirements and user expectations. This includes the delivery of enhanced functionality, optimisation of existing processes, system integrations, automation opportunities, and the adoption of platform best practices to improve efficiency, user experience and organisational effectiveness.
In addition, comprehensive support and maintenance services are required to ensure the reliability, performance, security and availability of the Microsoft Dynamics environment. The platform must support multiple business functions across Skillnet Ireland and its customer base, including Networks, Schemes, and other stakeholders, while providing the scalability and flexibility needed to accommodate future business growth and changing operational requirements.
Objective
The objective of this Request for Tender is to procure a suitably qualified service provider to support, maintain, enhance and further develop Skillnet Ireland’s Microsoft Dynamics platform, ensuring it remains secure, reliable, fit for purpose and capable of meeting future operational, regulatory and business requirements.
Through this RFT, Skillnet Ireland seeks to secure a service provider that can:
1. Provide reliable ongoing support and maintenance services for the existing Microsoft Dynamics solution;
2. Deliver application development, enhancements and continuous improvement services to ensure the solution remains aligned with business requirements and future organisational and regulatory needs; and
3. Ensure appropriate Microsoft Dynamics licensing, licence management and related advisory services are in place for all users of the solution.
The successful tenderer will be expected to provide a flexible, responsive and appropriately governed service that supports the continued performance, security, scalability and usability of the solution throughout the contract term.
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The detailed instructions regarding the format and requirements of this RFT are set out in Appendix 2.  These instructions must be observed to ensure the completeness and eligibility of the tender.
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The contract will be awarded from the qualifying tenders based on the most economically advantageous tender (MEAT) in terms of the following criteria:
	Award Criteria 
	Maximum Score Available

	Cost  
	300
	30%

	Scalability and Connectivity 
	100
	10%

	Methodology and Approach 
	100
	10%

	Relevant Experience  
	250
	25%

	Support Services 
	250
	25%

	Total Maximum Score Available 
	1,000
	100%



· Cost will be assessed based on ultimate cost (a combination of proposed cost, daily rates indicated, ongoing Licensing and support, and any other related costs) exclusive of VAT. 
Appendix 3 indicates the Pricing Schedule. 
	Cost Component Evaluation
	Weighting

	Annual Maintenance, Licencing Management & Support Cost
	40%

	Application Development & Enhancement Costs
	60%



· Scalability and Connectivity means the ability of the proposed solution to grow and accommodate any future development of the system.
· Methodology and Approach means the proposed approach to meeting these requirements includes the strategic methodology used to address any future design, integration, migration, and hosting requirements. It also includes details regarding the specific team proposed to work on the Skillnet Ireland account, their qualifications and relevant experience, including length of such experience and their level of involvement in the delivery of these services as set out in this RFT.  
· Relevant Experience refers to experience in developing and maintaining application tools, and the managing of application projects of enterprises of a similar scale and complexity. Demonstrated evidence of three (3) contracts of similar size and nature in the past three years for the services required as outlined in Appendix 1 should be supplied for this purpose. 
· Support Services refers to the support model and methodology used to provide support services to Skillnet Ireland. A detailed breakdown of the support services provided for the duration of the contract is required as part of the submission, along with any costs for ongoing support services and their associated SLAs post the lifetime of the contract.   
Notes:
· Skillnet Ireland may shortlist tenderers for interview based on the written tender, but this will not affect the final decision on contract award. Specific dates and time may be advised in due course.
· Skillnet Ireland is not obliged to accept the lowest priced tender, any tender, or any tender in its entirety. 
· Skillnet Ireland may conclude, following the evaluation of tenders, not to proceed or to proceed with a limited number of elements of the proposal. Skillnet Ireland also reserves the right to republish this request for tender. 
· Information supplied by tenderers will be treated as contractually binding.  However, Skillnet Ireland reserves the right to seek clarification or verification of any such information.
· The successful tenderer will only use consultants identified within the tender, unless otherwise agreed in writing with Skillnet Ireland.
· Skillnet Ireland is committed to green procurement and seeks to source goods and services with a reduced environmental impact where possible.
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The duration of the contract is 2 years, commencing in November 2026. Skillnet Ireland reserves the right to extend the contract for a period of up to 12 months with a maximum of 2 such extensions on the same terms and conditions, subject to the performance of the selected service provider, budget availability and ongoing business needs.   
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Tenderers must complete the ‘Pricing Schedule’ provided in Appendix 3 and indicate the tender validity period.
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Tenderers, to whom any of the circumstances listed in Article 57 of Directive 2014/24/EU governs the grounds for excluding economic operators from public procurement procedures apply, will be excluded from this competition (broadly, these circumstances are bankruptcy, professional misconduct and failure to pay taxes or social security contributions, Environmental/Social/Labor Law Violations, etc.)
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8.1 Tender Format and Delivery. The tender must be completed in accordance with the format specified in Appendix 2.  An incomplete tender will be rejected. 
8.2. Payment Arrangements. Payment for services provided will be made within 30 days of the submission of appropriate invoices. 
8.3. Provision of a valid Tax Clearance Certificate or declaration demonstrating that tenderers have fulfilled obligations relating to the payment of taxes under the law or of the relevant State in which the economic operator is established will be a pre-condition for payment. 
8.4. Confidentiality and Intellectual Property. Skillnet Ireland requires that all information provided pursuant to this invitation to tender be treated in strict confidence by tenderers.  The successful tenderer shall be required to comply with Skillnet Ireland confidentiality and non-disclosure agreements and to comply with all applicable Irish legislation relating to the processing of personal data.  The successful tenderer shall comply with all applicable requirements of the Data Protection Laws, take all reasonable precautions to preserve the integrity of any Personal Data which it processes, prevent any corruption or loss of such Personal Data and ensure that all personnel who have access to and/or process Personal Data are obliged to keep the Personal Data confidential. 
8.5. Intellectual Property. In the event of being successful in this tender, please note that title rights, copyright and any other intellectual property or other interest whatsoever in material collected or produced in connection with the above assignments shall be vested in Skillnet Ireland and you will hereby irrevocably and unconditionally waive in favour of Skillnet Ireland any and all moral rights conferred on you by the Copyright and Related Rights Act 2000 (and any amendments or re-enactments thereto) in respect of such material.
8.6. Freedom of Information Act 2014 (the Act). Skillnet Ireland will endeavour to hold confidential any information provided in this tender, subject to its obligations under law, including the Act.  Should the tenderer wish that any of the information supplied in this tender not be disclosed because of its sensitivity, the tenderer should, when providing the information, identify the sensitive information and specify the reason for its sensitivity.  Skillnet Ireland will consult with the tenderer about this sensitive information before deciding on any Freedom of Information request received.  If third parties request information pursuant to the Act, unless this information has been identified as being sensitive, with supporting reasons, then it is likely to be released in response to a Freedom of Information request.
8.7. Conflicts-of-Interest. Any potential conflicts-of-interest involving a tenderer must be fully disclosed to Skillnet Ireland. This should include any direct links or involvement which you have had with Skillnet Ireland and Skillnet Business Networks. Failure to disclose conflicts-of-interest and/or potential conflicts-of-interest may disqualify a tenderer or invalidate an award of contract, depending on when the conflicts-of-interest comes to light. 
8.8. Right of Cancellation. The award of a tender does not give rise to any enforceable rights by the successful tenderer. Skillnet Ireland may cancel the tender process at any time, prior to a contract being entered into. 
8.9. No Additional Fees or Costs. No additional fees or costs, other than those quoted by the tenderer in the Pricing Schedule in Appendix 3 will be paid and any additional fees or costs will be borne by the tenderer themselves. Skillnet Ireland will not be liable in respect of any costs incurred by tenderers in the preparation of tenders, or any associated work effort. 
8.10. Insurance. Tenderers may be required to demonstrate that an appropriate level of Professional Indemnity Insurance is in place prior to any contract being agreed pursuant to this request for tenders.
8.11. Non-exclusivity. Nothing in this Agreement shall preclude the Client from purchasing public relations services (or related Services) from a third party at any time during the currency of the Agreement.
8.12. Media No media releases, public announcements or public disclosures relating to this Agreement or its subject matter, including but not limited to promotional or marketing material, shall be made by the Contractor without the prior written consent of the Client.
8.13. Environmental and Sustainability Management Practices -Tenderers shall provide a brief statement (maximum 2 pages) outlining their environmental management arrangements, sustainability policies and the measures they will apply to minimise the environmental impact of delivering the Services outlined in this tender.
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[bookmark: _Toc106106751][bookmark: _Toc1864264636]Contract Scope
Skillnet Ireland intends that the Microsoft Dynamics (IT Software) services described within this Request for Tender comprise a single integrated service encompassing:
1. Application Development, Enhancement and Continuous Improvement Services; and
2. Annual Maintenance, Licensing management and Support Services
Tenderers acknowledge that Skillnet Ireland may require additional development, enhancement, configuration, integration, reporting, regulatory compliance, accessibility, security and business process improvement services during the Contract Term and any extension periods.
Such services form part of the scope of this procurement and shall be delivered using the rates and pricing mechanisms set out in the Pricing Schedule.

1. Application Development, Enhancement and Continuous Improvement Services 
Skillnet Ireland requires the provision of Application Development, Enhancement and Continuous Improvement Services in respect of its existing Microsoft Dynamics platform. 
The successful Tenderer shall provide services including, but not limited to: 
· Development of new functionality, modules and business capabilities. 
· Enhancement of existing functionality and system features. 
· Workflow design, configuration and optimisation. 
· User interface and user experience improvements. 
· Development of reports, dashboards and data analytics capabilities. 
· Integration with internal and external systems. 
· Data model enhancements and configuration changes. 
· Performance, security and accessibility improvements. 
· Legislative, regulatory and policy-driven system changes. 
· Defect remediation and technical improvements. 
· Business-driven change requests and continuous improvement initiatives. 
· Technical design, business analysis, development, testing, deployment and release management associated with such changes. 

2. Annual Maintenance, Licensing and Support Services 
The successful Tenderer shall provide annual maintenance, Licensing and support services for the Microsoft Dynamics platform to ensure its continued operation, performance, security and availability. 
Services shall include, but not be limited to: 
· Incident management and issue resolution. 
· Helpdesk and user support services. 
· Technical support for system administrators and key users. 
· Corrective maintenance and defect resolution. 
· Preventative maintenance activities. 
· Security monitoring, vulnerability remediation and patch management. 
· Software updates and releases. 
· Monitoring and performance optimisation. 
· System health checks and technical reviews. 
· Backup, recovery and business continuity support. 
· Service reporting and governance meetings. 
· Knowledge transfer and documentation updates. 
· Provision of proactive guidance where new support requirements arise, identifying and evaluating available options and recommending best practice solutions.
· The Tenderer shall propose Service Levels and Key Performance Indicators covering areas such as service availability, incident response times, incident resolution times, escalation procedures and reporting arrangements. 
· Monitoring of licence consumption and usage to ensure compliance with vendor licensing terms and conditions. 
· Provision of licensing advice and recommendations, including identification of opportunities for licence optimisation and cost efficiencies. 
· Coordination and support for licence renewals, additions, removals and amendments as required during the contract term. 
· Notification of changes to vendor licensing models, product entitlements or licensing requirements that may impact Skillnet Ireland. 
The Tenderer shall propose Service Levels and Key Performance Indicators (KPIs) covering, at a minimum, service availability, incident response times, resolution times, escalation procedures, licence administration activities and service reporting arrangements. 
Development Work Packages 
Skillnet Ireland reserves the right to procure Application Development, Enhancement and Continuous Improvement Services during the term of the contract and any extension periods. Such services shall be delivered at the rates tendered and may include enhancements, new functionality, integrations, reporting developments, regulatory changes, business process improvements and other system evolution requirements that arise during the lifecycle of the solution. 
Skillnet Ireland cannot predict all future business, operational, regulatory, technical or legislative requirements that may arise during the lifecycle of the system. Skillnet Ireland reserves the right to commission individual development, enhancement or continuous improvement initiatives throughout the term of the contract. 
Accordingly, the successful Tenderer may be required to deliver:
· New functionality and modules;
· System enhancements and improvements;
· Workflow and process automation;
· User experience improvements;
· Reporting and dashboard developments;
· Integrations with internal and third-party systems;
· Data migration and/or data model and configuration changes;
· Security, accessibility and performance improvements;
· Legislative and regulatory changes; and
· Other business-driven development requirements.
The inclusion of these services within the Contract is intended to provide Skillnet Ireland with flexibility to address future requirements without the need for a separate procurement exercise where such requirements fall within the scope of the original Contract.
Work packages shall be priced and approved on a case-by-case basis using the tendered rates. 
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In submitting the proposal, tenderers must respect all instructions, forms and terms and conditions contained in this RFT. Failure to submit all the required information within the specified deadline may lead to rejection of the tender. 
Tenderers must observe the following:

1. General Information
Tenderers shall provide the following general information:
· Company name and address
· Company registration number (CRO) 
· Name of the contact person
· Telephone number and email address of the contact person
· A brief summary/overview of the company (not brochures or PowerPoint presentations).


2. Pricing
Tenderers shall complete the Pricing Schedule provided in Appendix 3 clearly indicating the cost of each individual element outlined, priced inclusive of all fees, and, where applicable additional charges, necessary for completion of the assignment. 

3. Tender Validity
Tenderers shall indicate the tender validity period, i.e. the period for which the quoted prices are valid – part B of Appendix 3.

4. Method Statement 
Tenderers shall describe their proposed approach and methodology for delivering the services specified in Appendix I. The Method Statement should include:
1. Service mobilisation and transition, including onboarding, knowledge transfer, documentation review and commencement arrangements.
2. Service management and governance, including roles, responsibilities, reporting, review meetings and escalation procedures.
3. Support delivery model, including helpdesk arrangements, incident and request management, service hours, prioritisation and proposed service levels.
4. Application development and continuous improvement, including how requirements will be assessed, estimated, prioritised, approved, developed, tested and deployed.
5. Quality assurance and release management, including testing, change control, deployment, rollback and post-release support.
6. Security, compliance and risk management, including vulnerability management, access controls, data protection, business continuity and disaster recovery.
7. Resource and capacity management, including the availability of appropriately skilled personnel, continuity of key resources and management of peaks in demand.
8. Performance monitoring and reporting, including proposed KPIs, service reports and arrangements for addressing underperformance.
9. Knowledge management, including maintenance of technical and user documentation and knowledge transfer to Skillnet Ireland.
10. Innovation and continuous improvement, including how the tenderer will identify and recommend opportunities to improve efficiency, usability, performance, security and value for money.

5. Experience of the Organisation 
Tenderers shall provide information on their organisation, outlining details including:
· Relevant expertise in delivering comparable projects of similar scale and complexity.
· Details of three similar contracts undertaken of similar size and nature in the past two years, that include a range of services similar to that being outlined in Appendix 1, should be supplied for this purpose.
· List three organisations worked with in the past two years that Skillnet Ireland may contact for reference checking. The services provided should be similar to that being proposed and have been undertaken within the last two years.

6. Project Team 
Tenderers shall provide information on the team proposed to manage this account outlining details including:
· Extent of the experience of each of the proposed account team members. 
· Details of relevant experience and their respective qualifications. 



7. Tender Submission 
Tender submission (soft copy only) must be submitted through the eTenders website.
The deadline for receipt of tenders is 1pm on 13th November 2026 Late tenders will not be accepted. 
Skillnet Ireland may shortlist tenderers for interview based on the written tender, but it will be for clarification and will not form part of the final decision on contract award. 

8. Queries
Every effort has been made to ensure that this RFT contains all the necessary information for completion of tenders. However, in the interest of equity for all tenderers, requests for additional information, clarification on the contents of this RFT and all other queries of substance (other than those relating to purely factual or procedural matters) must be submitted via the eTenders website by 1pm on 5th November 2026 Responses to all queries received regarding this tender will be made available to all interested parties.

9. Further Information
Relevant background information in relation to Skillnet Ireland can be accessed on the Skillnet Ireland website at www.skillnetireland.ie.
[bookmark: _Toc106106752][bookmark: _Toc64942377]












[bookmark: _Toc240454911]APPENDIX III – PRICING SCHEDULE

Note: 
· The cost proposed should be inclusive of all fees, charges, administration, project management or other costs necessary to deliver these services.
· Please note that travel costs, travel time, subsistence and other incidental expenses are not reimbursed by Skillnet Ireland.
· Any other third-party costs must be agreed in advance with Skillnet Ireland.
· The rates submitted shall remain fixed for the initial contract term and any extension period unless otherwise stated in the Contract.

To be completed by the tenderer:
Part A - Pricing Schedule for Assignment 
Pricing Schedule A: Annual Maintenance & Support Services
	Item
	Description
	Daily/Monthly/Quarterly Cost (delete as appropriate) Ex VAT
	Total Cost
Ex VAT

	A1
	Annual Application Maintenance & Support Service
	Insert €
	Insert € 

	A2
	Annual Software Updates, Licensing & Patch Management
	
	

	A3
	Annual Service Management & Reporting
	
	

	A4
	Annual Security Monitoring & Vulnerability Management
	
	

	A5
	Annual System Health Checks & Performance Reviews
	
	

	Total
	Annual Maintenance & Support Services
	
	


Pricing Schedule B: Application Development, Enhancement and Continuous Improvement Services
	Please include hourly rates for all appropriate staff (excluding VAT), to include the listed below.
	Hourly Rate
(ex VAT)
Insert €
	Daily Rate
(ex VAT)
Insert €
	Annual Costs

	Business Analyst
	
	
	

	Solution Architect
	
	
	

	Technical Lead
	
	
	

	Senior Developer
	
	
	

	Developer
	
	
	

	Quality Assurance / Tester
	
	
	

	Project Manager
	
	
	

	Data Specialist
	
	
	

	Trainer / Change Management Specialist
	
	
	

	Other (please specify if any)
	
	
	

	Note: Above list is not exhaustive and the services of staff with alternative roles to the above may be required
	
	
	



Annual Licensing Costs
	 
	Licencing Costs (Yearly) - Breakdown Table 

	Role (see levels/roles below) 
	Price per user 
	No of Licences 
	Year 1 
	Total Costs (Ex VAT) (per year per user) 

	Power Apps Premium
	 
	25
	25
	 

	Power App Per App
	 
	45 
	45 
	 

	Power Automate Premium 
	 
	2
	2
	 

	Dynamics 365 Sales Enterprise
	 
	1
	1
	 

	Other license Type
(Please define as required)
	
	
	
	

	Other license Type
(Please define as required)
	
	
	
	

	Total Licencing Costs (Yearly)  
	 
	 
	 
	



Pricing Evaluation Note
The estimated total value of Application Development, Enhancement and Continuous Improvement, Maintenance & Support Services that may be commissioned during the Contract Term and any extension periods is up to €210,000 (exclusive of VAT). This figure represents an estimate only and does not constitute a guaranteed spend commitment.
For tender evaluation purposes, Tenderers shall provide rates and costs for both Maintenance and Support Services and Application Development, Enhancement and Continuous Improvement Services. The estimated quantities included within the Pricing Schedule are provided solely for evaluation purposes and do not constitute a commitment by Skillnet Ireland to purchase any specified volume of services.

Contract Provision
Skillnet Ireland reserves the right to procure Application Development, Enhancement and Continuous Improvement Services throughout the duration of the Contract and any extension periods. Such services shall be commissioned on an as-required basis and priced using the rates submitted in the Tenderer's Pricing Schedule. No minimum volume of development work is guaranteed under the Contract.

Pricing Mechanism
All Application Development, Enhancement and Continuous Improvement Services shall be priced using the rates submitted by the Tenderer within the Pricing Schedule.
Skillnet Ireland reserves the right to request any of the below for individual assignments or projects during the Contract Term.:
· Fixed-price quotations;
· Time and materials quotations;
· Statements of Work;
· Work packages; or
· Change proposals


Optional Capacity Pricing 
	Item
	Unit
	Rate (€ Ex. VAT)

	Development Services
	Per Day
	€

	Development Services
	Per 10-Day Block
	€

	Development Services
	Per 20-Day Block
	€

	Development Services
	Per 50-Day Block
	€



PART B   – Pricing Schedule Tender Validity

	I, ……………………………………………………, confirm that the prices quoted are valid for a period of …………………………………….

	Name: 
……………………………………………..
	Signed: 
…………………………………….
	Date: 
………………………………….
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