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Annex B Compliance Matrix 

Ref.
Statement of Work Requirements Compliant 

YES/NO

Bidder's comments

2.1 Functional and Performance Requirements

2.1.1.1 Citrix Gateway (NetScaler) Physical Appliances: The Contractor shall support the IAEA in the selection of 

adequate NetScaler model(s) and in the design of the desired infrastructure.

2.1.1.2 Citrix Gateway (NetScaler) Virtual Appliances (MPX and VPX): The Contractor shall support the IAEA in the 

selection of adequate NetScaler model(s) and in the design of the desired infrastructure.

2.1.1.3 Citrix Licenses for XenDesktop, XenApp and Citrix Gateway (NetScaler): The Contractor shall support the IAEA 

in the selection of the most appropriate license model for the IAEA. The Contractor shall provide both Cloud 

and On-premises licensing models. The Contractor shall give the IAEA the option to increase the licenses on 

its current form.

2.1.1.4 Citrix Maintenance: The Contractor shall support the IAEA in the estimation of the required number and type 

of maintenance contracts and in the selection of the most appropriate maintenance model for the IAEA.

2.1.1.5 The Contractor shall provide a single annual maintenance renewal for all Citrix licenses and hardware 

(appliances), such that a single contract will be placed annually for all Citrix products on a single date e.g., 

annually on 30th March.

2.1.1.6 Citrix Support: The IAEA's current Citrix license model includes the Citrix Software Maintenance Program. The 

Contractor is encouraged to offer an alternative or additional solution for Citrix support. The Contractor shall 

meet the minimum support requirements detailed in Appendix 1 and shall highlight the benefits of their offer 

compared to those of the existing Citrix Software Maintenance Program in use by the IAEA.

2.1.2.1 Citrix Engineer: Typically, this consultant shall be based in Vienna and be employed by the Contractor and 

assigned to the IAEA (as described in 2.1.3) The Citrix Engineer shall be provided within 10 working days of 

receipt of the an order, unless agreed otherwise with IAEA staff, depending on schedules and urgency. The 

estimated effort is 15 days per annum.

2.1.2.2 Citrix Consultant (provided via Citrix Professional Services): This consultant shall be employed by Citrix. The 

Citrix Consultant shall be provided within 15 working days of receipt of the order unless agreed otherwise 

with IAEA staff depending on schedules and urgency. The estimated effort is 10 days per annum.

2.1.2.3 Citrix Trainer on the administration and maintenance of Citrix products including Citrix XenDesktop, Citrix 

XenApp, and Citrix Gateway (NetScaler), who should be available within 30 working days of the IAEA 

supplying a requestreceipt of the order. The training shall be provided by a Citrix certified trainer at the IAEA 

premises, as and when requested by the IAEA in the English language. The estimated effort is 10 days per 

annum.

2.1.3 - Account management structure-The Contractor shall provide the following account management structure to support the IAEA:

The Contractor shall provide a Service Delivery Manager, a trusted advisor, to help improve the service 

delivery from the Contractor to the IAEA and to act as the contact point between the Contractor, Citrix, and 

the IAEA.

The Contractor shall assign at least 2 Citrix certified engineers to the IAEA's account. The Citrix certification 

held by the engineers shall be relevant to the Citrix products listed in Section 2.1.1. These engineers will 

perform all Citrix-related consultancies, infrastructure upgrades and maintenance at the IAEA.

2.1.4 - Account meeting

The Contractor shall schedule account status meetings at the IAEA headquarters at a minimum interval of 12 

months. 

2.1.5 - Helpdesk Service

The Contractor shall provide a 24x7 help desk service (phone, email and/or online portal) for placing orders, 

logging support tickets or escalation of support tickets.

2.1.6 - Health check

When requested, the Contractor shall provide the IAEA with an annual health check at least 12 weeks before 

each 12-month contract anniversary date regarding installed Citrix equipment, software versions, security 

enhancement, best practice implementation, systems performance and/or other technical areas agreed 

upon by the Contractor and IAEA.

2.1.6.1 The Contractor shall provide a sample format of the "Health Check" (e.g. the headings to be expected).

2.1.7 - Asset Management

The Contractor shall maintain a list of IAEA Citrix assets (hardware, software, licenses) and the corresponding 

maintenance contracts. The list of assets is to be presented to the IAEA during the Account meeting (Section 

2.1.4) and is to be reviewed with the IAEA technical team to ensure the IAEA have the correct number and 

type of Citrix assets.

2.1.8 - Price List 

The Contractor shall maintain and update every 6 months a list of Citrix goods and services for ordering by 

IAEA with part numbers and pricing. This price list must be provided in electronic format e.g. via Email or 

IAEA specific portal.

2.1.9 - Guarantee 

The Contractor shall guarantee that all supplied hardware and software:

come from the authorized channel of the producer. 

are eligible for producer's guarantee.

are eligible for producer's support and service in accordance with producer's policies.

are accompanied by valid software license.

are reported back to producer as sold to the customer.

2.1.10 - Delivery of Goods 

The Contractor shall deliver goods according to the Contract:  

-one delivery per order unless otherwise agreed with IAEA technical team.

-multiple orders may also be combined to one delivery as long as the IAEA technical contact is clearly 

marked, and the orders packed separately.

The Contractor shall notify the IAEA of an estimated delivery date within a deviation of +/- 1 week. Deliveries 

of ordered hardware shall not exceed 6 weeks, unless otherwise agreed between the Contractor and IAEA. 

The Contractor shall notify IAEA when an order is within 5 business days of delivery to the IAEA.
2.2 Technical Requirements  

2.2.1 All goods supplied shall comply with Austrian safety regulations for usage and fit for purpose

2.2.2 All goods supplied shall comply with Austrian power standards and cabling where applicable

2.1.1 - Citrix Hardware, Software, Maintenance and Support- The Contractor shall provide, as and when ordered by the IAEA, the following hardware, software, maintenance, and support. The 

Contractor shall support the IAEA in the estimation and determination of the requirement thereof:

2.1.2 - Citrix Consultancy Services- The Contractor shall provide, as and when ordered by the IAEA, Citrix experts at the IAEA headquarters (Vienna International Centre) or remotely for a 

requested period to assist in services such as the implementation of new Citrix features, optimization of the existing Citrix environment, configuration of Citrix components and Citrix 

environment health assessments.

Three types of Citrix consultancy services are required:
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3.  Marking  

3.1 All goods shall carry the producer's standard markings and identification numbers for each type of 

equipment supplied

3.2 The goods shall have all safety markings in the English language

4.  Packing  

4.1 For shipment by air to the End-User, the goods shall be packed in accordance with international standards 

that are applicable for the shipment by air of this kind of equipment.

4.2 All goods supplied shall display the IAEA Purchase Order reference number and be visible without having to 

unpack items.

4.3 All goods supplied shall include a printed and/or electronic document containing all part descriptions, part 

numbers, and serial numbers in the delivery.

5.  Quality Requirements 

5.1 The Contractor shall be a certified Silver, Gold or Platinum Citrix Partner and shall retain the Silver, Gold or 

Platinum status certification throughout the duration of the Contract.

5.2 The Contractor's technical and consultant personnel shall have the necessary certifications, i.e., Citrix 

certified, for the equipment and services provided under this agreement.

6.  Installation and Training

6.1 The Contractor shall provide/coordinate Citrix training onsite (at IAEA office in Vienna), or remotely, or at 

another Vienna location, as requested under the consultancy hours service.

6.2 Most of the installation of the equipment and services will be in Vienna and Seibersdorf in Austria.

7.  Deliverable Data Items

7.1 The Contractor shall provide all documentation, operation and servicing manuals and technical drawings in 

the English language in electronic and/or paper format where appropriate.


