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1. Introduction

ActionAid Ireland is pleased to invite tenders for its IT support services from qualified IT service providers in order to provide IT services to ActionAid Ireland. 

It is anticipated that this will typically involve 20-30 hours per month.	Comment by Karol Balfe: Good if we can give an indication of this? Just as the list has everything but might seem overwhelming? When really - it’’s not a full time gig

1.1 About ActionAid Ireland 
ActionAid Ireland is an international charity that works with women and girls living in poverty. Throughout the world, ActionAid works to strengthen the capacity and agency of people living in poverty and exclusion, especially women, to assert their rights. Supporting women and children as they claim their rights, is the most effective way for communities to lead themselves out of poverty. ActionAid Ireland is a part of a wider federation, working in over 70 countries across the globe. 

ActionAid Ireland is funded through public fundraising and a partnership with the Department of Foreign Affairs and Trade. ActionAid Ireland has achieved the “triple-lock” of good governance and reporting standards: the Board of Directors monitors compliance with the Charities Regulator Governance Code, the Statement of Guiding Principles for Fundraising and the Statement of Recommended Practice (SORP) under FRS102.

ActionAid Ireland does not have any IT technical staff, the Executive Assistant is responsible for identifying IT needs from the team and liaising with the service provider. A limited number of technical staff work for ActionAid International but do not provide direct support to ActionAid Ireland. 

Office Location:	      19, Denzille Lane, Dublin, DO2 WT72
Number of Employees:    16 employees, all with hybrid working and 2 based in the Global South
Charity details: CHY 6888, Company Reg. No. 95403, Tax No. 4732722I, Registered Charity No. 20013790

1.2 The tender details
ActionAid Ireland is inviting tenders to support our IT requirements for up to three years. 

To be appointed, a candidate will be required to provide evidence of:
· A proven track record in the effective and efficient delivery of IT services, ideally to Small Medium Enterprises or charities
· An understanding of the needs of an international NGO
· Strong Data Security and IT Security capabilities 

The successful tenderer will be appointed following an evaluation process of all submitted applications and an interview. 

2. Scope of IT services 
ActionAid Ireland is connected to a Meraki WAN Network of 30 or so other countries affiliated to ActionAid International, which is maintained by Meraki and includes a Hybrid setup of Microsoft Entra ID. 
The transition from in-house operation to cloud operation is mostly complete, with the exception of an in-house CRM package, Raisers Edge, which is currently being ported to Salesforce.  It is expected that this transition will take another six months to complete, and then all in-house servers can be shut down.

All staff use two to three year old laptops with Windows 11 Enterprise and have Microsoft 365 E3 accounts. They use SharePoint Online as their data Host.
The IT service provide will support excellence in IT management. The successful service provider will be required to provide on-site, remote and off-site support, maintenance, repair and where appropriate and in agreement with ActionAid Ireland. This includes the replacement of all IT equipment and systems. In addition, they will be required to make configurations or system changes, to install any new hardware or software as required by the development of the company. 
ActionAid Ireland is seeking service providers to provide the following essential supports: 
IT Administration:

· Help Desk Support - The IT service provider should offer superior 24x7x365 Help Desk support from Tier One to Three services, utilising industry best practice processes and procedures.
Tier 1 & 2 Helpdesk 8 – 6 Mon – Fri excluding Bank Holidays
Tier 3 – Critical Infrastructure 24 x 7
· Email support and Office 365 Administration - Setting up new users and groups, assigning users to groups, blocking old user mailboxes, resetting passwords, changing permissions as requested.
· PC Deployment – Setup of new Staff, and their PCs or Laptops on-site or remotely.
· On-Site Support – When needed, the IT service provider should be able to be on-site to assist in issues which cannot be resolved through remote access to in-house systems.  


IT Equipment maintenance, repair, updating and upgrading:

· Desktop and Laptop Support – the IT service provider must support existing and future desktop and laptop hardware.  This includes maintenance and repair, removing virsuses, installing memory as required and any updates, replacement for failed equipment, and the acquisition and provisioning of new equipment as needed.  
· Printers, Copiers and Scanners -The IT service provider must be able to support existing printers, copiers and scanners and manage related network-printing issues.
· Meeting room equipment – support with the operation of conference room facilities including TV, speakers and cables. 
· Break Fixes and Installation – The IT service provider should offer planned and on-call break/fix services, including emergency response to critical issues.

Network administration and backup:

· Business Continuity and Disaster Recovery – The IT service provider must be able to support ActionAid Ireland’s ability to recover its operations efficiently and quickly in the event of a IT risk to business. An up to date and detailed Business Recovery Plan is in place to support this. 
· Remote Backup – The IT service provider must execute a nightly backup plan for the critical servers, including an agreed program of recovery process testing. 
· Network security: ensuring we are protected and all anti-virus protections are working effectively.
· Service Levels and Reporting – The IT service provider should identify SLA’s or objectives and report back on a regular basis to ActionAid Ireland on their ability to meet these agreements or objectives.  
They should also provide relevant reporting not only based on their performance from a help desk perspective but also regarding system health, uptime, and assist in keeping an accurate hardware inventory to inform ongoing planning of maintenance, warranties, and refresh schedules.  
· Policies and compliance – The IT service will provide advice and support in relation to all IT matters including but not limited to, IT policies, standards & procedures; IT asset management; IT physical & environmental security; IT access control; information systems acquisition & maintenance; information systems incident management and business continuity planning/disaster recover planning and GDPR as it pertains to IT infrastructure. The IT service provider  should also support rules and regulations as provided by relevant governing organisations, as identified by regulatory or grant-based requirements.   

3.Tender process

Tenderers are required to submit their proposal (of no more than 15 pages length) by email to sarah.marshall@actionaid.org no later than 12 Noon on the 19th January 2026. Proposals should include:
· Brief outline of experience and track record in providing IT support services, including with charities;
· How you will meet ActionAid Ireland’s essential IT requirements in a high quality and efficient way;
· How you will work with the team to deliver excellent IT support and high levels of security; 
· Pricing breakdown
· Details of IT related services not included in the proposed contract fee
· Proof of current tax clearance
Two references from previous clients. 
Any response received after the delivery date specified will not be considered without prior written or electronic approval.

4. Selection Criteria & Process

4.1 Selection Criteria
ActionAid Ireland will evaluate the responses based on multiple criteria and will select the best overall solution to fit its needs. ActionAid Ireland is not obligated to select the lowest price bidder. All responses will be evaluated in the following areas:

· Completeness of solution
· Expertise and experience
· Demonstrated customer service quality and support
· Previous relevant experience
· Vendor strength and stability
· Account management
· Reporting capabilities
· Financial considerations

4.2 Selection Process
All responses will be evaluated as received and included in the following process: 
· Review and scoring of the responses, as well as clarification of information as deemed necessary by the evaluation team.
· Interview with a number of providers 
· Conducting site visits and/or reference calls as deemed appropriate by the evaluation team. 

5. Key Dates
Below is a general timeline outlining the process steps with estimated dates for each step of the process. 
	Task
	Completion Date

	Tender advertised
	1 December 2025

	Tenders received    
	19 January 2026, noon

	Evaluation and interview 
	Early February

	Award Contract
	Mid-February 

	Contract commences 
	Mid-February 










Thank You
ActionAid Ireland looks forward to reviewing your response and would like to thank you in advance for your participation.  The IT Service provider is very important to our continued success and effective working.  We appreciate and value your input, expertise, and feedback.
//ENDS
2

image1.png
act:onaid




image2.jpeg




