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1. [bookmark: _Toc26451276][bookmark: _Toc37766212][bookmark: _Toc37788703][bookmark: _Toc37847899][bookmark: _Toc38458357][bookmark: _Toc38459291][bookmark: _Toc50971456][bookmark: _Toc37766213][bookmark: _Toc37788704][bookmark: _Toc37847900][bookmark: _Toc38458358]INTRODUCTION
1.1. [bookmark: _Toc38459292][bookmark: _Toc50971457]Information about a company 

1.1.1. Lithuanian Railways (LG) is a state-owned company whose sole shareholder is the Ministry of Transport and Communications of the Republic of Lithuania. The company is headquartered in Vilnius. LG is proud of its 150-year history and currently considered as the major transport company in the Central Europe and the Eastern Europe. LG is taking the second place in the European Union according the intensity of rail freight and serving significant international freight flows. LG manages the domestic railway traffic, ensures passenger and freight transportation, railway infrastructure construction and maintenance, rolling stock repair and maintenance services. LG Group of Companies:
· JSC „LG CARGO“;
· LLC „LG Passengers“;
· JSC „LG Infrastructure“;
· LLC „Vilnius Locomotive Repair Depot“;
· LLC „Railway Construction Center“.
1.1.2. According to data of the first half of the year 2019 LG carried 26.9 M tons of freight and 2.8 M of passengers; income has reached 243.2 M EUR. 9.351 employees has worked for LG Group. 
1.1.3. Since the beginning of the year 2018 LG Group has begun to carry out a strategic transformation program consisting of 7 strategic areas:
· Creation of value for a shareholder and society;
· Leading freight carrier;
· The first choice for passengers; 
· Safe and sufficient infrastructure; 
· Growth in value of subsidiaries' businesses;
· Operational excellence and corporate management;
· Respectful and environment-conscious organisation, caring about the society and each other.
1.1.4. LG group is a member of the following international organizations:
· Community of European Railway and Infrastructure Companies (CER);
· International Union of Railways (UIC);
· International Rail Transport Committee (CIT);
· European Union Agency for Railways (ERA);
· Organization for Cooperation of Railways (OSJD);
· Council for Rail Transport of CIS States and the Baltic States.






























2. [bookmark: _Toc26451277][bookmark: _Toc37766214][bookmark: _Toc37788705][bookmark: _Toc37847901][bookmark: _Toc38458359][bookmark: _Toc38459293][bookmark: _Toc50971458]TERMS

1 
2 
2.1 Purchaser – AB „Lietuvos geležinkeliai“ (hereinafter referred to as – LG). 
2.2 Vendor – economic entity – a natural person, a private legal entity, a public legal entity, other organizations and their divisions or a group of such persons the Purchaser makes the Agreement with. 
2.3 Agreement – the Agreement made between the Supplier and Purchaser with respect to the Object of procurement. 
2.4 System – Customer relationship management CRM tool working on the principle of the Software as a Service (SaaS). 
2.5 Products – System software with all licenses necessary for its functioning. 
2.6 Services – manufacturer’s technical support and warranty, installation and uploading of data from current systems to the new System, adaptation of the System to needs of the purchaser by means of configuration, additional System development training services. 
2.7 Lease of a license with support – covers lease, support and maintenance of licenses. 
2.8 Warranty – recovery of errors made during installation at the expense of the Supplier. 
2.9 Order – a Purchaser’s order for particular Products and/or Services stipulated in the Agreement.


















3. [bookmark: _Toc26451278][bookmark: _Toc37766215][bookmark: _Toc37788706][bookmark: _Toc37847902][bookmark: _Toc38458360][bookmark: _Toc38459294][bookmark: _Toc50971459]PROCUREMENT OBJECT

1. 
3 
3.1.  According to this technical specification, LG is seeking to buy customer relationship management (CRM) tool license subscription and high qualification maintenance, installation (including training and integrations implementation, data migration) services. 
3.2. The procurement object consists of: 
3.2.1. Software as a service CRM license subscription, including its maintenance, supply and warranty services.
3.2.1.1. CRM tool users groups and key functions:
	Users
groups
	Key 
functions

	Sales project managers
	· Search for new customers and carries out maintenance of existing customers (Lithuania and abroad);
· Ensures strong relationships with clients plans and makes visits;
· Analyzes, forecasts sales;
· Ensures implementation of sales goals;
· Ensures sales management throughout their life cycle;
· Prepares sales contracts, ensures implementation;
· Analyzes customer needs, selects most optimal solutions;
· Prepares proposals, consults clients, negotiates;
· Presents and sells services provided by the company;
· Analyzes competitive environment;
· Analyzes lost sales and their reasons;
· Controls activities of sales agents;
· Works closely with others company divisions in a sales process (delegate tasks, monitor and control their performance).

	Customer service managers
	· Prepares contracts, contract renewals, ensures implementation;
· Ensures problem management throughout their life cycle;
· Analyzes contract, problem, request data, tasks status;
· Prepares information letters for clients and makes mass communication;
· Analyzes contract information – execution, debts;
· Makes suggestions on contract changes, additions, terminations;
· Registers customer requests, orders, coordinates execution;
· Makes sales (including including additional sales) for small and medium-sized clients;
· Works closely with others company divisions in Customer services processes (delegate tasks, monitor and control their performance).

	Marketing managers
	· Analyzes the competitive environment, provides insights;
· Makes mass communication, customer surveys;
· Prepares, executes marketing campaigns, analyzes effectiveness;
· Organizes, coordinates events, analyzes effectiveness;
· Analyzes customer data by target segments, provides insights;
· Analyzes customer loyalty data, provides insights;
· Generates sales leads.

	Managers
	Heads of sales, customer service departments/divisions/groups:
· Develops and manages sales/customer service strategy;
· Executes activities planning, controls activities;
· Sets goals, ensures their implementation;
· Controls, analyzes team work, performance, results;
· Delegates, allocates, prioritizes tasks;
· Ensures regular sales/customer service processes improvement.

	Sales 
agents
	Dealers are 3rd party retailers - sell the services of the Service Provider and get commission for those sales. Dealers focus on to acquire new customers. 

	Team
members
	Users involved in sales, customer service processes as tasks executors or users who need to view certain data, prepare reports using system data.

	System administrators
	Administers users, assigns rights and roles to them. Consults on technical issues. Makes system configurations and etc.



3.2.1.2. Number of CRM tool users by target groups and stages:
	Number of users
by target groups
	Stage I
	Stage II
	Stage III

	
	Number of users

	Number of users

	Number of users


	Main users:

	Sales project managers
	24
	50
	70

	Customer service managers
	24
	50
	80

	Marketing managers
	3
	5
	10

	Managers
	9
	15
	20

	Sales agents
	10
	10
	30

	System administrators
	2
	5
	10

	Related (team members)
	50
	160
	260

	Total:
	122
	295
	480


Supplier must present the licenses which fully support CRM tool scenarios as specified in Appendix 1 – Functional Requirements. If the licenses are limited in time, the Supplier presents licences allowing using the Software at least for 5 years with a possibility to extend. 

[bookmark: _Hlk37756069][bookmark: _Hlk37755883]The obligation of the buyer to buy licenses for 72 target system users (sales project managers, customer service managers, marketing managers, managers, sales agents, system administrators) and 50 related (team members) system users specified in Stage I. 
Maximum number of target users – 220 specified in Stage II and Stage III  (sales project managers, customer service managers, marketing managers, managers, sales agents, system administrators) and the number of related users, maximum - 260 (team members) isn‘t the Buyer’s obligation to buy. LG will purchase the item  according to the need. 

3.2.1.3. Warranty services. Updates and error corrections should be included in warranty terms and conditions.  
3.2.2.  The CRM tool installation works which must include (but not limited to) the following main installation stages and necessary integrations between installation fields and / or functional components and other information systems:
3.2.2.1.            Analysis of requirements, business process analysis (targeted and related);
3.2.2.2. Project planning;
3.2.2.3. Configuration and installation design;
3.2.2.4. Configuration and installation;
3.2.2.5. Testing;
3.2.2.6. Training materials, including preparation of instructions;
3.2.2.7. Trainings of the CRM tool, for users, ambassadors, and system administrators;
3.2.2.8. Installation;
3.2.2.9. Pilot testing;
3.2.2.10. Supplier project management;
3.2.2.11. Data migration (including migration plan);
3.2.2.12. Integration implementation (including but not limited with programming);
3.2.2.13. Maintenance services (about 75 hours per month). These services will be ordered by     an individual order of the Buyer.
3.3. The object specified in paragraph 3.1 is not divided into parts. Implementation of all parts of the procurement object requires systematic, consequent content that would not be ensured by dividing the procurement object into separate parts or entering into separate contracts. 
3.4. The proposal must be provided for the entire scope of procurement and for purchase terms and conditions specified in the technical specification. 
3.5. Service location - Supplier, Buyer and LG Group of Companies premises. The services may be provided remotely if agreed with the Buyer. Specific addresses for the provision of services and provision of remote services will be agreed with the Buyer during revision of a service provision schedule. 





4. [bookmark: _Toc37766216][bookmark: _Toc37788707][bookmark: _Toc37847903][bookmark: _Toc38458361][bookmark: _Toc38459295][bookmark: _Toc50971460]PROJECT REVIEW

4.1. [bookmark: _Toc38459296][bookmark: _Toc50971461]Current situation

1. [bookmark: _Toc36926350][bookmark: _Toc37766217][bookmark: _Toc37788708][bookmark: _Toc37847904][bookmark: _Toc38458362]
2. 
3. 
4. 
LG's customer relationship management tools don‘t meet the minimum requirements for a CRM information system: limited functionality and configuration options, no integrations with other LG‘s systems and limited opportunities to develop them, complicated system adaptation to changing business needs. Although customers play an important role in ensuring the company's business continuity, customer relationships are managed with individual tools that don‘t meet business needs.

4.2. [bookmark: _Toc37766218][bookmark: _Toc37788709][bookmark: _Toc37847905][bookmark: _Toc38458363][bookmark: _Toc38459297][bookmark: _Toc50971462]Project Objectives

Ensure that activities of the LG group of companies would be more effective in building customer relationships  - making real sales plans, ensuring their implementation, generating additional revenue from customer interactions. Increase efficiency of sales, customer service processes based on the best customer relationship management practices. Ensure efficiency of business processes between the company and the outside world, to attract more new customers and increase customer retention.

4.3. [bookmark: _Toc50971463]KEY TASKS:
· Ensure the efficiency of sales and customer service activities;
· Increase sales;
· Increase customer and employee satisfaction;
· Increase customer loyalty and retention;
· Centralize customer data management and ensure easy access to key information.

4.4. [bookmark: _Toc37766219][bookmark: _Toc37788710][bookmark: _Toc37847906][bookmark: _Toc38458364][bookmark: _Toc38459298][bookmark: _Toc50971464]Project Scope

2. 
2.1. 
2.2. 
2.3. 
2.4. 
4.4.1. Procurement consist of the CRM tool license subscription together with tool maintenance, installation (including trainings and integrations), development services; a contract must be made for 5 years since signoff day with a possibility to extend. The procurement object has been detailed in chapter 3.
4.4.2. The Supplier must familiarize itself with current customer relationship management processes of LG Group and provide consultations in order to efficiently use functionality of the CRM tool. 
4.4.3. The CRM license subscription model must meet the following requirements: 
a) Licenses should be subscripted with maintenance services; 
b) The price of the proposed licenses and their maintenance must be clear for the functional scope indicated at the time of the submission of the proposal and it is mandatory for it to vary according to the number of users;
c) For the duration of the contract, the number of licenses will be determined on the basis of number of identified users; 
d) License fees must vary between the minimum and maximum limit of quantities:
· minimum number target users – 72 (sales project managers, customer service managers, marketing managers, managers, sales agents, system administrators) and 50 related users (team members);
· maximum number of target users – 220 (sales project managers, customer service managers, marketing managers, managers, sales agents, system administrators) and 260 related users  (team members).
· The Buyer undertakes to pay for 72 pcs of licences for target users (sales project managers, customer service managers, marketing managers, managers, sales agents, system administrators) and 50 pcs of licences for related users (team members) even if the number of customers is less than 72 target users (sales project managers, customer service managers, marketing managers, managers, sales agents, system administrators) and 50 related users (team members);
e) When calculating an applicable price is rounded to the 2 (second) digit after a decimal point;

4.5. [bookmark: _Toc37766220][bookmark: _Toc37788711][bookmark: _Toc37847907][bookmark: _Toc38458365][bookmark: _Toc38459299][bookmark: _Toc50971465]Organizational scope

The project shall cover business units of LG Group of Companies:
· JSC LG CARGO;
· LLC LG Passengers;
· JSC LG Infrastructure;
· LLC Vilnius Locomotive Repair Depot;
· LLC Railway Construction Center;
· JSC Lithuanian Railways, Asset Management Service Center.

4.6. [bookmark: _Toc37766221][bookmark: _Toc37788712][bookmark: _Toc37847908][bookmark: _Toc38458366][bookmark: _Toc38459300][bookmark: _Toc50971466]Mandatory Requirements

2.5. 
2.6. 
4.6.1. The CRM tool must have the following functional fields or equal ones as they are defined in Appendix 1– Functional requirements: 
a) Results management (KPI-S and reporting);
b) Sales management;
c) Contract Management;
d) Sales Account Management;
e) Customer Information Management;
f) Customer Service Representative Toolbox;
g) Customer Problem Management;
h) Case Management;
i) Sales Aids;
j) Customer Insight Management;
k) Reporting.

4.7. [bookmark: _Toc37766222][bookmark: _Toc37788713][bookmark: _Toc37847909][bookmark: _Toc38458367][bookmark: _Toc38459301][bookmark: _Toc50971467]Functional requirements

4.7.1. The functional requirements of the CRM tools are specified in Appendix 1 - Functional requirements.

4.8. [bookmark: _Toc37766223][bookmark: _Toc37788714][bookmark: _Toc37847910][bookmark: _Toc38458368][bookmark: _Toc38459302][bookmark: _Toc50971468]Technical requirements

2.7. 
2.8. 
4.8.1. The non-functional requirements of the CRM tools are specified in Appendix 2 – Non-functional requirements.
4.8.2. The CRM tool must have integrations with other systems considering technical requirements described in Appendix 2 – Non-Functional Requirements.

4.9. [bookmark: _Toc37766224][bookmark: _Toc37788715][bookmark: _Toc37847911][bookmark: _Toc38458369][bookmark: _Toc38459303][bookmark: _Toc50971469]Project implementation

2.9. 
4.9.1. Proposed project implementation in stages by business units:
· Stage I:
· JSC LG CARGO.
· Stage II:
· JSC LG Infrastructure;
· LLC Vilnius Locomotive Repair Depot.
· Stage III:
· LLC LG Passengers;
· LLC Railway Construction Center;
· JSC Lithuanian Railways, Asset Management Service Center.
4.9.2. [bookmark: _Hlk37256647]Stage I of the project should be implemented within recommended stages and time frames specified in a table below.
	
	Project activities
	Period

	1.
	Project planning
	Up to 30 c.d.

	2.
	Configuration and installation design
	Up to 30 c.d.

	3.
	Configuration and installation
	Up to 60 c.d.

	4.
	Integration implementation
	Up to 60 c.d.

	5.
	Data migration, import
	Up to 60 c.d.

	6.
	Preparation of training materials and training
	Up to 60 c.d.

	7.
	Testing 
	Up to 30 c.d.

	8.
	Pilot testing
	Up to 30 c.d.



· The Supplier based on its experience and best practice within 30 c. d. must offer a detailed project implementation plan. 
· Specified activities and time frames for implementation of the project shall be applied for the first phase of the CRM tool implementation. The scope of the first phase will be defined during project planning stage. After testing and pilot testing stages will be completed, additional business units could be migrated.
· Go live of the CRM tool should be taken place within 5 months after signing the contract. 



4.10. [bookmark: _Toc37766225][bookmark: _Toc37788716][bookmark: _Toc37847912][bookmark: _Toc38458370][bookmark: _Toc38459304][bookmark: _Toc50971470]Project implementation deliverables

3. 
4. 
4.1. 
4.2. 
4.3. 
4.4. 
4.5. 
4.6. 
4.7. 
4.8. 
4.9. 
4.10. 
4.10.1. Required documents and deliverables, which should be prepared by the Supplier, are provided in a table below. Final deliverables with descriptions, dates, should be agreed in project planning phases. 
4.10.2. Sequence of deliverables specified in the table may be changed. When developing a CRM  tool implementation plan, the Supplier will have to offer the most appropriate CRM tool implementation plan based on his experience and best practices. 
4.10.3. During CRM tool implementation plan creation and agreement, Supplier must agree deliverable acceptance matrix with deliverable acceptance roles, units, entities.
4.10.4. All deliverables provided by the Supplier should be compatible with Microsoft Office software formats (XLS(X), DOC(X), PPT(X), MPP, VSD). If the Supplier provides the deliverables in another format that needs separate software, the Supplier will be responsible for installation of necessary software to the Client, training, licenses, and all other works and expenses related to new software. All deliverables provided by the Supplier should be coordinated with the Client. All deliverables provided by the Supplier (documents provided) should be provided in Lithuanian or English.
	
	Project activities
	Description
	Deliverable

	1.
	Project planning

	1.1.
	· A detailed work schedule for installing the CRM tool (if the Supplier offers installing the tool in phases – installation of the tool in phases).
· Identify interdependencies between CRM tool parts for proper functionality without installing other part of the tool and specify temporary interfaces (if necessary).
	Detailed CRM tool implementation plan

	1.2.
	· Detailed description of functional and technical requirements of the CRM tool;
· Description of data exchange interfaces of the CRM tool;
· List and templates of reports and documents;
· CRM tool compliance with the technical requirements of the objective and processes (Gap-Fit) analysis while detailing the modified functionality functional description.
	Detailed analysis document

	1.3.
	If individual components or functions of the CRM tool (e.g. integrations with the Buyer's internal systems, etc.) require the technical infrastructure of the Buyer:
· List of requirements for technical infrastructure;
· Technical architecture and the specification of the technical infrastructure must ensure the planned Service Level Agreement.
	Architecture description and document of infrastructure requirements

	2
	Configuration and installation design
	

	2.1
	Configuration and installation design must describe the implementation of the requirements described in the detailed analysis document in the CRM tool. The document must include, but is not be limited to:
· Technical specification of CRM tool parameters, documents, reports, modifiable functions;
· Interfaces between IS (integrations) and their management and technical specification of functional components and their areas (including temporary data exchange interfaces, required during tool installation / transition period);
· Description of logical architecture;
· Information regarding, if the implementation of requirements is executed within the standard tool solution scope or if a CRM tool solution modification is executed;
· CRM technical specification of modifiable functionality including intended graphical user interfaces
	Document of configuration and installation design

	2.2
	The CRM tool settings document must include, but is not limited to:
· Description (required for LG’s business processes (e.g., processes, reminders, calculation rules) of configuration elements description;
· Definition of CRM tool settings parameters (rules, settings);
· Description of CRM tool  procedure (rules and restrictions) for changing tool settings
	Tool settings document

	2.3
	If programming (non-configuration) work is performed to implement individual CRM tool functions a description of the functionality of the additional solution must be provided, including but not limited to:
· Functional code description at all levels of the architectural model;
· Source texts and logic diagrams of their operation.
	Description of additional solution functionality

	2.4
	The data import plan should include, but not be limited to:
· Data import works plan;
· Data import scope assessment;
· System preparation for work process and principles;
· Information and resources are needed for the system work;
· Start and end conditions of data import;
· description of measures for data conversion and import;
· Data transfer formats;
· Responsibilities of project participants for the system implementation.
	Data import plan and description

	3
	Configuration and installation 
	 
	

	3.1
	The functional (internal) testing report must include, but is not limited to:
· The description of the tool functional (internal) testing results by the Installer (providing information on areas where additional attention should be paid during integration testing).
· After performing the functional (internal) testing, the Installer will have to submit a signed document to the Buyer, declaring, that the tool meets all the requirements set out in the procurement documents and is fully prepared for acceptance testing.
· A prepared testing environment must ensure the ability to fully test the tool compliance with functional and non-functional requirements. In the testing environment, the initial tool settings, required for smooth testing should be prepared.
	Functional (internal) test report and prepared testing environment

	4
	Implementation of integrations
	 
	

	4.1
	The functional (internal) testing report must include, but is not be limited to:
· The description of the CRM tool functional (internal) testing results by the Installer (providing information on areas where additional attention should be paid during integration testing).
· After performing the functional (internal) testing, the Installer will have to submit a signed document to the Buyer, declaring, that the CRM tool meets all the requirements set out in the procurement documents and is fully prepared for acceptance testing.
· A prepared testing environment must ensure the ability to fully test the CRM tool compliance with functional and non-functional requirements. In the testing environment, the initial tool settings, required for smooth testing should be prepared.
	Functional (internal) test report and prepared testing environment

	5
	Preparation of training materials and training itself
	 
	

	5.1
	The user training plan shall include, but not be limited to, the principles and procedures for organizing the trainings: a detailed training schedule, a description of the training preparation, a procedure for preparing the training, the required and responsible resources.
	User training plan

	5.2
	User training material must be illustrated with user tool interface pictures/ video; supplemented by practical tasks.
	User training material

	5.3
	Detailed CRM tool training is provided, relevant system functionality is introduced, the tool user interface is introduced and tested, and examples of each project management process are provided.
	Trained CRM tool ambassadors, target users

	5.4
	The user instructions must be based on the functional components of the Tool. The instructions must be detailed and complete. The instructions must be illustrated with pictures/video instructions of the user interface of the tool.
	Users’ and IT administrators’ manuals

	5.5
	Detailed CRM tool training is provided, relevant system functionality is introduced, the tool user interface is introduced and tested, and examples of each project management process are provided.
	Trained IT administrators of the CRM tool 

	6
	Testing
	 
	

	6.1
	The Acceptance testing plan must include, but is not be limited to:
· Description of acceptance testing planning (preparation for testing), execution (evaluation and repeated testing), acceptance of results (defining evaluation criteria), error elimination processes;
· Description of testing principles;
· Description of resources needed for testing;
· Description of responsibilities of test participants;
· Test scenario description template.
The supplier must develop initial user manual versions prior to acceptance testing.
	Acceptance testing plan

	6.2
	The troubleshooting plan must include, but is not limited to: 
· Error removal terms; 
· The persons responsible for correcting the error and other relevant information. 
	Troubleshooting plan 

	6.3
	The test acceptance and readiness document should consist of a list of the necessary documentation and readiness for pilot testing:
· Document of configuration and installation design 
· Tool settings document
· Description of additional solution functionality
· Users’ and IT administrators’ manuals 
· Training for users and IT administrators
· Performance testing report 
· Test report
	Test acceptance and readiness document

	6.4
	The performance testing report must include, but is not limited to:
· Description of performance testing parameters;
· A description of the tool performance testing performed by the Installer (with precise recommendations on which infrastructure and tool parameters must be secured to meet the provided requirements). 
A test report has been prepared and any errors and incompliances with the requirements for the tool, which were detected during the testing stage (in accordance with the agreed error removal plan) have been eliminated
	Performance testing report and test report

	6.5
	The data import report must include, but is not limited to:
· How much and what kind of data was imported;
· Data import results;
· Conclusions and / or recommendations (regarding the further use of imported data).
Note: Data import into the new CRM tool is performed according to the templates provided by the Supplier and agreed with the Buyer. The customer is responsible for data that should be transferred to the new CRM tool, exports from existing systems and delivery in a format agreed with the Supplier.
	Data import report document

	6.6
	The prepared production environment must ensure proper preparation for the pilot test operation of the tool.

	Prepared production environment

	7
	Pilot test
	 
	

	7.1
	The pilot test operation is completed and is formalized by the acceptance document for the tool and submitted by the tool supplier.
The tool or a part of it is only accepted when the pilot test operation is successful.
	Tool acceptance document

	8
	Warranty service and maintenance
	
	

	8.1
	The Installer will have to prepare and coordinate with the Buyer the warranty service and maintenance regulation. The warranty service and maintenance regulation must detail the responsibilities and works of the installer, the deadlines for correcting errors, quality management plan, the procedures for managing changes, risks and problems, and the optimal communication plan.
	Warranty service and Maintenance Regulations



4.11. [bookmark: _Toc37766226][bookmark: _Toc37788717][bookmark: _Toc37847913][bookmark: _Toc38458371][bookmark: _Toc38459305][bookmark: _Toc50971471]Project management structure

4.11.1. [bookmark: _Hlk37763108]No later than 1 week after the signoff of the contract, a supplier meeting with LG representatives shall be arranged for the purpose of familiarizing, discussing the project governance, the documents and their forms, managing expectations and discussing other relevant issues.
4.11.2. [bookmark: _Hlk37763130]A project team consisting of representatives of LG and the supplier, should be created to achieve the project objectives. This team will be managed by the LG Project Manager. 
4.11.3. Project meetings, governance and documentation should be taken in Lithuanian or English languages.
4.11.4. In order to achieve the results listed in this technical specification, the supplier will need to ensure scope, time and resource management.
4.11.5. The supplier must ensure that each member of the team, who is offered and assigned to provide the services has the required competence, knowledge and ability to absorb information in a timely and appropriate manner to meet the required qualification.
4.11.6. In order to deliver the results listed in this technical specification, the supplier must ensure effective cooperation by assigning a Project Manager who:
· Provides progress reports on the project (at least once per week according to a agreed template upon by the parties).
· Provides project change requests for deviations from the approved project scope, time and resources (in a template agreed upon by the parties).
· Provides deliverables acceptance reports after completion of an agreed deliverables according to the criteria set in the project planning document (in a template agreed upon by the parties).
· Provides project closure report with identified lessons learned and final approved deliverables (in a template agreed upon by the parties).
· Attends in the meetings:
· 4 times per month at a Project team meeting, presenting the status of the project, managing issues, initiating escalations, involving other members of the supplier team as needed. 
· Twice a month at a Project Management Committee meeting where the following are presented:
· Project status;
· Project plan;
· Project budget;
· Project issues and risks;
· Change Requests;
· Deliverable acceptance reports;
· Necessary decision making.
· at ad hoc team and stakeholder meetings, involves other members of the supplier team as needed.
4.11.7. Draft deliverables could be provided by the supplier upon request of LG representatives, regardless of deliverables completeness.
4.11.8. The supplier will be required to make corrections to the results if any notes made by LG representatives. 
4.11.9. All documentation created or transmitted during the project (planning documents, project stats report, project change requests, documents of project deliverables, deliverable acceptance signoffs, agreements, project closure report, meeting minutes, etc.) must be submitted in electronic form with the possibility of editing  (.pptx, .docx, .xlsx and other formats). All rights to such documents, including intellectual property rights, shall be owned by LG and stored in accordance with LG document storage policy.

4.11. 
2

