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PROVISION AND IMPLEMENTATION OF A HEALTH INSURANCE 

ADMINISTRATION SYSTEM 

Procurement Reference Number: PACIS/RFP/HIS/01/2026 

 

Document Purpose 

This document contains all questions raised by bidders during the RFP clarification period, along with 

official responses from Pacis Insurance. The responses provided herein form part of the official RFP 

documentation and should be considered when preparing proposals. 

Summary 

Total Questions Received: 32 

Questions and Responses 

Question 1 

Question Please clarify and provide more information on the section(Section referred 

on the tender document) 

RFP Section/Clause Refer to section 1.1.1 (b) 

Response Could you kindly clarify the specific section or requirement you are 

referring to so we can provide an accurate response as there is no section 

titled '1.1.1(b)' in the RfP document. 

 

Question 2 

Question What's the anticipated implementation period? The format provided has 

provision for (Nine)9 months. 

RFP Section/Clause 4.3.6.1 Activity(work) schedule 



Response The provided implementation timeline format is only a template and 
does not prescribe a nine-month duration. Vendors will be evaluated 
based on the implementation timeline they propose. 
 

 

Question 3 

Question We request you to consider providing extension for submission by 9th 

March, 2026 

RFP Section/Clause N/A 

Response The request for an extension of the submission deadline has been 

considered. However, the submission deadline shall remain unchanged as 

stated in the RFP. Bidders are advised to submit their proposals by the 

stipulated date and time. 

 

Question 4 

Question We didn't receive the "Vendor Code of Ethics" document. Please resend it. 

RFP Section/Clause 7 Appendix IV – Vendor Code of Ethics 

Response Kindly access via this link: https://www.pacisinsurance.com/medical-health-

insurance-system-request-for-proposals/ 

 

Question 5 

Question We didn't receive the "Non-Disclosure Agreement" 

RFP Section/Clause 8 Appendix V – Non-Disclosure Agreement 

Response Kindly access via this link: https://www.pacisinsurance.com/medical-health-

insurance-system-request-for-proposals/ 

 

 

Question 6 

Question Registrar of Companies CR12 certificate or equivalent. Please clarify what 

is this document 

RFP Section/Clause 1.5.1 

Response Registrar of Companies CR12 Certificate or Equivalent. An official 

company registration extract issued by the relevant government authority in 

the bidder's country of incorporation, confirming the company's legal status, 

directors, and shareholding structure. 

https://www.pacisinsurance.com/medical-health-insurance-system-request-for-proposals/
https://www.pacisinsurance.com/medical-health-insurance-system-request-for-proposals/
https://www.pacisinsurance.com/medical-health-insurance-system-request-for-proposals/
https://www.pacisinsurance.com/medical-health-insurance-system-request-for-proposals/


 

Question 7 

Question Is the expectation to provide a Provider Portal as part of this offering or 

integrate with an existing one? 

RFP Section/Clause 1.5, 1.5.1 (b) ii 

Response Integrate with an existing one 

 

Question 8 

Question Can you please elaborate on what kind of information is required under 

"Reference to sections/ pages in the proposal for stated features" in the 

Technical Questionnaire? 

RFP Section/Clause 1.5, 1.5.1 (b) ii 

Response Please refer to the technical questionnaire document (RfP Appendix III - 

System Requirements.xlxs). This questionnaire assesses the extent to which 

the respondent's solution meets Pacis Insurance's system requirements. 

Vendors are required to select one of the following three options for each 

requirement: 1: The requirement is Out-of-the-Box (OOTB) system. 2: The 

requirement is not supported but can be met through customization. 3: The 

requirement cannot be met by the system. 

 

Question 9 

Question We can provide high-level details of resources, experience/skill set, roles 

and responsibilities. Please confirm whether that will suffice. 

RFP Section/Clause 4.3, 4.3.7, 4.3.7.1/2/3-Project team 

Response The sections that require a summary on resources, experience/skill set, roles 

and responsibilities provide a summary and the sections that requires you to 

be detailed you provide detailed information. 

 

Question 10 

Question There are a few points in the NDA document where our legal department 

has suggested some changes. The document (in track change mode) has 

been attached with this mail. Can the same be accommodated? 

RFP Section/Clause 1.5, 1.5.1, (a) viii 

Response N/A 

 



Question 11 

Question What outcomes will define success for this RFP 12–24 months post-

implementation (e.g., key KPIs or business outcomes you would expect to 

see achieved)? 

RFP Section/Clause N/A 

Response The key objectives of this assignment are to enhance operational efficiency, 

improve service delivery, strengthen compliance with regulatory 

requirements, and streamline administrative processes. In addition, the 

assignment aims to improve provider management, support comprehensive 

reporting, offer flexibility and scalability, and enable integration with both 

internal and external systems. Further details are provided under Section 2.2 

of the RFP. 

 

Question 12 

Question The RFP highlights multiple drivers such as operational efficiency, 

compliance, scalability, and cost optimisation. Is there a primary driver or 

priority order among these that should guide solution design and trade-offs? 

RFP Section/Clause N/A 

Response All the listed drivers are key and should be treated as equally important in 

guiding the solution design and trade-offs. 

 

Question 13 

Question Which constraints are non-negotiable versus "nice to have"? 

RFP Section/Clause N/A 

Response All the requirements are non negotiable. 

 

Question 14 

Question How is executive sponsorship structured for this initiative (e.g., steering 

committee, executive sponsor, decision authority during implementation)? 

RFP Section/Clause N/A 

Response The initiative will be overseen through the organisation's established project 

governance framework. 

 

Question 15 



Question Which product characteristics introduce the highest operational complexity 

today? 

RFP Section/Clause N/A 

Response Policy exclusions management and other member level exemptions, Highly 

customised benefit structures, Multiple benefit management models-fund 

management, co-insurance, capitation, benefit management per provider 

tiering and tariff variations etc. 

 

Question 16 

Question Are there known pain points in product maintenance or versioning? 

RFP Section/Clause N/A 

Response Adaptability of the system to changing customer needs and regulatory and 

compliance driven variations, version controls & audit trail. 

 

Question 17 

Question How frequently are new products or product changes introduced? 

RFP Section/Clause N/A 

Response Not regularly but at least 2 in a year. 

 

Question 18 

Question How would you best describe the current digital maturity level of your 

business (please select the closest option): 1.Predominantly manual 

processes with limited digitisation 2.More than 40% of core processes 

digitised, with no AI currently used in production processes 3.More than 

40% of core processes digitised, with AI experimentation or limited AI use 

underway 

RFP Section/Clause N/A 

Response Predominantly manual processes with limited digitisation. 

 

Question 19 

Question The RFP lists several internal and third-party integrations. Which existing 

systems are considered systems of record versus systems of engagement and 

are therefore expected to remain authoritative post-implementation? 

RFP Section/Clause N/A 



Response Master & Authoritative data remains within the medical system architecture, 

all the rest are systems of engagement. 

 

Question 20 

Question Are there any strategic platforms that this PAS is expected to coexist with 

rather than replace? If so, which ones? 

RFP Section/Clause N/A 

Response As far as the medical division is concerned, there are no other PAS 

platforms expected to coexist with the Medical System. 

 

Question 21 

Question Beyond the formal clarification window, will shortlisted vendors have an 

opportunity for further clarification or solution shaping discussions post-

submission (e.g., during demos or evaluations)? 

RFP Section/Clause N/A 

Response Demo sessions are strictly intended to showcase system capabilities as part 

of the assessment and evaluation process. Solution shaping/architecting will 

be done by the successful bidder as part the Implementation project. 

 

Question 22 

Question Given the breadth of the scope described, should vendors treat the scope as 

fixed and final, or is there openness to refinement and phased delivery based 

on proposed approaches? 

RFP Section/Clause N/A 

Response The scope defined in the RFP reflects our current requirements. However, 

we are open to a well-justified refinements that align with our objectives. 

Any such proposals will require clear explanation, and the final scope will 

be confirmed during contract negotiations. 

 

Question 23 

Question For the financial proposal, what level of commercial detail is expected at 

this stage (e.g., indicative vs fully committed pricing, assumptions, phasing 

between capex and opex)? 

RFP Section/Clause N/A 



Response Bidders are required to submit a fully completed and committed financial 

proposal in accordance with the pricing schedules and instructions set out in 

the RFP. 

 

Question 24 

Question Can you share any details or brochure-wear on the product/s you will be 

administering? 

RFP Section/Clause N/A 

Response All Product details are on the Pacis Website available via the link shared. 

 

Question 25 

Question Can you share any details or market research on the target market for these 

products? 

RFP Section/Clause N/A 

Response Our target market is in retail, corporate, SMEs and religious institutions. 

 

Question 26 

Question Can you share how your value chain functions: 1.How do you reach clients? 

2.How do you distribute to them? 3.Do you have any eco-system partners in 

your value chain and what functions do they perform? 4.Are all product 

functions internal (apart from reinsurance)? 5.Do you have all of your 

financial and governance functions in-house? 

RFP Section/Clause N/A 

Response 1. Through multiple channels that include direct engagement with corporate 

and individual customers, partnerships with intermediaries (brokers and 

agents), and digital channels. 2. Through a combination of direct sales, 

digital platforms and accredited intermediaries. 3. Yes, Reinsurers- for risk 

sharing and technical expertise; Healthcare providers- to deliver the medical 

service and case management; Technology partners-for specialized solutions 

and other Service vendors that offer operational support services. 4. Core 

product functions are managed internally. 5. Yes all key financial and 

governance functions are in-house. 

 

Question 27 

Question Can you provide details of your client engagement channels and any insights 

on the preferred methods of engagement? 



RFP Section/Clause N/A 

Response Emails (General Enquiries, formal communication), SMS (blast sms- alerts, 

updates), USSD, Company website- chatbot, Virtual call- Teams. 

 

Question 28 

Question Can you give some indication of your project, capex, and opex budget 

expectations for the deliverables of this RFP (even at a high-level or 

indicative range)? 

RFP Section/Clause N/A 

Response Vendors are required to provide fully committed pricing and clearly outline 

all assumptions used to develop the proposed cost estimates. Should Pacis 

require additional clarification, the vendor will be contacted; otherwise, 

pricing must not be indicative. Final submitted pricing should be 

comprehensive, as the commercial proposal forms a key part of the overall 

evaluation. 

 

Question 29 

Question While vendors are expected to propose implementation timelines, are there 

any internal target milestones, go-live windows, or regulatory deadlines that 

Pacis is working toward? 

RFP Section/Clause N/A 

Response Each vendor is expected to demonstrate and present implementation 

timelines in line with the RFP requirements. 

 

Question 30 

Question If you are doing a joint venture should all companies provide their 

documents separately or the lead JV documents will suffice 

RFP Section/Clause Mandatory Documents 

Response In the case of a Joint Venture or Consortium, each member shall submit all 

mandatory eligibility and statutory documents separately, in addition to the 

Joint Venture Agreement and authorisation of the Lead Partner. Submission 

of documents by the Lead Partner alone shall not suffice. 

 

Question 31 

Question How many employees do you have across all the branches to assist in 

quoting 



RFP Section/Clause N/A 

Response The number is not static. The system should allow for optimal scalability. 

 

Question 32 

Question How many lives do they currently have insured? 

RFP Section/Clause N/A 

Response Over 40,000 lives. 

 


