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Bid Details — Control Sheet Table

Date of commencement of sale of
1. o 12-01-2012
Bidding Document

2. | Last date and time for sale of

14-02-2012 up to 3.30 PM.
Bidding Documents upto

Queries, if any, to be
communicated by the bidders (on 19 -01-2012 at 12.30 PM.
or before)

25-01-2012 at 11.30 a.m. Bank’s clarification /
Pre-bid meeting amendments to Pre-bid queries will be uploaded in
Bank’s website

14-02-2012 4.00 PM at :

UCO Bank

Head Office - 2,

Department of Information Technology,

5th Floor, 3 & 4 DD Block, Sector — |, Salt Lake,
Kolkata 700 064. (Bid documents should be dropped
in the Tender Box,)

4. | Last date, time & Venue for
submission of Bid Documents

5 | Date and Time of Technical Bid & Technical Bid - 14-02-2012 4.30 PM
" | commercial Bid Opening Date of Commercial Bid opening will be intimated to
the bidder/s qualifying in Technical Bid.
UCO Bank
Head Office - 2, Department of Information
6. Place of opening of Bids Technology,

“Conference Room?”, 5th Floor, 3 & 4 DD Block,
Sector - |, Salt Lake, Kolkata 700 064.

General Manager (IT)
Department of Information Technology,
7. Address for communication 3 &4 DD Block, Sector - |,

Salt Lake, Kolkata 700 064.
e-mail : hodit.calcutta@ucobank.co.in
Phone: 033-44559720 FAX: 033-23345013

% 10,000/- in the form of Demand Draft in favour of
Cost of RFP document UCO Bank payable at Kolkata. The DD should be
submitted along with the Eligibility Bid.

Note: Bids will be opened in presence of the bidders' representatives (maximum two
representatives per bidder) who choose to attend. In case the specified date of
submission & opening of Bids is declared a holiday in West Bengal under the NI act, the
bids will be received till the specified time on next working day and will be opened at 4:30
p.m. on the next day.
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1 INTRODUCTION

UCO Bank having its Head Office at 10 BTM Sarani, Kolkata and Zonal Offices at 35
locations and more than 2300 branches across India has implemented 100%
Centralised Banking Solution (CBS). The CBS software implemented is FINACLE
version 7.0.19 from M/s Infosys Technologies Ltd. The bank has also implemented
ATMs, Debit Cards, Internet Banking, Online Share Trading, Mobile Banking, Anti
Money Laundering, LAPS and Government Business Module (GBM) for its customers.
This Request for Proposal herein after referred to as RFP is being issued to select
suitable service provider through a process of transparent evaluation and selection
for setting up customer service centre operation at two different locations.

1.1 PROJECT OBJECTIVE

With the focus of Banks extending their customer service through various delivery
channels, UCO Bank now wishes to provide services to their customers by setting up
a customer service centre. The bidder would be required to design, size, deploy
and manage the customer service centre solution which would be inclusive of the
hardware, software, network, services etc; provision of the agents for the customer
service centre would also be the scope of the bidder.

1.2 BROAD SCOPE

Bidder is required to submit their proposals in strict adherence with the following:

1. Supply the proposed Customer service centre System Packages (the licenses
pertaining to the required modules).

2. Design, supply and implement all the required hardware to enable the
proposed Customer service centre solution.

3. Provide implementation services for the application provided to carry out

. Business process analysis and documentation

. System installation

. Network implementation

. System configuration

. Documentation for the customer service centre processes
implemented

. Application Development (Interfaces & Any-Customization)

. System Testing

. Training

. Go-Live and Post-Implementation Support

4. Provide agents for the customer service centre to handle the inbound and
outbound callls

5 Provide ongoing annual maintenance and support services for the
implemented solution (Hardware, Software & network equipments etc.)

2 ELIGIBILITY CRITERIA FOR THE BIDDER
The customer service centre bidder also referred to as prime bidder (PB) must

satisfy the eligibility criteria as given below. The supportive documents for eligibility
proof are mentioned in section 2.1.2 below.
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Sr. Eligibility Criteria Supportive
No. documents

1 | The PB must be a Registered Company with legal presence in Refer 2.1.2.3
INDIA.

2 | The PB should have a minimum turnover of INR 50 (Fifty) Crores Refer 2.1.2.3
per annum for the past 3 financial years i.e. 2008 — 2009, 2009-
2010 and 2010 - 2011. Balance sheet of only the bidding
company would be considered.

3 | The PB should have been in business for at least the past 5 | Refer 2.1.2.3

years Certificate  of
Incorporation
4 | The PB should have at least 100 employees in India Refer 4.3

5 | The PB/Consortium partner* must have executed minimum 3
customer service centre (call center) projects for established
organizations in BFSI and at least one of them should be in
scheduled commercial bank in India.

6 |The PB or consortium partner should also have experience in| Refer 2.1.2.5
supply, installation and management of customer service
centre hardware

7 |The PB or consortium partner should have minimum three Refer 2.1.2.6
years of experience in running a customer service centre,
including supply and management of customer service
centre agents

*PB can form a consortium with a BPO vendor for providing people and processes
for the Customer service centre solutions as described in clause 44 of this RFP.
Photocopies of relevant documents / certificates should be submitted as proof in
support of the claims made.

Only one submission by the PB will be permitted. BANK reserves the right to verify
/evaluate the claims made by the bidder independently. Should there be any
change of ownership of the prime bidder, the prime bidder must ensure that the
services rendered to the bank would not be disrupted and be continued to be

maintained as per the RFP terms & conditions. Any decision of BANK in this regard shall
be final, conclusive and binding upon the bidder.

2.1  ELIGIBILITY EVALUATION

2.1.1 GENERAL INSTRUCTIONS

2.1.1.1 The PB needs to comply with all the eligibility criteria mentioned above.
Non-compliance to any of these criteria would result in outright rejection of
the PB’s proposal.

2.1.1.2 The PB is expected to provide proof for each of the points for eligibility
evaluation

2.1.1.3 The proof provided has to be in line with the details mentioned in ‘Appendix
1 Eligibility Evaluation Details’. Any credential detail mentioned in ‘Appendix
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1 Eligibility Evaluation Details’ not accompanied by relevant proof
documents from the clients will not be considered for evaluation.

2.1.1.4 All credential letters should be appropriately bound, labeled and
segregated in the respective areas.

2.1.1.5 There is no restriction on the number of credentials a PB can provide.

2.1.1.6 Any assumptions made by the PB’s in response of this RFP will be their own
risk and cost. The bank wil not be liable for any such assumptions /
representations made by the PB’s. The Bank’s decision will be final.

2.1.2 ELIGIBILITY PROOF SUBMISSION FORMAT

2.1.2.1 A hard copy of the credential letters from clients neatly bound and labeled.
2.1.2.2 Scanned copy of the credential letters from clients neatly bound and
labeled.
2.1.2.3 PB Information
a. Provide details of organization along with all the key contacts
including their work phone, cell phone, work address and e-mail
details.
Provide certificate of incorporation
c. Provide audited annual statement of accounts for the last 3 financial
years i.e. 2008 — 2010, 2009 - 2010 and 2011 - 2010 in support of the
following :
e Turnover and profit from products / services
e Locations in which the company has offices.
e Total number of employees and employees in India
d. Provide the necessary documentation in support for the PB of the
following:
e Corporate structure, founder, and related history of the
company
e Ownership structure
e Number of years in this business and relevant business lines
e Certifications (SEI CMM, SAS 70, BS 7799, COPC etc.)
2.1.2.4 Customer service centre Capability
a. Solution Implementation capability
¢ Implementation Details:
o Time-frame
o Skills required for usage
o Training provided (for usage)
¢ Maintenance support
e Any other information considered relevant by you for the
purpose of evaluation
b. Credentials
Describe the bidding company’s/Consortium partners experience in
providing the products and services, relevant to this request, in the
following format:
e Name of the company / Bank
e Year of installation
e Key client references for each product providing details such as
name, address, e-mail address, phone no., fax no. and mobile no.

o
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c. The PB is expected to provide Customer service centre Executives who
have expertise in developing the processes and operating the
Customer service centre. Also, the PB should have a well defined
methodology including processes and controls for providing customer
service centre services in the financial/banking domain. In case, the PB
does not have these skills in-house then the PB can tie-up with a
business process outsourcing provider (BPO) having the above
mentioned people and process capabilities and provide the relevant
information asked for above.

2.1.2.5 Customer service centre Hardware & Software configuration and
maintenance capability for PB or consortium member

a. Credentials in supply and configuration of Customer service centre on
the supplied hardware, Operating System and Database and also
Customer service centre operations.

b. Credentials in managing the hardware, Operating System & Database
for Customer service centre.

c. Credentials in supply and configuration of CRM software and
integration with Bank's backend application(s).

d. Key client references for each service providing details such as name,
address, e-mail address, phone no., fax no. and mobile no.

2.1.2.6 Operation of Customer service centre for PB or consortium member

a. Credentials for running customer service centre for at least three years.

b. Key client references for each service providing details such as name,
address, e-mail address, phone no., fax no. and mobile no.

2127 The ACD, IVR and TPIN solutions each that are quoted should be
implemented in a BFSI organisation in India with atleast 500 branches and
should be supporting atleast 4000 inbound calls per day in a single
installation.

2.1.2.8 The prime bidder or consortium members should be offering a minimum
of 10 agents each for retail banking processes, outbound sales calling
and collections outbound calling to a BFSI organization in India.

2.1.29 The credentials to be submitted by the PB for eligibility evaluation should
be as per the format as prescribed in ‘Appendix 1 Eligibility Evaluation
Details’.

2.1.2.10 The bank reserves the right to disqualify bidders that do not submit
sufficient proof of credentials in order to meet the specified eligibility
Criteria

2.1.2.11 The PB must submit in a separate sealed envelope credentials proving
their eligibility to bid for the project. The credentials need to be provided
in the format as described in ‘Appendix — 1 Eligibility Evaluation Details’ of
this RFP. All supporting documents need to be enclosed. The envelope
must be labeled ‘Eligibility - Customer service centre Project’.

2.1.2.12 The first stage of evaluation will be validation of the eligibility criteria. Only
those bidders that meet the eligibility criteria will be considered for further
stages of evaluation viz. the functional, technical and commercial stages.
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3 Scopre oF WORK
3.1 CUSTOMER SERVICE CENTRE STRATEGY

3.1.1 CUSTOMER ACCESS STRATEGY

UCO Bank intends on setting up a 24*7*365 voice and data based customer
service centre to service its customers. Bank proposes to have two Customer
service centers at bank’s own premises, one at Kolkata and the other at
Bangalore. Bank will launch the Customer service centre at Kolkata in first
place, followed by Bangalore. In case bank’s own premises at Kolkata is not
ready by the time implementation starts, the selected bidder shall setup the
customer service centre in Kolkata at bidder’s premises for a period of one
year. In such case, after the first one year the vendor may have to shift this
Customer Service Centre along with infrastructure, resources etc to Bank’s
own premises in Kolkata. The bidder will have to factor the shifting cost to the
bank’s premises as part of their bid. The Bangalore customer service centre
shall be set up after 12 months of go-live of the Kolkata customer service
centre. After the Bangalore customer service centre becomes operational,
the vendor shall route 50% of the calls to Bangalore site. However, it is
reiterated here that Bank would like to operate at two locations
simultaneously as a measure to limit operational risk and ensure continued
customer service, i.e., both locations would be operational at the same time
as well each site would be a DR site of the other. The Customer Service
Centre project would be initially for a period of 5 years. The call routing to
these locations will happen from the Kolkata site after both sites are
operational, in the event the Kolkata site goes down, the service provider will
have to point the calls to Bangalore site.

Initially the production infrastructure will be located at the bank’s Bangalore
Data Centre (BDC). This infrastructure will support the customer service
centre in Kolkata for the initial period of one year at the bidder’s location.
The connectivity from the BDC to the Kolkata site will be provided by the
bank uptil the Kolkata Data Centre (KDC) and the bidder is expected to take
the last mile connectivity in redundant mode from the KDC to vendor
premises in Kolkata. After a period of one year when the Bangalore
Customer service centre becomes operational, the customer service
infrastructure in Kolkata will be implemented at the identified premises and
from this point, the call load balancing of 50% will come into effect in a
staggered manner over a one month period.

At each site, selected bidder shall provide necessary infrastructure and
physical facilities such as furniture, hardware, software, telecom infrastructure
and arrangement for connectivity to Bank’s data sources / CRM portal for
smooth operations including WAN connectivity between Kolkata and
Bangalore customer service centers for call diversion as stated above. The
infrastructure shall be available for scaling up of operations up to 200 seats at
each location during the contract period. The logical architecture is
mentioned below:
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Infrastructure Status for the first one year and beyond

3.1.1.1 Location for first year Locations after one year

Infrastructure - Bank’s BDC at Tata Communications which is primary for first year
Bangalore

Agents — No agents for the first year Bank Premises in Bangalore

Bangalore

Infrastructure - No infrastructure in Kolkata Bank Identified premises in Kolkata which
Kolkata for the first year becomes primary after first year

Agents — Kolkata Bidder premises in Kolkata Bank Identified premises in Kolkata

Connectivity Status for the first one year and beyond

3.1.1.2

Connedctivity for first year

Connectivity after first year

Bangalore Agent premises to
Bangalore BDC

Not needed

Bank to provide in redundant
mode

Bangalore BDC to Kolkata
KDC

Bank to provide

Kolkata KDC to Kolkata Agent
premises

Bidder to provide in redu

ndant mode
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3.1.2 AGENT SPECIFICATION FOR CALL HANDLING

3.1.2.1 Agent Qualities

All the agents should have the following qualities:
1. The agent must have experience in handling and managing in bound and
out bound calls
2. Ability to handle and track calls in a timely manner
3. Excellent communication skills (verbal — Languages: English, Bengali, Marathi,
Hindi, Oriya, Tamil, Telugu, Kannada and Malayalam). Every agent must be
fluent in English and Hindi. The bank will intimate the vendor on the initial
regional language skills for other languages upto a period of the first six
months at the time of contract signing. The languages mentioned above are
indicative and any additional agent language requirements wil be
intimated one month in advance and the bank will pay no additional cost
for these language requirements apart from the per agent cost.
Experience working within a high pressure and demanding environment
Agents must be deployable for 8 hour shifts including a total 60 minute break.
The bank reserves the right to interview all agents and reject agents if
required
7. The project director must have atleast 10 years experience in handling call
centre operations and 15 years overall work experience
8. The project manager must have atleast 7 years experience in handling call
centre operations and 12 years overall work experience
9. Agents must handle a minimum of 80 calls per 8 hour shift during shift periods
ranging from 7 a.m. to 1 a.m.
From 1 a.m. to 7 a.m. they may handle call volumes as they occur. Estimated
call volume is provided in Annexure-1

ook

3.1.2.2 Level wise Job roles

The agent setup for the customer service centre would be a three tier structure.
The bhidder would need to nrovide aaents far two levels.
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Level wise breakup of the job roles for the agents:

a. L1 - General (Agents) — These agents would solve minor technical / inquiry
based difficulties / queries, make outbound calls for sales and collections
and execute transactions.

b. L2 - Experienced Bankers (Supervisors) — These agents would have a better
understanding of banking and products UCO Bank has to offer. They should
have analytical skill to understand the situation and explain to the customer
ensuring satisfaction. They will also manage the customer service centre,
agents and execute activities such as floor management.

c. L3 - Managers - These are bank officers who would ideally handle the calls
where the customer may not be satisfied / or which not have been able to
resolve by the L1 and L2 explanation.

3.1.2.3 Agent SKill set Matrix

Age Strong Teaming | Leaders Banking Financial Monito | Ability | Collect
nt Verbal . hip knowledge decision rng to sell ions
Level | communic | QUalty | quality making (such | Abilitie | produc | Calling
ation skills as S ts
discounting,
canceling

charges etc)

L1 3 2 1 1 0 0 2 3

2 (Should
have
knowledge on
the products
being
offered) 3

L2 3 3 2

Scale: 3 — Must Have; 2 — Should Have, 1 — Nice to have, 0 — Need not have

3.1.2.4 Quality Service required from the agents:

Maintaining customer satisfaction is a critical factor and some of the Metrics that

are required to measure Customer Satisfaction are as follows:

+ Number of calls resolved by L1 agents also called as First Point of Contact
(FPOC) Resolution Rate (%)

+ Average call response time (This is the average time taken by callers waiting in
a gueue to be attended by an agent). Also known as Average Speed of
Answer( ASA)

+ Average call handling time,(This is the average amount of time during which
agents work with callers, including actual talk time, hold time and after call
work / wrap up time)

+ Abandoned call rate (%) (This is the percentage of calls abandoned by a caller
when a caller is in agent queue)
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+ Average delay before abandon (This the average time spent by callers in
agent queue before abandoning calls)

+ Repeat call rate (%) (This is the number of calls relating to a previous ticket
/.complaint number)

+ Average After call work time / Wrap up time (This is the time taken by an agent
to complete talks related to a call after the call has terminated. Ex. Data entry
or placing outbound calls etc)

+ Average hold time (AHT) (This is the average amount of time a caller is
connected with an agent and placed on hold while waiting to be transferred
for an escalation or while an agent seeks assistance for the caller’s issue)

+ Average talk time (ATT) (This is the amount of time a caller is connected with an
agent and not on hold)

+ Number of complaints escalated to Level 2 and resolution time

+ Errorrates (re-work and overrides)

+ Customer survey results (call satisfaction levels).

3.1.3 PRODUCTS AND SERVICES

The proposed customer service centre will initially only focus on supporting
the retail businesses of the bank. Corporate businesses will come under the
customer service centre purview in subsequent phases.

The indicative list of queries / issues which are expected from the customer
service centre would be as follows:

e ATM Queries
o PIN not working / New PIN creation
Lost card / Card hot listing
Card not working / Card inactive
Card swallowed by ATM
ATM location
Incorrect amount dispensed
Transaction acknowledgement not printed
Account debit for unsuccessful transaction
o Any others
e Retail Banking
0 Account opening status
Chequebook issue
Incorrect debits / credits
Information regarding products
Information regarding interest rates
Information regarding Forex rates
Cheque issue / deposit status
Stop cheque requests
Revoke Stop Cheque requests
Account Balance
Bill Payments requests
Account transfer requests
Deposit Creation requests
Demand Draft/Bankers Cheque issue requests

O O0OO0OO0OO0OO0OOo

O O0OO0OO0O0D0OO0OO0OO0OO0OO0OO0ODOo
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Information regarding loans
Loan outstanding / EMI information
Interest certificate issue request
Statement issue request
Information on Education Loans / Apply for Education loans
Tax payment requests
Information on insurance products
Information on mutual funds
Revoke charges request
RTGS/NEFT transactional queries
Transactional queries pertaining to ASBA (Applications Supported
by Blocked Amount e.g. IPOs) & Mobile banking
¢ Internet Banking queries
0 Account lockout handling
o Password resetting
0 Internet account opening status
o Online trading issue handling
o Demat account issue handling
¢ Government Business queries
o Provide information pertaining to Savings Bonds, PPF, Senior
Citizen’s Saving Schemes etc.
0 Accept collections of Central Excise and Service Tax
e NRI Banking
o0 International Debit issue resolution (password reset, card unlocking,
card hot listing, etc.)
0 International remittance query resolution
o0 Home loans information, query resolution
e Mobile Banking
o0 Activation
o Deactivation
o Wrong account mapping
o Status enquiry
e Online Share-trading
o0 Password Requests (reset, reissue, loss etc)
o0 General product information requests
o0 Account setup information (documentation, timelines etc)
e Cash Management Services
o0 Inter-bank clearing services

O O0OO0OO0OO0OO0OO0OO0OO0OO0Oo

¢ Retail Processing Hub
0 Information
0 queries
e SME Hub
o0 Information
0 queries
e Collections Services
o0 Outbound calling
o Debt management of portfolios
e Outbound Services
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Sales calls

Welcome calls
Verification calls
Quallity of service calls
Linkage to branches

O O O0OO0Oo

UCO Bank may add similar additional services to this list, upon serving notice to
the Bidder. The Vendor is expected to draft formal process manuals and call flow
to handle all above requests during the implementation phase. The bank will
obtain necessary clearance / approval from it’s concerned cell on the customer
service centre processes drafted by the bidder. In case the concerned cell finds
the processes drafted to the contrary to the Bank’s policies and procedures, the
bidder will modify or create a new process to ensure organizational compliance.

The process manuals for the "To be" state will involve additional processes that
will be added to the "As is”. E.g. Cheque book issuance. There is already an
existing process in place for cheque book issuance from already existing
channels (branches, Internet etc). With the setting up of the proposed customer
service centre some additional processes will get added to the already existing
"As is" process. Bidder will go with the “As is" and add processes which will come
into play with the setting up of the proposed customer service centre.

The bank expects a Current State Study document as well as Future State
Business Process document. The Bidder is expected to train agents to handle call
requests, and any additional relate or similar requests as communicated by UCO
Bank within the agreed upon Service Level Agreement (SLA). The Bidder must
ensure that the customer service centre supervisor to agent ratio is at max 1:5.

3.1.4 DESIGN AN INTEGRATED PROCESS INFRASTRUCTURE

UCO Bank uses multiple applications to service all it’s customers. The customer
service centre bidder is expected to provide a transactional CRM software
(work package) which interfaces to the below applications.

The work package must be able to track all calls and maintain a call history.
The bank has assigned each customer with a customer ID. The customer
relationships within each branch of the bank (individual account numbers)
are mapped to this customer ID. The call history to be maintained can be
against these customer IDs.

e Core Banking System
0 UCO Bank uses Finacle as its Core Banking System. The vendor will be
provided with restricted view interface to Finacle which can be used
by the work package provided by the bidder to provide callers with
account level information.

e ATM
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o

UCO Bank uses the services of a third party vendor to issue and
manage entire ATM card back office operations and an outsourced
switch. Bank is also in the process of procuring own ATM/Transactional
switch which the prime bidder shall integrate with the customer service
centre solution in future. The bidder is expected to factor for the
existing interface cost as part of this bid.

The agents are expected to provide relevant information regarding
ATM usage process and ATM locations to callers and to resolve ATM
gueries outlined in section 3.1.3 of this RFP. The work package must be
capable to interface with the ATM application and display relevant
information to agents.

Any account credit requests are to be registered by agents and
forwarded to UCO Bank back office.

Issues pertaining to ATM card issuance, blockage, renewal etc. should
be online and executed by the customer service centre. If the link to
the service provider is not operational the bidder is expected to
provision a process through which these activities can be relayed to
the ATM service provider’s back office.

Internet Banking

UCO Bank has a comprehensive Internet Banking portal. The bidder is
expected to train agents on the entire internet banking workflow so as
to handle any calls relating to the website and internet banking.

The agents are also required to be able to provide all information as
available on the internet portal to calling customers.

The agents should be able to resolve queries related to internet
banking account opening status, username and password issuance
and resetting, login problems, account lockout problems, funds
reversal issues, etc.

Demat and online trading

UCO Bank has tied up with Religare Securities for online trading

The scope of the customer service centre is restricted to forwarding
password requests, providing product and account registration
specific information

The proposed customer service centre is expected to handle calls
pertaining to information on Demat and Online trading accounts,
account opening requests and account status.

Bill pay and online Electronic ticketing

The work package should be capable of executing requests for bill
payments which are offered through UCO Bank’s online portal.

The work package should be able to provide information on how to
use the electronic ticketing options from UCO Bank’s online portal

(This includes but is not limited to the queries as listed in section 3.1.3).

Lending Automation System (LAS)

The bank uses a third party application called LAS for all retail lending
products from loan origination to issuance, servicing and closure.
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3.1.5

3.1.6

o The work package is to be integrated with this application for
providing callers with information regarding loan types, loan
application procedures, loan application status, EMI information, and
loan outstandings and also take in requests for loan payments from
customer bank accounts.

PROCESS DELIVERY

Interfacing requirements to be assessed based on the product and service
requirements of the bank.

The bank expects the service provider to ensure an end to end process
delivery by entering customer details in the work package, generating a
ticket number for each unique query which can be provided to the back
end departments as a link to pursue the query and bring it to its conclusion.

IN order to ensure the recency of master data in the customer service
centre infrastructure the bidder is expected to finalise the periodic updation
of all master data to the work package, tpin server, ACD etc from all
relevant source applications to ensure that any incremental customer
information is upodated on these systems. The bidder is expected to provide
the interfacing strategy, approach, formats and finalise the same with the
existing facilities management service provider of the bank.

In order to achieve this the service provider is expected to create a process
for each and every activity to be offered through the customer service
centre and link it to each and every department of the bank involved in the
backend processing.

In order to ensure seamless process execution across the customer service
centre and the bank departments, the bank expects the work package to
have a backend module accessible by the backend departments of the
bank.

The bank expects that queries generated by the front end are pooled at
the end of day to each relevant back end departments who resolve them
and update the back end work package in order that the customer service
centre agents accessing the front end are aware of the query resolution.

The bidder is expected to clearly provide the licensing costs for front end
and backend users for the work package in the commercial bid.

TECHNOLOGIES TO BE IMPLEMENTED

The Bidder is expected to design, supply the latest version of the Customer
service centre packages, implement/ commission and manage the solution.
Each offer should specify only a single solution, which is cost-effective and
meeting the tender specifications. It is the responsibility of the Bidder to
decide the best suitable solution.

The high level business requirements are:
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3.1.6.1 Interactive Voice Response (IVR) Menu System

*

Receive all inbound calls on the telephone number specified by the
Bank and prompts the callers to make their selection(s)

Identify customer through CLI and support intelligent call routing

Include speech recognition engine in order to support and interpret
multiple languages, especially English

Text — to — speech capability must be supported for multiple languages
including English Bengali, Telugu, Tamil, Kannada, Malayalam, Oriya,
Marathi and Hindi

Provide an easy to configure system that enables the users to change
the IVR tree with no hard coding

Support messages scheduling

The IVR solution must be capable to capture usage details of each
customer as the customer traverses through a call. The IVR solution
should have an interface through which usage details can be shared
with other solutions.

The IVR must integrate with the rest of the proposed solution (including
the work package) to provide seamless customer service centre
performance

3.1.6.2 Automatic Call Distribution (ACD)

3.1.6.3

Handle high call volumes efficiently

Support multiple groups for all call types

Provide the capability of combining data with the Interactive Voice
Response (IVR) menu system that can intelligently rout calls requesting
further assistance to a smart Automatic Call Distributor (ACD)

Provide highly configurable system for adding/removing users, assigning
users to different queues and defining skill sets

Support skill-based routing

Deploy ports for inbound and outbound dynamically in a live
environment

Enable the handling of emails, chat, voice ,SMS, social media messages
on the same platform

Allow calls to be transferred within the customer service centre with data
attached.

Support the relaying of the information messages (marketing messages)
to voice callers waiting in queues or on hold

Computer Telephone Integration (CTI)

+ Should be able to integrate with hybrid setup of a customer service
centre solution.

+ It should be interfaced with the Core system and the other third party
applications of the bank so send/receive data which needs to be
populated

+ Ability to generate and service requests

+ On transferring the call to another agent the screen too should be
transferred to that agent’s screen

+ The CTI must be capable of activating the fast dialing feature of the
ACD
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3.16.4

3.1.6.5

*

Call events should be handled from the system such as hold, retrieve
hold, conference, transfer etc

Handle the events in linkage to the ACD system such as agent logged
in, agent availability, agent ready, etc

The CTI solution is expected to integrate to the work package and
update the IVR usage details into the work package as the customer
traverses through the IVR and reaches an agent

Customer service centre Application

*

Support the Work Package (Ticket) with all related data logging and
tracking

Enable Managers/Supervisors to monitor the overall performance of
the Customer service centre Agents and interact when needed

The application must also interface with the Bank’s applications
outlined above in order to retrieve information and perform tasks
which would be required by the agent

The application must integrate with the CTl and should be able to pull
IVR usage details of the customer including all options selected by the
customer and all details entered by customer from the time the
customer calls till the time the customer reaches an agent.

Agent should be able to log and track each ticket. Information of the
escalated tickets should be made available as and when required by
the Bank’s management.

The work package should prompt the agent on the authentication
requirements for each type of transaction based upon its severity. This
should configurable and flexible through a GUI.

The application should integrate with a digital scoreboard to display
real time queue and agent statistics; the bidder is required to procure
all hardware and setup the scoreboard. The score board should also
support customized messages and be able to setup the success and
failure criteria.

Campaign and Leads Management

*

*

*

Provide the capability of management and execution of effective

outbound calls involving marketing campaigns and calling back to

customers

Provide the capability to monitor & report of outbound calls activities

Capabillity to link leads to capture the following types of leads:

a. Leads received from the customer service centre that should be
transferred to branches

b. Leads generated from the outbound calling facility that are
transferred to the respective branches

c. Leads received from branches that are updated in the system to
be visible to the contact centre so they can be provided access to
the application process

d. The Leads Management System should have an inbuilt workflow to
track the detailed sales process across the sales processes
configured and to provide periodic reports on the same
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e. The bank expects all types of periodic reports for the LMS solution
and detailed functionalities are made available in Appendix 1

f. The bank expects an enterprise-wide license for the LMS
application

The outbound calling functionality is to be provided for while the

associated activities will not commence immediately post go-live.

There would be no limit for a scrub list however the DNC or exclusion list

must be capable to handle at least 100,000 entries

3.1.6.6 Performance Monitoring

*

Provide the capability to define Key Performance Indicators (KPIs) and
measure performance against defined KPIs, both online and with
scheduled/ad-hoc reports.

The contact center solution shall provide for extensive reporting
capabilities. The user interface for reporting tools shall be online and
GUI based.

The system shall generate various statistical reports (hourly, dalily,
monthly), based on Call completion of agent position/groups.

The CCF shall provide advanced analytics and dashboards in
electronic format which is end-user specific, periodic (daily, weekly,
monthly, quarterly) and multi-level (serves various levels of UCO Bank)
Indicative analysis required to assist business performance
improvement initiatives are

a. Root cause analysis of most frequent (e.g. Top 10)
gueries/complaints

Outcome code analysis

Analysis of regional/state-wise trends in queries/complaints

Analysis of product wise trends in queries/complaints

Revenue enhancement (cross-sell and up-sell) opportunities for
different customer segments

f. Churn reduction opportunities by customer segment

g. Key factors driving increase in usage of bank’s products

©coouo

An indicative list of reports needed to monitor customer service centre
operational performance are:

a. Analysis of complaints/grievances with longest turnaround time

b. Reports to provide evidence of adherence to SLAs

c. Average time taken to answer the call for calls serviced through
Agents, IVRS.

Average and maximum time in queue for each type of service.
Average hold time of agents’ position.

Number of call abandoned.

Number of calls answered.

Efficiency of each agent / agent group etc.

Average and total number of calls in a queue.

Average and total number of unanswered calls.

k. Agent Activity Reports, both real-time and historical.

l.  Average and total number of free agents.

m. Real-time exceptions, threshold definition and display.

S@~ooa
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n. Average and total call duration for different agents/groups.

0. Average and total queuing time.

System shall support call-by-call reporting.

The reporting tool shall include a designer module that allows
designing of new reports as well as for customizing existing reports.

The reporting tool shall be capable of exporting report details into
various formats such as MS Excel, MS Word etc.

Historical reports shall be available for agents, skills, trunk groups etc.
on daily, weekly, monthly and yearly basis

3.1.6.7 Recording

*

100% recording of voice calls for the tenure of the project, all agent
screens for the first 3 months and after that all financial transacton
based screens only of all deployed agents for the tenure of the
projectshould be recorded . The recordings should contain detailed
call information and the solution must provide advanced searching
capabilities

Calls and Agent Screens must be stored on-line for 15 days and must
be archived thereafter for a period of seven years. The media for
archival (tapes) will be provided by UCO Bank.

3.1.6.8 TPIN Server

*

Provide a TPIN server and application that interfaces with the IVR,
ACD, CTl and other applications as required ensure that the TPIN is the
primary validation.

Dynamically generate upto eight digit TPINs as required by the bank
based upon leading algorithms and security standards as prevailing in
the industry as of now.

There should be no additional interfacing cost between the ACD, IVR
and TPIN and it should be seamless.

The TPIN generation process should support the latest guidelines stated
by the RBI on online TPIN generation for transactions such as OTP
generation etc.

3.1.6.9 Collections

3.1.7

*

*

The bank expects the bidder to provide agents for Collections
purposes who will execute outbound calling capabilities. The bidder
will have to implement a collections application that will interface with
the Loan Application Solution to access the relevant customer data.
The bank expects agents to identify portfolios with the bank and
initiate outbound calls to customers. The overall customer service
centre solution should have the capability to send SMSes to customers
based upon pre-defined criteria,

LANGUAGE REQUIREMENTS

The Customer service centre must initially support English, Bengali ,
Oriya and Hindi languages. Other local language support will be
required in subsequent phases. The customer service centre solution
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being proposed must be capable to handle multiple Indian languages
such as Telugu, Kannada, Malayalam, Marathi and Tamil

3.1.8 OPERATING WINDOW

*

*

The customer service centre will operate on a 24x7 basis.
The bank reserves the right to deploy agents in any of the 8 hour shifts.

3.1.9 SECURITY AND PRIVACY

*

System must be designed in a way that guarantees that information is
collected directly from the caller, and should only be used for the
specific purpose for which it was collected. Privacy of customer
information guidelines must be pushed to Customer service centre
agents to ensure that customers are told how their personal data will
be used, and that they be given the chance to access the information
and to correct it, if necessary.

System access to information proprietary to UCO Bank must comply
with the bank’s privacy and access to information security policy.
System must maintain log including date, time, terminal number of
each operation, done by every user/group and the same should be
appended to transaction data or a separate log should be
maintained.

There should be a complete and comprehensive security from
unauthorized access and misuse.

Access to the system for all the users should be available only through
menu selection of the user interface.

System should have provision to block/delete/relocate users

Access to data should be based on parameters such as viewing,
modifying, authority level to access etc and should be linked to user
access rights.

Support encryption of data during exchange internally and with
external systems.

System should support the following:

Forced password change

Dual user authentication

Display last login/logout

Failed login attempts

Inactivity time out

No concurrent login

Block/delete/relocate users

Password control as per Bank’s Standards (length, composition,
expiry password history, etc.)

System must comply with the following IT Security configurable
requirements:

Password criteria restrictions

Password not displayed when entered

Password Length (Minimum and Maximum)

Password change interval

Password change warn time (notification for user to change)
Password change history (password cannot be repeated)

SQ@™eopop
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g. Login session timeout

h. Disallows concurrent login sessions

i. Allows password reset

j.  Allows user to change password

k. Accountinactivity period before account lockout

l.  Allows password encryption during transmission (at logon time)

3.1.10 AUDIT TRAIL

*

There should be a comprehensive audit trail detailing every user
activity including system/security administrators with before and after
image.

Audit trails presented by the system should be very detailed with all the
related fields, such as User ID, time log, changes made before and
after, Machines ID, etc.

Facility to generate security report(s) and audit the whole process from
logs reports at any future date.

System should have a special interface for auditors and IT users where
access to all data would be allowed without any modification or
change permission.

The system should have complete audit trail of any changes to the
system e.qg. alert generated, system configuration, etc.

The system should not allow audit log to be deleted and any attempts
to delete must be logged.

The system should have the following standard reports:

List of users, user privileges and status

User sign-off and sign-on

User violation — unsuccessful logon attempts

User additions, amendments and deletions with before and after
image

Number of incoming calls handled

Number of outgoing calls placed

Average talk time for calls handled - measured

Average active time per call

Summary of the interval of time required for handling incoming calls
Number of calls exceeding threshold (i.e. calls waiting in queue
longer than given time)

k. Average time in queue by call type

l.  Number of abandoned calls

Qoo
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3.1.11 CUSTOMER ACCOUNT ENABLEMENT

*

The Bank wishes to provide the services of the customer service centre
to all its customers

The customer service centre solution would thus need to be updated
with this information and the TPIN for the same to be generated and
authentication to be ensured for these accounts in the system

The TPIN must be separate from the ATM PIN

Therefore the bidder should provide a TPIN server which should integrate
with the ATM switch which hosts the data of all the ATM holders. The
customer service centre customers should be all these ATM card holders
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and the ATM pin should be their login password for the first time;
subsequent to which they should be prompted to change their TPIN.

3.2 TECHNICAL INFRASTRUCTURE

3.2.1

3.2.2

3.2.3

3.24

The bank reserves the right to place its officers there and plans to house
atleast 4 officers there who would be 3 senior managers and 1 chief
manager. The bank expects 1, 25 X 25 square foot cubicles.The bank’s
customer service centre technology infrastructure must be housed in the
bidder’s premises . As part of the solution proposal the bidder is expected to
provide a floor plan showing the bank’s seating infrastructure and
technology infrastructure in their own premises.

HARDWARE & PLATFORM

The bidder is required to design, size, procure, deploy and manage the
complete customer service centre solution in a web enabled environment.
The bank expects the bidders to provide all customer service centre
equipment, routers, switches, desktops, LAN Cabling and printers. UCO Bank
expects the bidders to submit a complete, detailed proposal covering all
items of the implementation, covering all the hardware, infrastructure and
any required software licenses in an itemized format with all relevant details.
The architecture and methodology of the solution is required to be provided
by the bidder as per the requirements mentioned in this tender document.
The proposed hardware should support at least 700 concurrent users.

INTERNET AND INTRANET:

The Selected bidder should provide infrastructure (including IDS, IPS, firewall
etc) for Internet and intranet access to all the CSR’s and other officials. There
should be redundancy in Internet links, service provider for higher uptime. The
non-availability of any of the Internet links should not have any effect on the
functioning of Contact Centre. The Selected bidder will be required to
restrict the access of websites for the agents as per the UCO Bank
requirements.

DATABASE

UCO Bank currently uses Oracle for the core banking application. The bidder
would be required to interface the application with this database and other
third party applications/delivery channels based on the functional and
technical requirements specified in this tender.

HIGH AVAILAIBILITY

The PB is expected to provide equipment which has inbuilt redundancy to
ensure business continuity incase of component failure within the supplied
hardware devices. There should be no single point of failure in the entire
solution.
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3.3 SERVICE REQUIREMENTS
The bidder is expected to design the identified processes using the below
matrix template at the time of implementation in concurrence with UCO
Bank’s respective departments. A sample is given below.
Process Agent | Authorizer | System | Manual | Templates | Turnaround
Level Process | Process time
General Functionality
Account Balance v v v
Cheque Book request 4 v v
Cheque Status v v v
enquiry
Stop Cheque v v v v
payment
Loss of cheque book v v v
Bill payment v v v v
Internet user id v v v
Mobile Banking v v v
registration
Account statement 4 v v
request
Funds transfer v v v v
between own
accounts
Loan Functionalities
Details of outstanding 4 v v
loans
Inquiry about loan v v v
account
Request for interest v v v
certificate
Repayment schedule v v v
Fixed deposits
Open FD v v v v
Renewal of existing v v v v
FD
Enquiry on existing v v
FD/TDS
Demand Draft
Request for Demand v v v v
draft
Others
Lost / Replacement of v v v
card
v v v

ATM pin re-issue
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Standing instructions v v v

Hotlisting of cards v v v v
Internet Banking v
Username & Password v v v
request

Login problems v v v
Account lockout v v v v
issues

Funds reversal issues v v v

Collection Services

Outbound calling v v v v v

Payment status v v v v v

updation

Outbound Calling

Sales v v v v v

Welcome Calls v v v v v

Verification calls v v v v v
v v v v v

Quallity of Service

3.4 IMPLEMENTATION SERVICES

The Bidder has to provide all implementation services onsite and is expected to
cost for these services accordingly. A list of implementation services required is
listed below.

3.4.1 BUSINESS PROCESS ANALYSIS & DOCUMENTATION FUNCTION

Tasks:

+ Understand the current state (As-Is) business processes and functions
pertaining to the business areas included in the scope

+ Develop the future state (To-Be) business processes (facilitated by the
Proposed Customer service centre Solution Package)

Deliverables:
+ Current State Study document
+ Future State (To-Be) Business Processes Document
3.4.2 CUSTOMER SERVICE CENTRE FLOOR LAYOUTS
Tasks:
+ Provide the floor plans to UCO Bank for the premises where the
customer service centre is going to be hosted
+ Design the customer service centre floor layout for planned agents,
bankers and managers who will be operating the customer service
centre

+ Provide detailed specifications of furniture and fittings required for
customer service centre personnel

Deliverables:
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*

.

Customer service centre floor plan and seating plan
Detailed list and specifications of furniture and fittings to be installed by
the bidder in a separately enclosed area

3.4.3 DEPARTMENT OF TELECOMMUNICATIONS CLEARANCES

Tasks:

.

Facilitate the registration of the Customer service centre with the
Department of Telecommunications (DoT)

Ensure that UCO Bank gets all requisite clearances and licenses from
the DoT for it’s domestic customer service centre before the planned
go-live date

Deliverables:

.

DoT registration of customer service centre with all requisite approvals
and clearances this will include all costs for any liaisoning to be done.

3.4.4 SYSTEM INSTALLATION

Tasks:

The implementation will consist of implementing the proposed
Customer service centre setup including all the applications

The Bidder will be responsible for setting up all the components
including viz. hardware, network, IVR, software, phones and headsets.
Setting up the voice prompts as per the requirements of the Bank

The Bidder will be responsible to arrange for a voice artist to record all
IVR messages in both Hindi and English. The Bidder must arrange for a
recording studio at no extra cost where the recording of IVR messages
will take place.

The bidder is also expected to provide an additional per hour cost for
the recording studio and for the artiste for future use for TCO purposes
for ten hours each.

The Bidder will be responsible for installing the applications with all the
customizations duly tested

The Bidder will set all the parameters in the applications as accepted
in the test environment. The Bidder shall be responsible for accuracy of
the parameters set according to business needs of the Bank.

Deliverables:

Procure, install, configure and commission the hardware and network
components in the server and telecom room

400 Digital phone instruments supplied which are interoperable with
any customer service centre platform to be supplied is phases as
mutually discussed with one months notice, the same rate will be used
for additional purchases.

Procure and configure the phones for the customer service centre
agents

Recording of voice prompts and IVR messages by voice artist in a
recording studio

Provide the manuals and management of the following:
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= Administration

= Users
= Technical Services
= Security

= Operation Manual/Services
= System backup
+ The following documents:
» Technical Design Document?!
= Backup Procedure Manual
» Logical Database Design
= Data Dictionary

3.4.5 NETWORK IMPLEMENTATION

Tasks

+ Devise architecture considering government guidelines, customer
convenience, calling costs etc.

+ Configure network equipment

+ The Selected bidder must provide Fail Safe Data Network to transport
data, voice, web etc to Contact Centre locations with adequate
bandwidths.

+ The entire Network should have inbuilt redundancy to ensure high
uptime. Adequate Network security but not limited to the following
should be in place:

+ Network security should be maintained by having password and audit
control on Network equipment. Internet connectivity should be
restricted (i.e. only necessary sites are accessible).

+ Firewall and IDS/IPS protection must be in place.

+ Separate VLAN for UCO Bank process.

+ Proper Antivirus security with centralized updates.

+ LAN maintenance at both the Contact Centre locations

Deliverables:

+ Complete architecture of the customer service centre with reference
to the network

+ Supply and Deployment of Network & Security Components

+ Bandwidth requirements

3.4.6 SYSTEM CONFIGURATION

Tasks:

+ Define a Test & Development Environment

+ Configure/setup the Test & Development Environment to facilitate the
interfaces development and any required customization

+ Configure the end user terminals viz desktops/laptops/phones etc

+ Define the Production Environment

+ Configure/setup the Production Environment
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+ Build the IVR Call Flow & Call Tree

+ Configure and implement the voice prompts

+ Define n number of intelligent call codes to be used across the system
viz. the work package, ACD, CTl and IVR

Deliverables:

+ Test & Development environment setup
+ Production environment setup

+ Setup/Configuration Document

+ IVR Call Flow & Call Tree setup

+ Setup / Definition of call codes

3.4.7 APPLICATION DEVELOPMENT

As part of the evaluation process, UCO Bank has provided the details of the
requirements in this Request for Proposal (RFP). The bidders have to map
these requirements to select modules within their applications that will best
address these requirements. Any gaps in functionality and areas of
customization identified by the bidder or interfaces to be built should be
listed in the format provided in Appendix 2. The Bidder is expected to provide
a solution for each listed gap, and to explain any development/
customization required as part of their solution.

Tasks:

+ ldentify any application gaps that require customization®
+ Design, develop and test any required customizations
+ Design/Develop/Test the required interfaces

Deliverables:

+ Implement the Code for:
= Any customized software
= Any interfaces
+ The following documents:
= Application Gaps Document
= Customization Solution Design Document
» [nterface Specification Document

3.4.8 USER ACCEPTANCE TESTING

Tasks:

Develop Test Scripts

Support User Acceptance Testing (UAT) Activities
Resolve any reported problems during the UAT

+ Provide a details testing schedule

*

>

>

Deliverables:

+ Test Scripts
+ Detailed test plan
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+ Implement all the updated codes for customization and interfaces

+ Resolve errors identified during testing phase. At least 4 personnel to
provide on-site support in this phase

+ Prepare production environment based on error resolutions and final
set of parameters.

3.4.9 KNOWLEDGE MANAGEMENT REPOSITORY
Tasks:
+ Collate and document information on all products, services and
relevant businesses of UCO Bank which may be serviced through the
customer service centre

+ Place all documented information in a knowledge repository which is
to be used by the work package

Deliverables:
+« Documents covering all products, services and relevant businesses of
UCO Bank
+ Knowledge repository to be populated with documents

+ Documents from knowledge repository to be used by the customer
service centre work package

3.4.10 LINKAGES TO UCO BANK’S BACK OFFICES OR BRANCHES
Tasks:
+ Develop linkages to the city back offices or branches of UCO Bank so

that the customer service centre agents can relay caller requests to
the city back offices or branches and track the status of these requests

Deliverables:
+ Appropriate linkages to the city back offices or branches of UCO Bank

3.4.11 GO-LIVE AND POST-IMPLEMENTATION SUPPORT
Tasks:
+ Go-Live planning including cutover strategy

+ Production (Post Implementation) onsite support after going live.
+ Develop Recovery Procedures

Deliverables:
+ Production Cut-Over Strategy
+ Recovery Procedure Document

+ On-going people deployment
+ On-going SLA monitoring and support
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3.5 FACILITY MANAGEMENT

3.5.1 SERVICES TO BE COVERED:

The Bank intends that the contract which is contemplated herein with the
Bidder shall be for a period of five years (5 years) post go-live of the customer
service centre and shall cover all deliverables and services required to be
procured or provided by the Vendor during such period of contract. The Bidder
needs to consider and envisage all services that would be required in the
maintenance of the facilities. Facilty Management (FM) is envisaged for the
smooth functioning of the customer service centre solution in totality. FM for all
purposes means all AMC, warranties, annual technical support for all
applications, hardware, network equipments, bandwidth and interfaces
provided, quoted and developed by the bidder and all other costs necessary
and incidental for the maintenance and support of the infrastructure and
equipment. The bank will report issues over the telephone, email or a web
based helpdesk tool. Each issue will be provided a unique ticket number for
tracking purposes.
The FM services shall include:

+ Hardware Management (Servers, Peripherals, etc.)

+ System Administration

+ Software Maintenance and support
The bidder will be solely responsible for providing all services as mentioned
above for all applications and hardware quoted by the bidder as a part of the
bid.
The bidder must provide details on products, tools and people that would be
utiized to provide above mentioned FM services in the format outlined in
Appendix 9

3.5.2 SCOPE OF THE FM SERVICES

This section describes the services required by the Bank. The Bidder shall
consider and envisage all services that will be required in the maintenance of
these facilities. The Bidder must agree that these services and the management
of these services will be provided for all the components of the customer service
centre implementation.

The bidder is expected to provide AMC, ATS / Software Assurance & Warranty
for the software & hardware provided in this bid. The Bank intends the vendor
appointed under the RFP shall have the single point responsibility for fulfiling all
obligations and providing all deliverables and services required for successful
implementation of the project.

3.5.2.1 Hardware Management (Servers, Peripherals etc.)

« As a part of FM, the Bidder shall provide services relating to
maintenance and support to hardware and other peripherals.

+ The Bidder shall provide the services to ensure appropriate computer
platform hardware (e.g., processor, memory, network interface card,
etc.) and system software (e.g., operating system, database,
middleware etc.) are available to the specified server type.
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*

The Vendor shall provide services, which include requirement analysis,
hardware and system software platform acquisition, testing,
verification, and installation , problem identification, root cause
analysis and problem resolution. The Vendor accepts that these
services allow access to business critical software. The Vendor agrees
that services provided include implementation and maintenance of
the server and peripherals as well as installation of the licensed
software and other software used by the solutions quoted by the
vendor.

The Vendor shall provide for maintenance of Hardware, including
preventive Hardware support, as well as repair and / or replacement
activity after a problem has occurred, Warranty service management
and Vendor liaisoning and ensure service levels are met.

During the breakdown of the “Computer Hardware and Peripherals”
and “Other Equipment”, the Vendor shall provide standby equipment
of the same make / model or of higher configuration in place of the
original equipment taken to their premises / service center, etc. for
repair / replacement as per the agreed service level agreement.

If the items of “Computer Hardware and Peripherals” and “Other
Equipment” are to be replaced permanently, the Vendor shall replace
the equipment of same Make/ Model/ configuration or of higher
configuration. However, the Bank may accept different make/model/
configuration at its discretion if the original make/model/
configurations are not available in the market due to obsolescence or
technological upgradation, stoppage of the production of the same
make/model/ configuration by the manufacturer or cessation /
winding up of the Company. The price benefit if any gained in the
process by the Vendor, is agreed by the Vendor to be passed on to
the Bank.

Vendor shall provide Hardware maintenance services including
preventive maintenance (e.g., running standard diagnostics, machine
cleaning, checking cables and ports), corrective maintenance to
remedy a problem, and scheduled maintenance required to maintain
the Hardware in accordance with manufacturers' specifications and
warranties.

Vendor shall request the dispatch of the appropriate Vendor
maintenance provider for Hardware maintained under a third party
agreement.

Vendor shall co-ordinate and schedule maintenance activities with
the End User and appropriate support functions of the Bank (e.g.
network support, facilities support, etc.).

Vendor shall maintain accurate documentation on the current
location and status of Hardware in the process of being repaired.
Vendor shall provide maintenance data, as reasonably requested by
the Bank, to support replacement / refresh scheduling.

Vendor shall provide support and assistance, as required, to isolate
complex network, operational and software problem:s.

Vendor shall track and report observed Mean Time between Failures
(MTBF) for Hardware.
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3.5.2.2

Vendor shall backup, remove, protect, and restore programs, data
and removable storage media in a machine prior to presenting the
machine for service.

The Vendor shall provide all maintenance services in accordance with
the Service Levels

The vendor will conduct system health checks and system audits at
periodic interval. The health check of the systems can be done from
the bank’s premises only.

Hardware or software installation, de-installation, re-installation and
maintenance.

System Administration:

Provides for system administration services. Examples of these services
are:

Client account maintenance - Creating users, groups, creating user
accounts, deleting user accounts, modifying user accounts, etc. on
the system. ;

File / system / application access management - Maintaining file and
directory permissions on OS and application access management like
creating user accounts at application level, assigning application
access, setting application passwords, user lockout, etc.;

Security monitoring and investigation - Monitor physical security, Assess
risks on a particular system [OS environment and user needs], Monitor
network security, track logins, logouts, command runs;

Performance optimization and reporting - Process and Memory
Management, Monitoring CPU performance, Monitoring Memory
performance, Monitoring Input/Output performance, Monitoring
Ethernet Traffic, etc.;

Error detection and correction;

Troubleshooting and client support; and

Backup File Retention - Creating backup schedule, performing
backups and restoring files, Storing backups and managing media life
expectancy for storage media, etc. Backups need to be taken by the
vendors for the entire period of FM. For this purpose the vendor needs
to factor the number of tapes which would be necessary which the
bank will provide.

Monitor measure and analyze systems performance as it compares to
the Service Levels and provide periodic reports to the Bank.

Monitor and adjust workload and resources including workload
planning, job scheduling and operational backup/recovery for Servers.
Notify the Bank when any element (e.qg., file server disk capacity and
memory, number of printers, etc) reaches critical utilization levels
Application management including day end updates, periodic and
daily backups.

The Vendor shall provide a single-point