Prebid Queries and Replies for Bid Number: GEM/2021/8/1258306 for Selection of V

endor to Provide Helpdesk Services for CareBan

king-Solution and Allied Abblications

Document
Annexure-8

Scope of Work

branch batch closure of all

branches across shifts on all Bank Working day nationally.
Services also to be

provided in case of planned outages as and when required like

Disaster Recovery
Drilt etc., planned during Sundays / 2nd and 4th Saturdays /
National holidays.

Sl Page |RFP Clause Clause/Technical Specification Bidder's Query Bank's Reply
No No,
1] 2 Buyer Specification 4.3. Bank will not provide/reimburse for any conveyance, food|Confirming that bidder’s responsibility is only to provide|Bank will provide basic infra set up to the Bidder such
Document and lodging. manpower. Is there any hidden cost like Uniform. |-|as space, power, seating arrangements and Computer
Card, Electricity bill, Transportation, Drinking Water, [Systems. All other expenses are to be borne by the
4. Deploying Refreshment etc. which we need to take care. Bidder.
Resources for
Helpdesk:
2 2 Bid Document EMD Detail We are MSME Unit (certificate attached herewith).|Kinldy refer the Gem Bid Document for exemptions to
Kindly confirm if we exempted from paying the EMD for{MSE bidders.
this tender.
3 7 Buyer Specification  (Eligibility Criteria: Eligibility criteria says: The Bidder should have been|This Fligibility Criteria is amended as under-
Document The Bidder should have been providing similar Help Desk providing similar Help Desk Service (with at least 30|d. The Bidder shoutd have been providing similar Help
Service (with at least 30 Resources) in any Schedule Rescurces) in any Schedule Commercial Bank and the Desk Services {with at least 20 Resour=—=:} in atleast
Annexure-2 Commercial Bank and the service should be currently running one Scheduled Commercial Bank either directly or
The help desk services provided to their customer must have [service should be currently running. Request you to|through a System Integrator in the last 3 years.The
Eligibility Criteria CBS as a scope. make it for at least 20 resources. helpdesk services provided to their customer must have
Declaration Documents to be submijses CBS as a scope.
The Bidder has to provide reference letter in their name with Documents to be submitted:
Criteria no.d the duration and type of Services provided from Schedule The Bidder has to provide reference letter in their
commercial Banks. name with the duration and type of Services provided
from Scheduled commercial tidi: System Integrator:
4 9 Buyer Specification 1. The Help Desk services have to be provided from 8 AM till |As per the RFP we need to provide 60 Help Desk Agent & [As per BOM of the RFP total 76 resources (70 agents

6 Onsite supervisor. Do you need this count of 66
manpower per shift or you need throughout the day 66
manpower. Kindly confirm the buffer required and the
shift window timings and days.

plus 6 Supervisors) are required, Resources need to
operate in multiple shifts which will be decided as per
Business requirement.Bidder may maintain buffer
manpower to ensure presence of stipulated resources
on all days.
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Prebid Fs eries and Re llies for Bid Number: 8l 41 T 2000106 B ol b1 Vendor to Provide Heluuth sk Services for CoreBankilin-Solution and Allied Auillications

Si. Page |RFP Clause Clause/Technical mvmmz.nm:o: Bidder's Query Bank's Reply
No No,
17 NA NA = Additional Query How is the commumication to L1 team defined ? Through escalation in the ticketing tool and E ]
Mail/Call.
18 NA NA ' __>aal_.:.o:m_ Query |s the escalation Matrix defined for L1 7 Yes, The details shall be shared with the selected
bidder.
19| Na |NA Additional Query Please mention of Flexcube verision used 7 Is it the|Flexcube Yersion 11.8. Yes same version is used across
same version used across all brances all Domestic Branches.
20 NA |NA Additional Query Seating arrangement for the team ~\Bank has readily available seating arrangement for the |
required staff.
Imﬂ.. NA  |NA "lAdditional Query Device for the team like telephone, desktop, laptop,|Shall be provided by the Bank
head set etc
22 NA  TINA Additional Query Internet connectivity Connectivity will be provided te access required
Portal/System.
73 NA NA Additional Query We are Finacle partners, hope you do not need|Bidder has to comply with the RFP terms
Authorization from Oracle for FlexCube
24 NA  |NA Additional Query Vendor having CBS experience can bid without OEM[Bidder has to comply with the RFP terms
MAF, please confirm
25 7 Buyer Specification Eligibility Criteria: We have provided the support service qmmocﬂnmmlplrzﬂ_mr This Eligibility Criteria is amended as under;
Document The Bidder should have been providing similar Help Desk System Integrator for supporting the CBS and its allied |d. The Bidder should have been providing similar Help
Service {with at least 30 Resources) in any Schedule applications in the Scheduled commercial Banks. We |Desk Services (with at least 20 Resources} in_atleast
Annexure-2 Commercial Bank and the service should be currently running |may permitted to submit the reference letter from the |one Scheduled Commercial Bank either directly or
The help desk services provided to their customer must have |System integrator instead of Bank. through a System Integrator in the [ast 3 vears The
Eligibility Criteria CBS as a scope. helpdesk services provided to their customer must have
Declaration Documents to be submitted: CB5 as a scope.
The Bidder has to provide reference letter in their name with Documents to be submitted:
Criteria no.d the duration and type of Services pravided from Schedule The Bidder has to provide reference letter in their
commercial Banks. name with the duration and type of Services provided
from Scheduled commercial Bank/ System Integrator.
26 | 7 Buyer Specification  |Eligibility Criteria: This clause may be relaxed with 75 - 100 personnel on  |This Eligibility Criteria is amended as under:

Document
Annexure-2

Eligibility Criteria
Declaration

Criteria no.e

The Bidder should have at least 200 personnel on their
payroll, who are providing help Desk Service to their
customer.

Documents to be submitted:

The Bidder has to provide certification from Company
Secretary or from equivalent authority undertaking that they
have at least 200 personnel/resources on their payroll, who
are providing help Desk Service to their customer.

bidder’s payrall

e. The Bidder should have atfeast 100 personnel on its
ayroll or through subcontracting, wha have provided
Help Desk Service to their customer.

Documents to be submitted;

The Bidder has to provide undertaking from the
Company Secretary or from equivalent authority that
they have at least 100 personnel/resources on their
[yl @ ghrouyl) subcontracimi@ who are providing
help Desk Service to their customer
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Ist. Page [RFP Clause n_n_..mmﬁ_'mn_..:wna_umnmmnnzoﬂ
No No.
31 4 Buyer Specification 6. Penalties/Liquidated Damages
Document
6.8. All the above LDs are independent of each other and are
applicable separately and concurrently.
32 NA  |Integrity Pact 8. Fall Clause

The BIDDER/SELLER/CONTRACTOR/SERVICE PROVIDER
undertakes that it has not supplied/is not supplying similar
product/systems or subsystems/services at a price lower than
that offered in the present bid to any other Bank or PSU or
Government Department or to any other organization/entity
whether or not constituted under any law and if it is found at
any stage that similar product/systems or sub
systems/services was supplied by the
BIDDER/SELLER/CONTRACTOR/SERYICE PROVIDER to any other
Bank or PSU or Government Department or to any other
organization/entity whether or not constituted under any law,
at a lower price, then that very price, with due allowance for
elapsed time, will be applicabte to the present case and the
difference in the cost would he refunded by the
BIDDER/SELLER/CONTRACTOR/SERVICE PROVIDER to the
BUYER, if the contract has already been concluded.

Dl Wiawuklost Bacs I sound ROALL bl ki i L] [ o iy

Bidder's Query

Dt Wk sl kLl s A sl B

hlbo=dd

Bank's Reply

All the above LDs are independent of each other and are
applicable separately and

concurrently, Subject to a combined capping of 10% of
annual contract value for both the LD and penalty

We request bank to delete this clause, as per the RFP
this L0 Helpdesk support and no product included and
the cost of resources can vary customer to customer
based on the skills and scope. Also cost of resources
depends on the market demand.

Bidder has to comply with the RFP terms

Bidder has to comply with the RFP terms

A
=
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Prebid Queries and Replies for Bid Number: GEM/2021/B/1258306 for Selection of Yendor to Provide Helpdesk Services for CoreBanking-Solution and Allied Applications

Clause/Technical Specification

Additional Query

St Page |[RFP Clause
No No.
|
35 NA Bid Document
Specific terms &
conditions
36| NA |Bid Document
Specific terms &
conditions
37| NA |Bid Document

Specific terms &
conditions

Bidder's Query

—

Offer Prices on GeM shall be on all exclusive basis i.c.
exclusive all taxes, duties, local levies / transportation
/ loading-unloading charges etc. In the case of Bid / RA,
complete break-up of the quoted price in the required
price bid format shall furnished by the Bidder, before
award of contract.

Additional Query

Additional Query =

If the Seller/Service Provider fails to deliver m:mﬂ all 1

of the Goods/Services within the original/re-fixed
delivery period(s) specified in the contract, the Buyer
will be entitled to deduct/recover the Liquidated
Damages for the delay, unless covered under Force
Majeure conditions aforesaid, @ 0.5% of the contract
value of delayed quantity per week or part of the week
of delayed period as pre-estimated damages not
exceeding 5% of the annual contract value of delayed
quantity without any controversy/dispute of any sort
whatsoever.

PLease also confirm is this applicable to this RFP, in the
RFP document separate terms are mentioned for
LD/Penalties.

If the Seller does not perform its obligations within the
Delivery Period/Date mentioned in the Contract, the
same would constitute the breach of the Contract and
the Buyer shall have the right to Cancel or withdraw the
Contract for the unsupplied portion after the expiry of
the original or re-fixed delivery date or period
stipulated in the Contract. in case of such
cancellations the buyer shall be l{able to pay the
seller for all the goods and services provided till the
date of such cancellation.

wm:r....lzmuf

Kinldy refer Annexure-13 (Bill of Material) and submit
the Total cost as per column g of sl.no. 3 in Bill of
Material.

The n_cml_e does not refer ta any clause of the RFP/Bid
document. Hence, Bidder has to comply with RFP terms
& conditions.

The nﬂé does niot refer to any clause of the RFP/Bid
document. Hence, Bidder has to comply with RFP terms
& conditions.

Page 7 of B
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Amendment-1 to “Bid Number: GEM/2021/B/1258306 for Selection of Vendor to Provide Helpdesk

Services for Core Banking-Solution and Allied Applications”

It is decided to amend the following in respect of the above RFP;

5I. Page Section/

No. No,
a 7
b 7
c 4

&
5

Clause No. Existing Amended

Annexure/

Appendix of

the RFP

Buyer Eligibility | Eligibility Criteria: Eligibility Criteria:

Specification Criteria | The Bidder should have been The Bidder should have been

Document Declaration providing similar Help Desk providing simitar Help Desk
Service (with at least 30 Services (with at least 20

Annexure-2 Criteria no. d | Resources) in any Schedule Resources) in atleast one
Commercial Bank and the Scheduled Commercial Bank
service should be currently , either directly or through a
running. The help desk System Integrator in the last 3
services provided to their; years. The helpdesk services
| customer must have CBS as a | provided to their customer
scope. must have CBS as a scope.
Documents to be submitted; ° Documents to be submitted:
The Bidder has to provide The Bidder has to provide
reference letter in their name reference letter in their name
with the duration and type of ' with the duration and type of
Services provided from Services provided from
Schedule commercial Banks. Scheduled commercial Bank/

. System Intugrator.

Buyer Eligibility Eligibility Criteria: | Eligibility Criteria:

Specification Criteria The Bidder should have at The Bidder should have

Document Declaration ' least 200 personnel on their atleast 100 personnel on_its

o payroll, who are providing pavroll or through
Annexure-2 Criteriano. e | ho|p, Dpesk Service to their subcontracting who have

customer.

Documents to be submitted:
The Bidder has to provide
certification from Company
Secretary or from equivalent
authority undertaking that
they have at least 200
personnel/resources on their
payroll, who are providing
help Desk Service to their
customer.

provided Help Desk Service to
their customer.
Documents to be submitted:
The Bidder has to provide
undertaking from the
Company Secretary or from
equivatent authority that they
have at least 100
personnel/resources on their

payroil or through
subcontracting, who are

providing help Desk Service to
their customer.

Bid Document  Specific 16. Timely Servicing / This RFP_ _Clause stands
terms & rectification of defects during deleted,
conditions warranty period: After having
been notified of the defects
/service requirement during
warranty period, Seller has to
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‘ | complete the required Service
/ Rectification within 3 days
I I time limit. If the Seller fails to
| complete service /
rectification with defined
time limit, a penalty of 0.5%
of Unit Price of the product
shall be charged as penalty for
| each week of delay from the
seller. Seller can deposit the
I penalty with the Buyer
directly else the Buyer shall
have a right to recover all
such penalty amount from the |
Performance Security |
(PBG).Cumulative Penalty
| cannot exceed more than 10%
of the total contract value
after which the Buyer shall
‘ have the right to get the
service / rectification done
from alternate sources at the
risk and cost of the Seller
besides forfeiture of PBG.
Seller shall be liable to re-
imberse the cost of such
service / rectification to the
Buyer.

All the other Instructions and Terms & Conditions of the above RFP remain unchanged.
Please take note of the above Amendments while submitting your response to the subject RFP.

|
Date: 16/06/2021 o T By Qs

Place: Bengaluru Deqality (Clabihspl M gl
l'-'.

"""
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