Replies to Prebid Queries for GEM/2023/B/3283751 dated 29/03/2023 for Selection of vendor for end to end implementation of comprehensive Customer Relationship Management (CRM) solution for 5 vears

Sl. . | Section/ Annexure/ y  Swthr! 2 : :
No. Page No. Appendix RFP Clause Sub-Clause/ Technical Specifications Bidder's Query Bank's Reply
. Date of Request the extension on date of final submission to ; .
1 1 GeM Bid Document & ik 10th of May 2023 . |Bidder to refer Corrigendum-2.
Section A - Bid ; Please provide at least 4 weeks (working day basis)
] T
2 2 Schedule & 1. Bid Schedule ¥ Las't I?ate, “.'“e e kg time after publishing all the clarifications of queries to |Bidder to refer Corrigendum-2.
- Submission of Bids - 26/04/2023 1
Abbrevations all the vendors to submit a robust proposal.
8. Last Date, Time and Venue for
Section A - Bid Submission of Bids - Response should |Please mention which are the documents need to be
’ be submitted in GeM portal and submitted as physical copies as part of Bid submission |Bidder to refer clause 13.1 of Section-D of the
3 2 Schedule & 1. Bid Schedule . ) ) -
PrE———— physical documents should be apart from soft copies that will be submitted through  |RFP.
submitted at below mentioned GeM portal.
address before due date/time
2. Bidder financial standing: The In Prequalifcation Criteria, the bidder will showcase
5 bidder should not be under the financial capability by submitting Financial Reports
Buyer Added Bid L " : = L . . . .
] e liquidation, court receivership or on positive networth & Annual turnover. Kindly clarify |Bidder has to submit declaration as per RFP
4 4 GeM Bid Document  |Specific Terms o : ; 7 : : .
and Conditions similar proceedings, should not be will this audited document suffice the requirement or |clause.
bankrupt. Bidder to upload the bidder still needs to upload a self declaration on
undertaking to this effect with bid. Financial standing. Kindly confirm our understanding
4.3. The bidder should provide the The proposed CRM is a cloud/Saa$S based model and has
Section B - proposed CRM Solution on SaaS Model [the benefit to host in Zoho's cloud, wherein the
5 10 Introduction 4. Objective which should be implemented in complete infrastructure, servers, app servers and Bidder to comply with RFP terms and conditions.
- 0] comprehensive environment (Hybrid |database will be fully managed and owned by Zoho in
model) secured Data Centers within India.
We find the following contradictions in the RFP in
providing the CRM solution on SaaS Model:-
1) RFP ask is for providing licenses on unlimited user
based for perpetual enterprise model.
4:3. The bidder should provide the 2_) Annexure -17 requires the bldd_er to quote for
. : license and ATS fees for the solution on Capex model.
Section B - proposed CRM Solution on Saas Model 3) Bank has segregated data residency between on-
6 10 Introduction which should be implemented in eree = Bidder to refer Corrigendum-2.

4. Objective

comprehensive environment (Hybrid
model)

premise and public cloud but not segregated
functionalities to be deployed on-premise and public
cloud.

If the Bank wants perpetual unlimited licenses, we
suggest the Bank not to ask for the Solution on SaaS
model.
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10

Section B -
Introduction

4. Objective

4.3. The bidder should provide the
proposed CRM Solution on Saa$ Model
which should be implemented in
comprehensive environment (Hybrid
model)

Request Bank to Elaborate on Hybrid Model? Is Bank
Opne to consider Complete Saas solution Hosted in
Public OEM environment (DC)?

The Pl data should be on premises. The
application and permissable non critical data in
encrypted format may be in cloud. This
explanation should be read inconsonance with
various clauses of RFP.

10

Section B -
Introduction

4. Objective

4.3. The bidder should provide the
proposed CRM Solution on SaaS Model
which should be implemented in
comprehensive environment (Hybrid
model)

The Saa$ offerings are managed end-to-end by the
OEM, including updates, patches, etc. For this reason,
we request Bank to allow the offerings to be delivered
from the hosted ecosystem.

Request to not mandate a Hybrid architecture
otherwise Bank may risk the disqualification of many
OEM's from Gartner leaders quadrant.

Bidder to comply with RFP terms and conditions.

11

Section B -
Introduction

6. Participation
methodology

6.1. In this RFP either the authorized
bidder on behalf of the
Principal/OEM/0SD or
Principal/OEM/0SD itself can bid but
both cannot bid simultaneously for
the same item/product. If
participated, the bids of
Principal/OEM/0SD and the
authorized bidder/s are liable for
rejection.

In the RFP response we may have multiple partners
bidding independently, hope that is permitted?

Bidder to comply with RFP terms and conditions.

10

11

Section B -
Introduction

5. Requirement
Details

5.3. The selected bidder should not
increase the individual prices quoted
in the Bill of Material of this RFP
beyond 8% for AMC per annum, 10%
for resources per annum and 15% for
ATS/subscription & support per
annum after initial contract period.

No query posted

11

1

Section B -
Introduction

6. Participation
methodology

6.1. In this RFP either the authorized
bidder on behalf of the
Principal/OEM/0SD or
Principal/OEM/OSD itself can bid but
both cannot bid simultaneously for
the same item/product. If
participated, the bids of
Principal/OEM/0SD and the
authorized bidder/s are liable for
rejection.

Could the Bank confirm we as a Bidder can bid as a
Consortium(of OEM/OSD/Principal and Sl so as to meet
Banks Requirements). As a single OEM may not have
full solution for requirements asked.

Bidder to comply with RFP terms and conditions.

LS
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Replies to Prebid Queries for GEM/2023/B/3283751 dated 29/03/2023 for Selection of vendor for end to end implementation of comprehensive Customer Relationship Management (CRM) solution for 5 years

5.2. The term of contract will be
initially for a period of five (5) years.

Section B.- 5. Requirement If ti'.le performance of the b.!dder Plosse conflmithat tha teri of the contract will be's The t_erm of 5 years contract for proposed
12 11 Introduction Details during the contract period is s from thetinte of ehitiact siebin solution starts from the date of acceptance of
satisfactory, then it can be continued y i the proposed solution by the Bank.
further with annual review at the sole
discretion of the bank.
Sectins - 5. Requirement All existing and new customers/ consumers of the
13 11 Introduction ? eq Is this for Retails Banking or corporate Banking or Both? g
Details Bank
6.4. In the event of the bidder being
not able to perform the abligations as
per the provisions of the contract,
the OEM/0QSD/principal should
assume complete responsibility on
Section B - behalf of the bidder for providing end- |End to end responsibility of the implementation and
: 6. Participation to-end solution i.e., technology, execution of the project remains with the Sl as primary | . 3 -
L 1 Inteaguetion methodology personnel, financial and any other bidder. However, OEM must be responsible for the SLA Bt Comphy WIth: RIEP' tewi. 3 Conditians.
infrastructure that would be required |of the subcribed services.
to meet intent of this RFP at no
additional cost to the bank. To this
effect bidder should provide a
dealer/distributor certificate for the
proposed solution as per Annexure-16.
. 1. Supply, 1.3. Bidder has to supply the
Section C - . . : ; ; s <
: Installation, standardize version of Comprehensive |How strict are these timelines? Does it mean the ; . o
Deliverable and . - : ; . Bidder to comply with RFP terms and conditions.
15 13 . Integration & Customer Relationship Management  |scoping and phased approach should be basis these
Service Level . s el A =i
AgpeE eSS Implementation  |Solution within Six (6) weeks from timelines?
the date of acceptance of the order.
1. Suppl 1.4. The remaining requirements
Section C - = P ¥s should be customized and complete . . .
R Installation, How strict are these timelines? Does it mean the . ! .
Deliverable and ; the User Acceptance Test (UAT) and . . Bidder to comply with RFP terms and conditions.
16 13 . Integration & . P scoping and phased approach should be basis these
Service Level irolaientation Pilot Run within Six (6) weeks from timelines?
Agreements P the date of delivery of standardized L
solution.
1.5. Bidder has to complete Full
Section C - 1 PP roject
Deliverable and Wstallation, ?m;lementationl documentation/traini How shiick ie thess Yetiness Dges it mea the Bidder to comply with RFP terms and conditions.
17 13 Integration & scoping and phased approach should be basis these

Service Level
Agreements

Implementation

ng and Go-Live within four (4) weeks
from the date of User Acceptance
Test and Pilot Run.

timelines?
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1.2. The selected bidder should

Section C - J: Supply, §upply, Tnstal, Integtiee And The time schedule purely depends on reviewing the
i Installation, implement the proposed = ! . s
Deliverable and " . ’ existing eco system of Canara Bank and based on the Bidder to comply with RFP terms and conditions.
18 13 y Integration & comprehensive CRM solution as per . ; . p Sot
Service Level . e e discovery phase. The timelines will be quantified,
Agreements IR REPwithin Stteen (16) weeks from reviewed and mutually agreed by both parties
g the date of acceptance of the Y 28 Y P
Purchase Order.
Section C - 1. Supply, 1.3. B1dd~er tiBs t‘o Ripply-the . |The time schedule purely depends on reviewing the
: Installation, standardize version of Comprehensive . . . s
Deliverable and ; : : existing eco system of Canara Bank and based on the  |Bidder to comply with RFP terms and conditions.
19 13 . Integration & Customer Relationship Management : RN : ce
Service Level . " P, discovery phase. The timelines will be quantified,
Agreements mplestvantation Salution within Six (6) weeks from reviewed and mutually agreed by both parties
g the date of acceptance of the order. Y ag Y p
THe proposed CRM provides the capability to integrate
Section C - 2.1. The selected bidder has to work  [with other application via REST APl and the availability
: : with different application vendors in  [of REST API support by the different application Bidder to comply with RFP terms and conditions.
Deliverable and 2. Integration & , 2 i : : : X N "
20 13 ; order to integrate new solution to the |vendors is critical for integration. Bidder to integrate with feasible mode
Service Level Interfaces N
AR existing workload or new workloads acceptable to the Bank.
g during contract period. Please let know if all the applications to be integrated
support REST API?
As the requirements provided by the Bank are
1. Suppl complex. Can the bidder recommend best practice
Section C - Ir;stalpl)ggt;n mutli Phase implementation Time Line which we follow
Deliverable and e with all our Global Digital transformation Projects in Bidder to comply with RFP terms and conditions.
21 13 - Integration &
Service Level iblsietation BFSI.
Agreements P Spread across 8 to 10 months multi phase deployment,
that would allow solution to set it and easy change
Management in the bank as well.
1.4. The remaining requirements i
y 1. Supply, : Could the Bank let us know the plan for Pilot Phase.
Section C - : should be customized and complete b B
. Installation, How many users or Branch's would need to live in Pilot. |_. . -
Deliverable and . the User Acceptance Test (UAT) and ; Bidder to comply with RFP terms and conditions.
22 13 i Integration & . godlie o How long the Pilot would be , before rollout of the ey : .
Service Level . Pilot Run within Six (6) weeks from cicas Details will be shared with the selected Bidder.
Implementation H § application to other Branches and Departments(call
Agreements the date of delivery of standardized ;
X center , Retail Sales etc.)
solution.
5. il 1.4. The remaining requirements
Section C - Ir;stalpl’gtrr;n should be customized and complete  [Could the Bank confirm that they would be responsible |Bidder to comply with RFP terms and conditions.
Deliverable and L the User Acceptance Test (UAT) and  [for rollout of application to other Branch's and offices. |Bidder is solely responsible for complete
23 13 A Integration & - R . - o i . : '
Service Level Implementation Pilot Run within Six (6) weeks from Bidder will be providing warranty support post initial  [implementation of the proposed solution as per
Agreements 5 the date of delivery of standardized |Go Live. RFP terms. A ocun,
solution. f55
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Section C - 2.1. The selected bidder has to work
s | o [pevemiems 2 egarin [ St sptcatnverdors |G e b o w1 o complywith G e nd s
Service Level Interfaces i ® P g Details will be shared with the selected Bidder.
existing workload or new workloads  |Solution.
Agreements § :
during contract period.
Section C - 2.1. The selected bidder has to work |As the Proposed solution would be a CRM SAAS
Deltesrable and 2. Intearation & with different application vendors in |Solution. Bidder to comply with RFP terms and conditions.
25 13 : | g order to integrate new solution to the [Could the bank also confirm that all integration with Bidder to integrate with feasible mode
Service Level Interfaces . i .
existing workload or new workloads  [Banks existing System will be through Banks API acceptable to the Bank.
Agreements : ; : . ,
during contract period. Gateway for real time integrations.
Section C - inlh -L?;:zi?:d tljifz::?;nhizrtgo“rf:: At present, IBM APl Connect is being used. Bank
Deliverable and 2. Integration & . PP ] Do let us know whether the AP| gateway is operational, |is in the process of implementing APl Banking
26 13 - order to integrate new solution to the . : A
Service Level Interfaces ol do share with us Make and Version. through RFP process. Please refer to AP| Banking
existing workload or new workloads
Agreements 2 . RFP of the Bank.
during contract period.
SoctionC < 2.1. The selected bidder has to work |As the Proposed solution would be a CRM SAAS
Deli\lferable afid . g & with different application vendors in  |Solution. Bidder to comply with RFP terms and conditions.
27 13 i Lisiksl Ir; ‘e rfaies order to integrate new solution to the |Could the bank also confirm that all Batch integration |Bidder to integrate with feasible mode
existing workload or new workloads  |with Banks existing System will be through Banks SFTP |acceptable to the Bank.
Agreements . i . : ;
during contract period. . Do confirm SFTP is operational
As the Proposed solution would be a CRM SAAS
Solution.
SHCHIBIC - 2.1. The selected bidder has to work [Could the Bank confirm that they have Middleware Bidder to comply with RFP terms and conditions.
. . with different application vendors in |available that could be used for Orchestrating Real Bidder has to integrate through Bank's API
Deliverable and 2. Integration & _ : z ‘ e
28 13 . order to integrate new solution to the |Time Integrations between CRM System, Banks API Gateway/ any other permissible mode,
Service Level Interfaces L 7 : :
existing workload or new workloads  |Gateway and Banks Existing systems like Core Banking |acceptable to the bank.
Agreements 2 B ; :
during contract period. , LOS etc. Or can we propose an Middleware to help in
easy of Integration between CRM and Banks API
Gateway
As the Proposed solution would be a CRM SAAS
" Solution. Bank shall provide AP Gateway. All the
Section C - ailhz?;:f;?:d ?itgadt?;nhizrzgo\:::: Could the Bank confirm that they have ETL available relevant/required data to CRM will be exposed
Deliverable and 2. Integration & ! P ; ,that the Bank would responsible and be using for all  |through APl Gateway/ any other permissible
29 13 . order to integrate new solution to the ;
Service Level Interfaces oietise o or ntwwarkisads Batch Integrations for Extract , Transform and Load mode, acceptable to the bank.
Agreements g gcontract aitoi data from CRM >SFTP to existing Bank Systems and The Bidder has to expose their API data for data
g P ’ Vice Versa (Bank Existing Systems >Bank SFTP> CRM flow from CRM solution to Bank's environment
SAAS).
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Replies to Prebid Queries for GEM/2023/B/3283751 dated 29/03/2023 for Selection of vendor for end to end implementation of comprehensive Customer Relationship Management (CRM) solution for 5 years

Section C -
Deliverable and

2. Integration &

2.1. The selected bidder has to work
with different application vendors in

Could the Bank confirm that they the Bank would be

3 13 Service Level Interfaces orc?er. t4 integrate new salution ta the responsible for all ETL work . Extract Transform and N
existing workload or new workloads
Agreements ; i Load.
during contract period.
. 1. Supply, 1.3. Bidder has to supply the
section C - Installation standardize version of Comprehensive
Deliverable and = : . p What would be the exit criteria of successful Bidder to comply with RFP terms and conditions.
31 13 . Integration & Customer Relationship Management > E—
Service Level ; ' e completion of this milestone ?
Agreements Implementation  |Solution within Six (6) weeks from
the date of acceptance of the order.
1.2. The selected bidder should
. 1. Supply, supply, install, integrate and Typically the Enterprise wide implementation of the
Section C - 4 : R . ;
Deliverable and Installation, implement the proposed CRM in a Bank with the said modules takes more than Biddes & calialy with REP tefis and conditions
32 13 . Integration & comprehensive CRM solution as per 16 weeks. Can this be discussed with Bank based on Py ’
Service Level . S s : : . ;
Implementation RFP within Sixteen (16) weeks from  |our previous implementation experience and mutually
Agreements . e
the date of acceptance of the agree up on the project Timelines?
Purchase Order.
1.2. The selected bidder should
Section C - s Supply, §upply, iutal, WtsgE il Completing the implementation for the provided scope
N Installation, implement the proposed . : ; . -
Deliverable and : 3 ’ within 16 weeks looks very aggressive. Is Bank ready to |Bidder to comply with RFP terms and conditions.
33 13 . Integration & comprehensive CRM solution as per . . . ;
Service Level . o consider any change in the implementation plan
Implementation RFP within Sixteen (16) weeks from .
Agreements duration
the date of acceptance of the
Purchase Order.
1.2. The selected bidder should
Section € - 1. Supply, supply, install, integrate and
- Installation, implement the proposed Can the implementation modules be priorotized for . ’ -
Deliverable and . S : : L Bidder to comply with RFP terms and conditions.
34 13 SrvicE el Integration & comprehensive CRM solution as per planning the timelines?
Implementation  |RFP within Sixteen (16) weeks from  [Is there any method of go-live thought through?
Agreements
the date of acceptance of the
Purchase Order.
- 1. Supply, 1.3. Bidder has to supply the
Section C - ; : ; . " . . .
. Installation, standardize version of Comprehensive |Can the implementation modules be priorotized for . . .
Deliverable and . . . . - Bidder to comply with RFP terms and conditions.
35 13 Integration & Customer Relationship Management  |planning the timelines?

Service Level
Agreements

Implementation

Solution within Six (6) weeks from
the date of acceptance of the order.

Is there any method of go-live thought through?
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Replies to Prebid Queries for GEM/2023/B/3283751 dated 29/03/2023 for Selection of vendor for end to end implementation of comprehensive Customer Relationship Management (CRM) solution for 5 years

Section C -
Deliverable and

5.1. The selected bidder shall
guarantee a 24x7x365 availability
with monthly uptime of 99.90% for
the solution as per Scope of Work

The standard uptime SLA provided by Salesforce is

36 14 L 5. Uptime ) 99.70% which can be furthre discussed with the Bank  (Bidder to comply with RFP terms and conditions.
Service Level (Annexure-8) and Technical and : ;
: 3 after and if we are awarded the project.
Agreements Functional requirements (Annexure-
9), during contract period, which
shall be calculated on monthly basis.
5.1. The selected bidder shall
guarantee a 24x7x365 availability Since CRM application will not be a critical application,
Section C - with monthly uptime of 99.90% for such high uptime requirement may not be required.
Deliverable and . the solution as per Scope of Work Request bank to review the same and lower the uptime | . ; -
o e Service Level Ao fpiie (Annexure-8) and Technical and requirement to 99.7% or as provided by the OEM for On- Bickder to comply'with BEPters and conditions;
Agreements Functional requirements (Annexure- |Cloud solution. Penalties wrt. Uptime needs to be
9), during contract period, which changed accordingly.
shall be calculated on monthly basis.
The proposed solution is recommended to adhere with
) 3.2. The selected bidder will ensure the ex'i g 50 pr‘ocesses, secun'ty.guidelines E-m.d
Section C - 2 - compliance as defined by Zoho, as it servers millions of | . 5 s
B caite and the software delivered is in businesses across globe. Bidder to_comply with RFP terms and conditions.
38 14 Sorvice Level 3. Security conformity with security standards Details will be shared with the selected bidder.
Agreements 33&:;::& ek bl If Canara Bank has specific Security standards or other
: policies, it has to be shared with Zoho for review and
then mutually agreed by both parties.
Zoho will agree to allow access to Canara Bank or third
party audits based on the following clauses:
1) The plan of audit shall be informed to Zoho before
one month of audit.
Section C - 2) The audit will only be aligned with 1SO 27001
Daliverable and 3.3. The Bank may conduct security |standards and limited with respect to application &
39 14 Carvice Lavel 3. Security audit in the proposed solution after  |process. Bidder to comply with RFP terms and conditions.
Agronments complete implementation. 3) The frequency of audits will be limited to one per

year. If there is any specific frequency of audits per
Canara Bank's request, it will be reviewed by Zoho and
will incur additional cost & effort to support the audits.
4) The audits to data centers is restricted due to
security reasons.
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3.8. The selected bidder is liable for

The proposed solution is recommended to adhere with
the existing ISO processes, security guidelines and
compliance as defined by Zoho, as it servers millions of

Section C - not meeting the security standards or X
Deliverable and desired security aspects of all the ICT Bessingsses aciass §lone.
40 14 5 3. Security Y asp : Bidder to comply with RFP terms and conditions.
Service Level resources as per Bank's - - :
. 5 If Canara Bank has specific IT policy, Information
Agreements IT/Information Security / Cyber ; 3 F IR L
Seciirity Poli Security or Cyber Security policies, it has to be shared
y oy with Zoho for review and then mutually agreed by both
parties.
IO 3.3. The Bank may conduct securit As the Implementation in the RFP is for 16 Weeks
Deliverable and : o Y ) y P . : Bank’s security audit time is not included in the
41 14 . 3. Security audit in the proposed solution after  |Could the bank confirm how many weeks the Bank p R ; .
Service Level : . . . implementation period of the proposed solution.
complete implementation. would take to complete Security Audit.
Agreements
5.1. The selected bidder shall
guarantee a 24x7x365 availability
Section C - with monthly uptime of 99.90% for Typically the OEM Manages the Uptime of the SaaS CRM
Deliverable and . the solution as per Scope of Work as it is hosted in their Environment. In such case, Is it . . Gs
42 4 Service Level 3 Utime (Annexure-8) and Technical and safe to assume that this clause is applicable to OEM Bidder to comply with RFP terms and conditions.
Agreements Functional requirements (Annexure- |rather than the SI?
9), during contract period, which
shall be calculated on monthly basis.
6.1. Penalties/Liquidated damages
for delay in Delivery, Installation,
Integration and Implementation of
Solution would be as under:
6.1.1. Non-compliance of each sub
Section C - 6 clause from 1.3 to 1.5 will result in
4 15 De[l\t'erable and Penalties/Liquidat imposing penalty of 0.50% on delay LD shou.ld be c-apped maximum to 3% of invoice cost of Bidder to comply with REP terms and conditions.
Service Level ed Damages per week or part thereof on the respective deliverables.

Agreements

invoice cost of respective
deliverables for each location/office.
6.1.2. However, the total Penalty/LD
to be recovered under clause 6.1.1.
shall be restricted to 10% of the
invoice cost of respective
deliverables for each location/office.

P
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6.2. Penalties/liquidated damages for
Onsite resources: In case the resource
goes on leave/absent, replacements
having equivalent or more experience
and qualification has to be arranged
by the selected bidder to ensure that
regular functioning of the solution
does not hamper. In case
replacements are not arranged, Bank
Section C - 6 shall pay only the proportionate
Deliverable and ) . - amount of resident resource charges |Penalties/ LD should be capped maximum to 3% of
44 15 . Penalties/Liquidat g A i : ;
Service Level during the particular quarter. The invoice cost of respective deliverables.
ed Damages .
Agreements Bank shall also impose a penalty of
0.5% on the invoice of the quarterly
Resident resource charges payable to
the selected bidder for each week
and part thereof of absence.
However, total penalty under this
clause will be limited to 20% on the
invoice of the quarterly Resident
resource charges payable to the
selected bidder.

Bidder to comply with RFP terms and conditions.

6.1. Penalties/Liquidated damages
for delay in Delivery, Installation,
Integration and Implementation of
Section C - 6 Solution would be as under:
45 15 Delnrerable and Penalties/Liquidat 6.1.1. Non-compliance of each sup
Service Level ed Damages clause from 1.3 to 1.5 will result in
Agreements imposing penalty of 0.50% on delay
per week or part thereof on the
invoice cost of respective
deliverables for each location/office.

Request change to 0.25% on delay per week Bidder to comply with RFP terms and conditions.

6.1. Penalties/Liquidated damages
for delay in Delivery, Installation,
Integration and Implementation of

Bt Solution would be as under:

: 6.
46 15 Detinrable: ard Penalties/Liquidat |6.1.2. However, the total Penalty/LD |Request change to restricted to 5% of the invoice cost. |Bidder to comply with RFP terms and conditions.

i:?::;;:::l ed Damages to be recovered under clause 6.1.1.
shall be restricted to 10% of the

invoice cost of respective

deliverables for each location/office
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6.2. Penalties/liquidated damages for
Onsite resources: In case the resource
goes on leave/absent, replacements
having equivalent or more experience
and qualification has to be arranged
by the selected bidder to ensure that
regular functioning of the solution
does not hamper. In case
replacements are not arranged, Bank

Request Bank to limit the total penalty under this

gzclit\lrz?ag l;e sind 6. :'::cl)luz ?L??_Lig;fgggﬁf:i:;r os clause to 10% of invoice for resident resource charges.
47 15 . Penalties/Liquidat . 5 8 Also, let us know whether the onsite resources will be |Bidder to comply with RFP terms and conditions.
Service Level during the particular quarter. The ;
ed Damages . governed by the Holiday calendar of the bank and
Agreements Bank shall also impose a penalty of eritivted for laaves 46 sar Bafilis 500
0.5% on the invoice of the quarterly P Pk
Resident resource charges payable to
the selected bidder for each week
and part thereof of absence.
However, total penalty under this
clause will be limited to 20% on the
invoice of the quarterly Resident
resource charges payable to the
selected bidder.
’ 5.3. The selected bidder should The proposed CRM platform.1s a clo'ud/SaaS based
Section C - 5 ] i . solution and will be hosted in Zoho's secured data
Deliverable and cansider high-avalighiitity (sctive- center. The hardware, software and infrastructure
48 15 _ 5. Uptime passive) at DC & DR with RPO of 15 C . i Bidder to comply with RFP terms and conditions.
Service Level : ) requirements will be fully owned & managed by Zoho.
minutes and RTO of 120 minutes.
Agreements
The RTO is 60 minutes and the RPO is 30 minutes.
The downtime may be due to factors that caters to
networking, infrastructure, outages or software
configuration issues. If the administrator or the users
49 15 ; 5. Uptime not include any failure due to bank, g - Y 7 P PP . Bidder to comply with RFP terms and conditions.
Service Level third party and Force Majeure functionality or access, it has to be analyzed, reviewed
Agreements party ) : and agreed by both parties for the downtime
calculation. The downtime caused specifically by
administrators/users of Canara Bank should not be
considered as downtime against the bidder.
T, 8
Section C - Zoho does not directly adhere to the penalty clauses as / *"""\"‘.\
50 15 Deliverable and l67 lties/Liquidat we will share our Master Subscription Agreement which Bidder t lv with RFP d conditi = 0))5,, £\
Service Level ejnljaar::ﬁge;qm " details the SLA, Terms & Conditions and other clauses Sl Ses aNG condl lons.," 5l ¥ ! /

Agreements

for review of Canara Bank and will be mutually agreed.

.v\
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51

15

Section C -
Deliverable and
Service Level
Agreements

6.
Penalties/Liquidat
ed Damages

6.1. Penalties/Liquidated damages
for delay in Delivery, Installation,
Integration and Implementation of
Solution would be as under:

6.1.1. Non-compliance of each sub
clause from 1.3 to 1.5 will result in
imposing penalty of 0.50% on delay
per week or part thereof on the
invoice cost of respective
deliverables for each location/office.
6.1.2. However, the total Penalty/LD
to be recovered under clause 6.1.1.
shall be restricted to 10% of the
invoice cost of respective
deliverables for each location/office.

Could the bank confirm the Penalty would be 0.50% of
Cost Of Implementation only excluding License cost,
Warranty and AMC. We recommend to reword this
clause as " 0.50% of Cost Of Implementation for that
particular Phase only excluding all other Cost for
Licensing , Warranty etc.”

Bidder to comply with RFP terms and conditions.

52

15

Section C -
Deliverable and
Service Level
Agreements

6.
Penalties/Liquidat
ed Damages

6.1. Penalties/Liquidated damages
for delay in Delivery, Installation,
Integration and Implementation of
Solution would be as under:

6.1.1. Non-compliance of each sub
clause from 1.3 to 1.5 will result in
imposing penalty of 0.50% on delay
per week or part thereof on the
invoice cost of respective
deliverables for each location/office.
6.1.2. However, the total Penalty/LD
to be recovered under clause 6.1.1.
shall be restricted to 10% of the
invoice cost of respective
deliverables for each location/office.

Could the Bank please add the below Clause

"The penalty will be applicable only if the delay is
solely attributable to the Bidder”

Bidder to comply with RFP terms and conditions.
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Replies to Prebid Queries for GEM/2023/B/3283751 dated 29/03/2023 for Selection of vendor for end to end implementation of comprehensive Customer Relationship Management (CRM) solution for 5 years

6.2. Penalties/liquidated damages for
Onsite resources: In case the resource
goes on leave/absent, replacements
having equivalent or more experience
and qualification has to be arranged
by the selected bidder to ensure that
regular functioning of the solution
does not hamper. In case
replacements are not arranged, Bank

Could the bank confirm "the Bank shall also impose a

Section C - shall pay only the proportionate penalty of 0.5% on the invoice of the quarterly
Deliverable and b amount of resident resource charges |Resident resource charges payable to the selected
53 15 . Penalties/Liquidat z : . L Bidder to comply with RFP terms and conditions.
Service Level of Diamiaaes during the particular quarter. The bidder for each week and part thereof of absence” .
Agreements E Bank shall also impose a penalty of 0.5% is on Invoice cost of the Individual Resource only
0.5% on the invoice of the quarterly  [excluding License and other costs for the period.
Resident resource charges payable to
the selected bidder for each week
and part thereof of absence.
However, total penalty under this
clause will be limited to 20% on the
invoice of the quarterly Resident
resource charges payable to the
selected bidder.
Section C - . ; : ;
Deliverable and 5.5. The downtime calculated shall Planned down time (if any) for any maintenance
54 15 . 5. Uptime not include any failure due to bank, |activity should also be excluded from downtime Bidder to comply with RFP terms and conditions.
Service Level . " :
third party and Force Majeure. calculation?
Agreements
; 5.3. The selected bidder should Typically these kinds of very aggressive RTO and RPO
Section C - ; ; G : ; . i
Deliverable and consider high-availability (active- are usually not available in a Public SaaS Cloud model.
55 15 Service Level 5. Uptime passive) at DC & DR with RPO of 15 We recommend Bank to accept the industry standards |Bidder to comply with RFP terms and conditions.
minutes and RTO of 120 minutes. RPO/RTO (1 Hr RPO and 12 Hrs RTO) for Saa$
Agreements LS
applications.
6.1. Penalties/Liquidated damages
for delay in Delivery, Installation,
Integration and Implementation of
Section C - 6 Solution would be as under:
56 15 Deln:'erable and Penalties/Liquidat 6.1.1. Non-compliance of each sup Would request bank. to reduce the penalty from 0.50 to Bidder to comply with RFP terms and conditions.
Service Level ed Damages clause from 1.3 to 1.5 will result in 0.10% on per week instances

Agreements

imposing penalty of 0.50% on delay
per week or part thereof on the
invoice cost of respective
deliverables for each location/office.
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Please add to the clause: in LD“The Client shall not
recover from the Consultant, in contract or tort, under
statute or
. otherwise, any amount with respect to loss of profit,
Section C - :
Deliverable and 6. data or goodwill, or any other
57 15 Seivice Level Penalties/Liquidat consequential, incidental, indirect, punitive or special |Bidder to comply with RFP terms and conditions.
Pl ed Damages damages in connection with claims arising
g out of this Agreement or otherwise relating to the
Services, whether or not the likelihood of
such loss or damage was contemplated.”
Also, request to rvise/reduce the penalties %
Section C - 6
58 16 Deln‘ferable and Penalties/Liquidat 6.3. Penalt_lesf‘Ll‘qmdatc-‘:d damages Penalties shoulq be cgpped maximum to 3% of invoice Bidder to comply with RFP terms and conditions.
Service Level for not maintaining uptime cost of respective deliverables.
ed Damages
Agreements
7.4. The cost of verification of the
software payable to Escrow Agent and
Secpon € ahnalshpscrigcion fee sh.all e Escrow Agent should be discussed and agreed mutually
Deliverable and 7. Escrow payable by the selected bidder. Bank e . , .
59 17 55 . as it is critical for us to deposit our source code. Plus, |Bidder to refer Corrigendum-2.
Service Level arrangement shall not be liable to pay any amount
g Escrow cost should be bear 100% by the Bank.
Agreements to Escrow Agent taking from
verification to its annual subscription
to updation fee.
Section C -
i ?
60 17 Delw.'erable and 7. Escrow How doe§ the Escrow process work for Canara bank? Bidder to refer Corrigendum-2.
Service Level arrangement Expectation from the same
Agreements
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Section C -

SAAS product covers warranty, indemnity and security
of the product via MSA which will be signed with the
bank. This will give assurity that the SAAS product
purchased will not terminate the license agreement
without financial repercussions. Also SAAS product
comes with built in AMC with regular updates in each
year to provide bank the latest features and
functionalities as per the market need. SAAS product

Replies to Prebid Queries for GEM/2023/B/3283751 dated 29/03/2023 for Selection of vendor for end to end implementation of comprehensive Customer Relationship Management (CRM) solution for 5 years
\
|

Deliverable and 7. Escrow also has a differential layer where core platform is ; .
61 17 ) ; Bidder to refer Corrigendum-2.
Service Level arrangement logically separated from Meta Layer (where Sl
Agreements configures the system as per bank's requirement) and
MSA calls out that the Meta Layer where bank's
configurations are done will be bank’s IP. With the
above details given, request the bank to relax the
Escrow requirement as SAAS products cannot give
access to source code, but the objective of the bank
will be retained in the MSA as per the above method
described
7.6. The selected bidder shall provide
completeand legal documentatllon o The proposed CRM platform is a cloud/SaaS based
all subsystems, licensed operating i . s )
2 solution with the capability to host in Zoho secured
systems, licensed system software,
" i data centers.
. and licensed utility software and
AeRtioniC - other licensed software. The selected
Deliverable and 7. Escrow . A As Zoho is the OEM and owns the Intellectual Property |_. :
62 17 g bidder shall also provide licensed X ; Bidder to refer Corrigendum-2.
Service Level arrangement Rights (IPR), we usually do not enter into ESCROW or
software for all software products
Agreements : . share the source code. Please let know the process of
whether developed by it or acquired ;
. Canara Bank for us to further review for
from others. The selected bidder L.
g c . contractual/legal obligations and mutually agree by
shall also indemnify the Bank against :
: z both parties
any levies / penalties on account of
any default in this regard.
_non b Source code for Saa$S application is not shared via
Deliverable and 7. Escrow - . :
63 17 : Escrow arrangement, request you to remove this clause |Bidder to refer Corrigendum-2.
Service Level arrangement :
for Saa$ offering
Agreements
Secfﬂon C- 8.1. The payment schedule will be as On-Cloud Solutions are generally _subscnptlon based L
Deliverable and x and payment terms are annually in-advance. Request i . o
64 18 = 8. Payment Terms |under and will release after SR Bidder to refer Corrigendum-2. e i,
Service Level A Bank to change: 100% of the subscription fee to be q N
execution of contract agreement. . . P) S A
Agreements paid annually in advance. b s
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Request bank to change to:
10% upon Project Kick-off

SDzT:\lfg:agl;e and 8.1. The payment schedule will be as |20% upon sign of SRS/BRD Document
65 18 . 8. Payment Terms [under and will release after 20% upon Development Completion Bidder to refer Corrigendum-2.
Service Level ¥ X
execution of contract agreement. 25% upon UAT Sign Off
Agreements :
15% upon Go-Live
10% upon completion of hypercare phase of 2 weeks
Any additional requirement or customization can be
taken up as a Change Request and Request bank to
SecFlon C- 8.1. The payment schedule will be as change to t‘he payment terms as:
Deliverable and . 25% upon sign of SRS/BRD Document . .
66 18 A 8. Payment Terms |under and will release after : Bidder to refer Corrigendum-2.
Service Level axpcrition of conbract Asreamari 25% upon Development Completion
Agreements 8 : 25% upon UAT Sign Off
25% upon Go-Live
Sec!:mn C- 8.1. The payment schedule will be as As we are pr9posnng a Global CRM SAAS solution, the
Deliverable and : license metric would be based on Number of Users. : :
67 18 s 8. Payment Terms |under and will release after ; F; : Bidder to refer Corrigendum-2.
Service Level L Could we change this to " Comprehensive CRM Software
execution of contract agreement. . . .
Agreements solution based on relevant License Metric
As we are proposing a Global CRM SAAS solution, the
license metric would be based on Number of Users.
Could you please provide us the following information
that would allow us to calculate the License Cost.
Number of Users (Bankers/Relationship Managers/Call
Sisction £ Center Agents etc.)
S vetabls i 8.1. The payment schedule will be as |- Number of users of Sales Solutions (lead &
68 18 - 8. Payment Terms [under and will release after Opportunity Management ) Bidder to refer Corrigendum-2.
Service Level : 4
execution of contract agreement. - Number of DSA(Direct Sales Agents)
Agreements . 2
- Number of users for using Social Platform
- Number of users for using Collection Platform
-Number of user for Using Service Solution
- Number of Customer Records that would be used for
Campaigns
- Size of your Customer Data Base
Could the bank change the Payment schedule for
Payment Stages for Implementation Cost by Project
Section C - Milestone Below- Based on Best Practices .
T 8.1. The payment schedule will be as (- 10% Requirements Gathering
69 18 y 8. Payment Terms |under and will release after - 20% Design Sign Off Bidder to refer Corrigendum-2.
Service Level . <
Aprbertints execution of contract agreement. - 30% SIT Sign Off
? - 30% UAT Sign Off
- 10% On Go Live

- During Warranty Every 1 month Payout on Arrears
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Section C -
Deliverable and

8.1. The payment schedule will be as

Could the bank change the Payment schedule for

70 18 S — 8. Payment Terms [under and will release after Payment Stages for Warranty - Every 1 month Payout  |Bidder to refer Corrigendum-2.
execution of contract agreement. on Arrears
Agreements
As the proposed solution is Cloud SAAS Solution , the
licensing is based on Number of Users .
Could the bank make the following changes " License
Section C - Cost for X(e.g. 200) users payable monthly till Go
Detiversble and 8.1. The payment schedule will be as |Live". Post that license payable based on number of
71 18 T 8. Payment Terms [under and will release after users expected to use the CRM system. Bidder to refer Corrigendum-2.
Agreements execution of contract agreement. Example
0 TO 8 Months - 200 Users (Implementation Time)
8 TO 10 Months - 1000 (200 + 800) Users - Rollout
11 to 15 Months - 5000 (1000+ 4000) users etc.
15 to 18 Months - 10000 + ( Complete Rollout).
As the proposed solution is Cloud SAAS Solution , the
licensing is based on Number of Users .
Could the bank make the following changes " License
Section C - Cost for X(e.g. 200) users payable monthly till Go
e— 8.1. The payment schedule will be as [Live". Post that license payable based on number of
72 18 Sarvice Lavel 8. Payment Terms |under and will release after users expected to use the CRM system. Bidder to refer Corrigendum-2.
Agreements execution of contract agreement. Example
0 TO 8 Months - 200 Users (Implementation Time)
8 TO 10 Months - 1000 (200 + 800) Users - Rollout
11 to 15 Months - 5000 (1000+ 4000) users etc.
15 to 18 Months - 10000 + ( Complete Rollout).
Secjtion C- 8.1. The payment schedule will be as Request Bank to kindly el.abo.rate. Generally the
Deliverable and 3 payment of Implementation is based on the 5 .
73 18 . 8. Payment Terms |under and will release after : : - - Bidder to refer Corrigendum-2.
Service Level exscition bf contractagreement milestones. Is it Ok if theBidder proposes the Payment
Agreements : milestones and will be mutually discussed and agreed?
Saas software licenses are given on subscription model
based on number of users or quantity of services
Section C - ‘ consumed and cannot be provided on unlimited basis,
Dettverable snd 8.1. The payment schedule will be as |kindly provide the number of users with different roles
74 18 Service Level 8. Payment Terms |under and will release after (Sales User, Service User, Contact Center Users, Bidder to refer Corrigendum-2.
Agreements execution of contract agreement. Analytics User etc) for which license are required.
Also please provide the volume of communication that T

you will be sending to your customer for marketing
activities
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Section C -
Deliverable and

8.1. The payment schedule will be as

In SaaS model, licenses are supplied on subscription
model (not on perpetual model), this helps the Bank to
save the capex cost.

75 18 X . Payment Terms |under and will release after Bidder to refer Corrigendum-2.
Service Level %
execution of contract agreement.
Agreements Request you to change the payment terms as quaterly
in arrrears
Secjuon C- 8.1. The payment schedule will be as Plgase clanfy_unhmlteq usgm and enterPnse licenses.
Deliverable and . Microsoft Business applications comes with user based . .
76 18 A . Payment Terms |under and will release after =) : ; Bidder to refer Corrigendum-2.
Service Level ) subscription. License payment is made to the OEM
execution of contract agreement. f
Agreements monthly/yearly in advance
Sec‘pon £ 8.1. The payment schedule will be as 2 . .
Deliverable and 3 Implementation payment will be based on the project : ;
77 18 ; . Payment Terms [under and will release after : : Bidder to refer Corrigendum-2.
Service Level . milestones. It needs to be discussed
execution of contract agreement.
Agreements
Section C - . . -
Deliverable and 8.1. The payment schedule will be as |Cloud hosting charges is the payment made to OEM, so
78 18 i ents . Payment Terms [under and will release after LD clause and penalties not applicable for PwC. Please |Bidder to refer Corrigendum-2.
execution of contract agreement. clarify.
Agreements
1. License: For all the users to have active licenses,
: 100% of the license fee needs to be paid before the go-
Section C - ; ;
Deliverable and 8.1. The payment schedule will be as [live.
79 18 Sarvice Level . Payment Terms |under and will release after 2. One time implementation: Request for exemption is |Bidder to refer Corrigendum-2.
P execution of contract agreement. the current clause and consider the payment in
milestones wise like PO/SOW/Agreement Sign off and
then BRD Sign off etc.
' 9.2. The selected bidder has to For Saa$ Solution, the warranty is generally as per the
Section C - 3 N . OEM warranty terms. Warranty of 3 years on proposed
: provide comprehensive On-site g i C
Deliverable and solution including hardware, software, OS licenses are : F
80 19 4 . Warranty warranty for Three (3) years for L : ; . Bidder to refer Corrigendum-2.
Service Level 1 ) generally practised in On-Premise solutions/Private
proposed Solution including . e
Agreements 3 Cloud. We request bank to consider participation from
Hardware, Software, 0S, licenses etc. : :
On-Cloud solution providers too.
) Zoho does not directly adhere to the Warranty clauses
Section C - . S
Deliverable and as we will share our Master Subscription Agreement
81 19 . . Warranty which details the SLA, Terms & Conditions and other Bidder to refer Corrigendum-2.
Service Level i N
clauses for review of Canara Bank and will be mutually
Agreements
agreed.
Section C - 9:3; The .warrar_lty OF prepcsed Request the Bank to consider warranty for Hardware,
; Solution including Hardware, )
Deliverable and i . environmental software , OS, DB etc to be from the . :
82 19 i . Warranty Software, 0S, licenses etc., will start . : . Bidder to refer Corrigendum-2.
Service Level date of delivery and till the term of the contract i.e. 5
from the date of acceptance of A
Agreements years from date of contract signing

Solution
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Section C -
Deliverable and

9.2. The selected bidder has to
provide comprehensive On-site

Please clarify if same is applicable for on cloud

83 19 , 9. Warranty warranty for Three (3) years for ) Bidder to refer Corrigendum-2.
Service Level SN 3 solution as well.
R raaracts proposed Solution including
g Hardware, Software, 0S, licenses etc.
Is Bank expecting warranty of 3 years on the CRM
Product only? OR is bank expecting warranty of 3 years
_ 9.2. The selected bidder has to on the CRM lmplemeqtatmn / application configured
Section C - . . . for bank? Please confirm.
Deliverable and PROVASE camiprehiisive On-site Generally the warranty or Hypercare support for
84 19 . 9. Warranty warranty for Three (3) years for Y ; ¥ ; VP PO Bidder to refer Corrigendum-2.
Service Level L g Implemented instance will be for 4 to 12 weeks after
proposed Solution including .
Agreements ; that the Production suppport team (Level 2 and Level
Hardware, Software, 0S, licenses etc. .
3) takes over the production support. IS bank
expecting Production Support proposal also to be part
of this RFP?
Section C - Need clarification because this is a cloud based
Deliverable and solution where no on-prem hardware is involved and . 3
&% L Service Level % Warranty Microsoft takes care of the maintenance of the cloud Shdrier tiresfer Corigendunnd,
Agreements instances
2 9.2. The selected bidder has to
Section C - ; . .
N — provide comprehensive On-site
86 19 / 9. Warranty warranty for Three (3) years for Bidder to refer Corrigendum-2.
Service Level - :
Pss. proposed Solution including
S Hardware, Software, OS, licenses etc.
Is Bank expecting support for 2 years after completion
of 3 years warranty on the CRM Product only? OR is
< 9.3. The warranty of proposed bank expecting support for 2 years on the CRM
Section C - " : ; N e i
Dilvarabia.and Solution including Hardware, implementation / application configured for bank?
87 19 . 9. Warranty Software, OS, licenses etc., will start |Please confirm. Bidder to refer Corrigendum-2.
Service Level .
Agreements from the date of acceptance of Generally the Production support for Implemented

Solution

instance will be done by Production suppport team
(Level 2 and Level 3). IS bank expecting Production
Support proposal also to be part of this RFP?

‘_ﬂ,._..,_.\“
/ O
r": /H\% \
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88

20

Section C -
Deliverable and
Service Level
Agreements

10. Annual
Maintenance
Contract (AMC) /
Annual Technical
Support (ATS)

10.5. During the Warranty and
AMC/ATS (if contracted) period, the
Bidder should extend On Site Service
and Support whenever and wherever
required. The scope of Warranty and
AMC (if contracted) shall include:
10.5.1. Rectification of Bugs/defects
if any

10.5.2. Ensuring uptime of 99.90%
10.5.3. Preventive Maintenance
10.5.4. Maintenance of

Hardware/Software/License supplied.

Could the Bank Confirm for the Warranty period the
cost will include the OEM charges only for software
(Covered by Licenses) only Page 118 Table A and B.
And if the bank requires Onsite Resources , bidder will
share a rate card that can be used.

Bidder to refer Corrigendum-2.

89

20

Section C -
Deliverable and
Service Level
Agreements

10. Annual
Maintenance
Contract (AMC) /
Annual Technical
Support (ATS)

10.6. It may be noted that the Bank
reserves the right to demand
additional performance Bank
Guarantee (as per Appendix-E) to the
tune of 10% of the value of the
Purchase Order, if AMC/ATS charges
quoted by the selected bidder are
abnormally low (i.e. AMC/ATS Cost
percentage per annum should not be
less than 5% of the cost of Hardware,
software and License). The Bank has
discretion to consider such offer or
for seeking clarification from the
selected bidder to decide for
consideration. This Bank Guarantee
will be towards contractual/AMC/ATS
obligations of the selected bidder.
The bidder shall quote the charges of
AMC/ATS as per the Bill of Material
(Annexure-17). This Bank guarantee
shall be submitted within 15 days
from the date of acceptance of the
order which shall cover warranty and
AMC/ATS period with a claim period

PBG should be capped maximum to 3% of the value to
Purchase Order.

Bidder to refer Corrigendum-2.

90

20

Section C -
Deliverable and
Service Level
Agreements

10. Annual
Maintenance
Contract (AMC) /
Annual Technical
Support (ATS)

10.3. Support for maintenance of
solution (including Hardware,
Software, 0S and software license)
supplied should be available for a
minimum period of Two (2) years,
covering all parts, maintenance and
support, after expiry of warranty
period.

We are assuming that only L2 and L3 support will be in
scope of Warranty. We are assuming that L1 Helpdesk
support will be provided by Bank

Bidder to refer Corrigendum-2.
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Section C -
Deliverable and

10. Annual
Maintenance

10.1. At the time of submission of
bids, the bidder has to quote
AMC/ATS for Hardware (including
0S), software, License Items for Two

Need clarification because this is a cloud based
solution where no on-prem hardware is involved and

¥ 20 Service Level 22:::[?::::\12;1 (2) years after completion of Three Microsoft takes care of the maintenance of the cloud Bidder:to. refer Carrigendum-2,
Agreements (3) years warranty period, in the instances
Support (ATS) B
commercial bid separately for
comprehensive maintenance contract.
10.1. At the time of submission of
bids, the bidder has to quote
Section C - ol AMC/ATS for Hardware (including
Deliverable and Aainenance 05), software, License Items for Two
92 20 . Contract (AMC) / & 4 : No query posted
Service Level 3 (2) years after completion of Three
Annual Technical . .
Agreements Support (ATS) (3) years warranty period, in the
PP commercial bid separately for
comprehensive maintenance contract.
11.6. Only licensed copies of software
Section C - shall be supplied. The selected bidder [The Bidder (Zoho) will grant Non-exclusive, revocable,
; 11. Scope . " L ;
Deliverable and . . shall grant an irrevocable perpetual  [non-transferable right and limited license to access, . :
93 21 i involved during . . d X e . Bidder to refer Corrigendum-2.
Service Level Contract periad license to the Bank to use the use license subject to certain restrictions applicable to
Agreements P software. Further, all software the Bank’s use of Software provided by Zoho.
supplied shall be of latest version.
12.1. The Support should be for an
unlimited number of incidents
reported to them and provides a
Section C - practical solution to resolve the The SLA and timelines for the support will be shared as
Deliverable and issue. The support should be provided |part of the Master Subscription Agreement (MSA) which |_. . -
* 4 Service Level 12, Local suppon over phone, E mail web based, in details the SLA, Terms & Conditions and other clauses Bidder"to; corply with RFP tetms and conditions:
Agreements person, if required. All escalations for review of Canara Bank and will be mutually agreed.
will be attended / responded-
promptly not later than 30 minutes of
reporting.
Secfaon €- 11. Scope In SaaS model, licenses are supplied on subscription
Deliverable and X . . :
95 21 R g involved during model (not on pepetual model), hence request you to  |Bidder to refer Corrigendum-2.
Contract peried please remove this clause
Agreements
11.1. The selected bidder should P el §
Section C - inform Bank about all release/version |Need clarification because this is a cloud based (=77 l,“ A
. 11. Scope . - !
9% 21 Deliverable and involved durin change of patches/ upgrades/ solution where no on-prem hardware is involved and Biddler b et Corisendiona. = | codima b <
Service Level e eriofi updates of software/ 0S/ middleware |Microsoft takes care of the maintenance of the cloud g ) \ V oy
Agreements P etc. as and when released by the instances \\__p_ 4

selected bidder/0OSD.
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Section C -

11.2. If any software, license updates
provided by the OSD as free of cost,

Need clarification because this is a cloud based

97 21 Deliverable and :r:\;osl::dpeduﬁn it should be provided and installed & |solution where no on-prem hardware is involved and Sitider to rafer Canigendurs?
Service Level J e configured by the selected bidder Microsoft takes care of the maintenance of the cloud g ’
Contract period % ;
Agreements free of cost to the Bank during instances
Contract Period.
Section C - ety C.urmptm" b e Need clarification because this is a cloud based
! 11. Scope software/License/media shall be . oy
Deliverable and i . i : A solution where no on-prem hardware is involved and . .
98 21 . involved during rectified during the full period of the | . : Bidder to refer Corrigendum-2.
Service Level : Microsoft takes care of the maintenance of the cloud
Contract period contract, at no extra cost to the :
Agreements instances
Bank.]
11.4. The selected bidder shall make
Section C - availability of spare parts/services, Need clarification because this is a cloud based
. 11. Scope . N
Deliverable and L 3 components etc. as and when solution where no on-prem hardware is involved and 2 ;
99 21 : involved during 5 : : : Bidder to refer Corrigendum-2.
Service Level : required, and complete maintenance [Microsoft takes care of the maintenance of the cloud
Contract period ) .
Agreements of the hardware/software/solution instances
during Contract Period.
11.6. Only licensed copies of software
Section C - shall be supplied. The selected bidder
Deliverable and it e shall grant an irrevocable perpetual
100 21 . involved during . Microsoft D365 is a cloud product. Bidder to refer Corrigendum-2.
Service Level i license to the Bank to use the
Agreements pe software. Further, all software
supplied shall be of latest version.
11.7. The selected bidder shall
; provide centralized complaint
Section C - . . s
Deliverabila tid 11. Scope booking/lodging facility to the bank
101 21 ; involved during and the dash board shall be provided [Can 3rd party systems such as Jira etc can be proposed? |Bidder to refer Corrigendum-2.
Service Level ; :
B Contract period to the Bank. The method of booking
g complaints shall be E-mail, Toll-free
no, on line portal, web, etc.
Section C - 12.3. The bidder will be responsible  [The SLA and timelines for the support will be shared as
102 22 Deliverable and 12, Localsupport for attending complaints during all part of the Master Subscription Agreement (MSA) which

Service Level
Agreements

hours 24x7x365 basis of contract
period.

details the SLA, Terms & Conditions and other clauses
for review of Canara Bank and will be mutually agreed.

Bidder to comply with RFP terms and conditions.
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Section C -
Deliverable and

17.3. In case subcontracting is
warranted in interest of the project,
the selected bidder should take
consent of the Bank before

We assume that the resources can be from the bidder
or the OEM.
We also assume that with prior permission of the Bank

" o Service Level 1 adbcontrocting undertaking any such agreement. The |the resources can be on the payroll of the Bank ides o compty With BYP terms ol condiblons.,
Agreements selected bidder should further ensure |permitted sub-contracting partner
subcontracting agreement is vetted
by the Bank.
17.1. Principle bidder only can
participate and bidder should not sub-
Section C - contract to any other EY has done more then 100 BFSI CRM implementation
Baltverabis company/firm/trust. After Selection |and keen to participate in Canara Bank RFP. However,
104 22 Service Level 17. Subcontracting |process of the bidder and order as an complience we do not resell the licenses and Bidder to comply with RFP terms and conditions.
GTERTEnES placement, resources deployed requst to allow the sub-contracting in the interest of
g should be employed with the selected |the project.
bidder and they should be on the
payroll of the selected bidder.
The selected bidder shall supply along
with each item all the related
Section C - tltiocuments, Softv.a'are LIC-EI'ESES oy Need clarification because this is a cloud based
. 14. Software, in the Hardware items without any . .
Deliverable and . . solution where no on-prem hardware is involved and ; ; ;i
105 22 . Drivers and additional cost. The documents shall ; ; Bidder to comply with RFP terms and conditions.
Service Level 2 2 o Microsoft takes care of the maintenance of the cloud
Aareements Manuals be in English. These will include but e
not restricted to User Manual,
Operation Manual, Other Software
and Drivers etc.
Zoho will agree to allow access to Canara Bank or third
party audits based on the following clauses:
1) The plan of audit shall be informed to Zoho before
one month of audit.
. 2) The audit will only be aligned with SO 27001
Section C - = : e
Deliverable and standards and limited with respect to application &
106 23 . 18. Right to Audit process. Bidder to comply with RFP terms and conditions.
Service Level ’ = s
3) The frequency of audits will be limited to one per
Agreements . e ;
year. If there is any specific frequency of audits per
Canara Bank's request, it will be reviewed by Zoho and
will incur additional cost & effort to support the audits.
4) The audits to data centers is restricted due to
security reasons.
Section D - Bid N T ——- To submit the commercial bid as per the Bill of
107 26 Process B; ds P 5.2. Part B - Commercial Bid Material, Bank has to share the user type, their Bidder to comply with RFP terms and conditions. e

functions and count.
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108

33

Section E - Selection
of Bidder

3. Evaluation of
Bids

3.5. Bidders Presentation /Site Visits
/ Product Demonstration/POC

3.5.2. The Bank at its discretion call
for providing of Proof of Concept
(PoC) of proposed solution at the
location which is identified by the
Bank. Hence, Bidder is required to
arrange the required software in prior
and need to submit the pre-requisites
document in order to complete the
POC within 10 Days.

Is there confirmed plan for POC? Timelines would be
very subjective to what is expected in the POC

Bidder to comply with RFP terms and conditions.

109

33

Section E - Selection
of Bidder

3. Evaluation of
Bids

3.5. Bidders Presentation /Site Visits
/ Product Demonstration/POC

Please provide the list of scenarios/use case that bank
would like to see in product demo

Bidder to comply with RFP terms and conditions.

110

37

Section F -
Ownership &
Awarding of
Contract

6. Effective Date

6.1. The effective date shall be date
of acceptance of the order by the
selected bidder. However, the bidder
shall submit the acceptance of the
order within seven days from the
date of receipt of order.

The time schedule for signing contract purely depends
on the understanding of existing eco system of Canara
Bank and requirements. The timelines will be
quantified, reviewed and mutually agreed by both
parties

Bidder to comply with RFP terms and conditions.

111

37

Section F -
Ownership &
Awarding of
Contract

7. Project
Execution

The entire project needs to be
completed expeditiously. The Bank
and the selected bidder shall
nominate a Project Manager each
immediately on acceptance of the
order, who shall be the single point
of contact for the project at
Bengaluru. However, for escalation
purpose, details of other persons shall
also be given. The project manager
nominated by the bidder should have
prior experience in implementing
similar project. Project Kick-Off
meeting should happen within 7 days
from the date of acceptance of
purchase order. The bidder shall
submit a Weekly progress report to
the Bank as per format, which will be
made available to the selected bidder.

The time schedule for signing contract, project &
program management purely depends on the
understanding of existing eco system of Canara Bank,
requirements and the governance set forth by Zoho
and Canara Bank. The timelines will be quantified,
reviewed and mutually agreed by both parties

Bidder to comply with RFP terms and conditions.
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12.3. Bank shall serve the notice of

Section F - 12. Order termination to the bidder at least 30 Both parties should provide 90 days advance notice to
112 39  |Ownership & Cancellation/Term |days prior, of its intention to s Bidder to comply with RFP terms and conditions.
. — ; . X E each other for termination.
Awarding of Contract |ination of Contract |terminate services without assigning
any reasons.
14.2. The bidder shall indemnify,
protect and save the Bank against all
claims, losses, costs, damages, as a standard business and contracting policy EY does
expenses, action suits and other not undertake or accept any manner of
113 45 Sectigq G - General 14, indemeity Pro;eedings, resulting from N indemnity obligation towards thg client jand is not Bidder to comply with RFP terms and conditions.
Conditions infringement of any law pertaining to |acceptable from a GCO perspective and is not
patent, trademarks, copyrights etc.  [in line with EY’s standard business and contracting
or such other statutory infringements |policy
in respect of Solution/Service
supplied by them.
It is recommended to add below clause to under Force
Majeure to facilitate remote working.
(i) To the extent that the provision of the Services is
impacted by a pandemic (including COVID-
19) and any reasonable concerns or measures taken to
protect the health and safety interests of
either Party's personnel, the Parties will work together
to amend the Agreement to provide for
the Services to be delivered in an appropriate manner,
including any resulting modifications
Section G - General with respect to the timelines, location, or manner of
114 46 ot 15. Force Majeure the delivery of Services. Bidder to comply with RFP terms and conditions.
(i) Where EY Personnel are required to be in present
at Client’s premises, EY will use
reasonable efforts to provide the Services on-site at
[Client] offices, provided that, in light of a
pandemic the parties agree to cooperate to allow for
remote working and/or an extended
timeframe to the extent (i) any government or similar
entity implements restrictions that may
interfere with provision of onsite Services; (ii) either
party implements voluntary limitations on
travel or meetings that could interfere with provision
3. Procurement
115 52 Seckian H-Purchige |shisugty Local IS there a weightage for this in selection criteria?

Preference

Suppliers (Make in

India)

Bidder to comply with RFP terms and conditions. | TN
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2. Pre-Qualification Criteria:

The bidder (including OEM and
0SD/0S0, if any) should either be
Class-| or Class-I local supplier as
defined in Public Procurement
(Preference to Make in India) Revised
Annexure 2 - Pre- Order (English) dated 16/09/2020.

e % Qualification Criteria

Request an exception to softwares offered as SaaS. Bidder to comply with RFP terms and conditions

Documents to be submitted

In compliance with Pre-Qualification
Criteria:

Certificate of local content to be
submitted as per Annexure-5 as
applicable.

9. Pre-Qualification Criteria:

The bidder should have experience in
implementing and maintaining any
similar solution (Customer
Relationship Management) in any
organization in BFSI sector/ listed

) company in India within the last three
Annexure 2 - Pre- years from the date of RFP.
Qualification Criteria

Could the Bank allow for customer references Globally
instead of Just India.

Request to make following Change from " in any
organization in BFSI sector/ listed company in India Bidder to refer Corrigendum-2.
within the last three years from the date of RFP." to "
in any organization in BFSI sector Globally within the
last three years from the date of RFP.”

117 57

Documents to be submitted

In compliance with Pre-Qualification
Criteria:

The bidder should submit purchase
order and reference letter duly
mentioning that the supplied solution
is being used.
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9. Pre-Qualification Criteria:

The bidder should have experience in
implementing and maintaining any
similar solution (Customer
Relationship Management) in any
organization in BFSI sector/ listed
company in India within the last three
Annexure 2 - Pre- years from the date of RFP.
Qualification Criteria

Could the Bank remove the reference of "Purchase
Order” in this clause as most times PO may be not be
in Bidders name even thou have done the
implementation. Also existing customer may not be Bidder to refer Corrigendum-2.
happy with us sharing sensitive information like cost
etc. in PO.

118 57

Documents to be submitted

In compliance with Pre-Qualification_
Criteria:

The bidder should submit purchase
order and reference letter duly
mentioning that the supplied solution
is being used.

7. Pre-Qualification Criteria:

The bidder should have positive Net
Worth as on 31/03/2022 and also
should have not eroded by more than
30% in the last three financial years.
Annexure 2 - Pre- Can this (30%)be relaxed to higher percentage as many
Qualification Criteria Documents to be submitted companies eroded during covid time .

in compliance with Pre-Qualification
Criteria:

The bidder should submit certificate
from the Company's Chartered
Accountant with UDIN to this effect.

119 57 Bidder to comply with RFP terms and conditions.
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9. Pre-Qualification Criteria:

The bidder should have experience in
implementing and maintaining any
similar solution (Customer
Relationship Management) in any
organization in BFSI sector/ listed
company in India within the last three
Annexure 2 - Pre- years from the date of RFP.
Qualification Criteria

We request Bank to modify the clause as under:

The bidder/OEM should have experience in
implementing and maintaining any similar solution Bidder to refer Corrigendum-2.
(Customer Relationship Management) in any
organization in BFSI sector/ listed company in India
within the last three years from the date of RFP.

120 57

Documents to be submitted

In compliance with Pre-Qualification
Criteria:

The bidder should submit purchase
order and reference letter duly
mentioning that the supplied solution
is being used.

9. Pre-Qualification Criteria:

The bidder should have experience in
implementing and maintaining any
similar solution (Customer
Relationship Management) in any
organization in BFSI sector/ listed
company in India within the last three
Annexure 2 - Pre- years from the date of RFP.
Qualification Criteria

Request the Bank to allow for the OEM reference to be
acceptable against the criteria.

121 57 We also suggest the document to be submitted should |Bidder to refer Corrigendum-2.
be purchase order / client reference letter duly

Documents to be submitted mentioning that the supplied solution is being used

In compliance with Pre-Qualification
Criteria:

The bidder should submit purchase
order and reference letter duly
mentioning that the supplied solution
is being used.
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5. Pre-Qualification Criteria:

Bidder should be the Original
Equipment Manufacturer (OEM)/
Original Software Owner (0S0)/
Original Software Developer (0SD) of
Solution.

(OR)

An authorized dealer/distributor of
the proposed Solution.

Annexure 2 - Pre- ; Please Clarify if MAF would suffice this clause from OEM [OEM being an Sl should submit
122 57 i - Documents to be submitted : ; ;
Qualification Criteria - = e . being a system Integrator undertaking/declaration as per Annexure-16
In compliance with Pre-Qualification
Criteria:

If the applicant is 0SD/0S0, an
Undertaking Letter has to submit in
this effect.

(OR)

If the bidder is an authorized dealer/
distributor, an authorization letter
from their OEM and 0SO/ 0SD to
deal/market their product in India and
it should be valid for entire contract
period from the date of submission of

6. Pre-Qualification Criteria:

The bidder should have a minimum
annual turnover of Rs.20 Crores during
last 3 financial years (i.e. 2019-20,
2020-21 & 2021-22) from Indian
operations. This must be the
individual company turnover and not
of any group of companies.

The RFP Clause is modified as under:

"6. Pre-Qualification Criteria:

The bidder should have a minimum annual
turnover of Rs.20 Crores (MSE/ Startup - 15
Crores) during last 3 financial years (i.e. 2019-20,
2020-21 & 2021-22) from Indian operations. This
must be the individual company turnover and not

. ion h
Request you to Please provide exemption here for MSE of any group of companies.

Annexure 2 - Pre-

123 57 Qualification Criteria Documents to be submitted or Startups with Rs. 18 CR for each year of last three
In compliance with Pre-Qualification |financial years y
Citeiia: Documents to be submitted

In compliance with Pre-Qualification Criteria:
Bidder should submit Audited Balance Sheet
copies for last 3 financial years i.e. 2019-20, 2020-
21 and 2021-22 along with certificate from the
Company's Chartered Accountant to this effect
with Unique Document Identification Number."

Bidder should submit Audited Balance
Sheet copies for last 3 financial years
i.e. 2019-20, 2020-21 and 2021-22
along with certificate from the
Company’s Chartered Accountant to
this effect with Unique Document
Identification Number.
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124

57

Annexure 2 - Pre-
Qualification Criteria

9. Pre-Qualification Criteria:

The bidder should have experience in
implementing and maintaining any
similar solution (Customer
Relationship Management) in any
organization in BFSI sector/ listed
company in India within the last three
years from the date of RFP.

Documents to be submitted

In compliance with Pre-Qualification
Criteria:

The bidder should submit purchase
order and reference letter duly
mentioning that the supplied solution
is being used.

Request you to Please provide Past Experience
exemption for MSE and Startup registered Bidders

Bidder to refer Corrigendum-2.

125

57

Annexure 2 - Pre-
Qualification Criteria

9. Pre-Qualification Criteria:

The bidder should have experience in
implementing and maintaining any
similar solution (Customer
Relationship Management) in any
organization in BFSI sector/ listed
company in India within the last three
years from the date of RFP.

Documents to be submitted

In compliance with Pre-Qualification

Criteria:

The bidder should submit purchase
order and reference letter duly
mentioning that the supplied solution
is being used.

Request you to kindly relax this clause to-

The bidder should have experience in implementing and
maintaining any similar solution (Customer Relationship
Management) in any organization in BFSI sector/listed
company/Public Sector globally within the last five
years from the date of RFP.

Also, as a documentary proof bidder self- declaration is
acceptable

Bidder to refer Corrigendum-2.
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126

57

Annexure 2 - Pre-
Qualification Criteria

10. Pre-Qualification Criteria:

The bidder should have implemented
and maintaining any similar solution
(Customer Relationship Management)
in any organization in BFS| sector/
listed company with minimum 500
branches in India as on RFP date.

Documents to be submitted

In compliance with Pre-Qualification
Criteria:

The bidder should submit purchase
and reference letter for the solution
duly mentioning the number of
branches being used.

Request you to kindly relax this clause to-

The bidder should have implemented and maintaining
any similar solution (Customer Relationship
Management) in any organization in BFSI sector/or
listed company/Public Sector globally with minimum
500 branches.

Also, as a documentary proof bidder self- declaration is
acceptable

Bidder to refer Corrigendum-2.

127

57

Annexure 2 - Pre-
Qualification Criteria

9. Pre-Qualification Criteria:

The bidder should have experience in
implementing and maintaining any
similar solution (Customer
Relationship Management) in any
organization in BFSI sector/ listed
company in India within the last three
years from the date of RFP.

Documents to be submitted

In compliance with Pre-Qualification
Criteria:

The bidder should submit purchase
order and reference letter duly
mentioning that the supplied solution
is being used.

Request you to kindly reframe the criteria as " The
bidder should have experience in implementing and
maintaining any similar solution (Customer Relationship
Management) in any organization in BFSI sector/ listed
company in India within the last Five years from the
date of RFP".

Bidder to refer Corrigendum-2.
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11. Pre-Qualification Criteria:

The proposed CRM solution should
have been implemented and being
used (not necessarily by the bidder) in
any organization having customer base
of minimum one crore (1,00,00,000) in
BFSI sector/ listed company in India

within the last three years from the E o ; "
s cifvas date of RFP. Please clarify that OEM's implementation experience

128 58 Qualification Criteria will suffice for this clause or it has to be bidder's Yes
experience.

Documents to be submitted

In compliance with Pre-Qualification
Criteria:

The bidder should submit purchase
order and reference letter duly
mentioning that the supplied CRM
solution is being used and working
satisfactorily to this effect.

10. Pre-Qualification Criteria:

The bidder should have implemented
and maintaining any similar solution
(Customer Relationship Management)
in any organization in BFSI sector/
listed company with minimum 500 Could the bank remove/Relax this Clause "BFSI sector/
AT 2. - Pie- branches in India as on RFP date. listed company with minimum 500 branches in India as
129 58 Rl e on RFP date.” , as there are NBFC and Fin Tech who Bidder to refer Corrigendum-2.
QualificationLrkaria Documents to be submitted have similar complex CRM requirements and may not be
In compliance with Pre-Qualification [listed.

Criteria:

The bidder should submit purchase
and reference letter for the solution
duly mentioning the number of
branches being used.
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130

58

Annexure 2 - Pre-
Qualification Criteria

11. Pre-Qualification Criteria:

The proposed CRM solution should
have been implemented and being
used (not necessarily by the bidder) in
any organization having customer base
of minimum one crore (1,00,00,000) in
BFSI sector/ listed company in India
within the last three years from the
date of RFP.

Documents to be submitted

In compliance with Pre-Qualification
Criteria:

The bidder should submit purchase
order and reference letter duly
mentioning that the supplied CRM
solution is being used and working
satisfactorily to this effect.

Could the bank remove/relax this Clause “"organization
having customer base of minimum one crore
(1,00,00,000)." to "organization having customer base
of minimum one crore (20,000).". as there are NBFC and
Fin Tech who have similar complex CRM requirements
and may not be listed and 1 cr customers.

Bidder to comply with RFP terms and conditions.

131

58

Annexure 2 - Pre-
Qualification Criteria

10. Pre-Qualification Criteria:

The bidder should have implemented
and maintaining any similar solution
(Customer Relationship Management)
in any organization in BFS| sector/
listed company with minimum 500
branches in India as on RFP date.

Documents to be submitted

In compliance with Pre-Qualification_
Criteria:

The bidder should submit purchase
and reference letter for the solution
duly mentioning the number of
branches being used.

We request Bank to modify the clause as under:

The bidder/OEM should have implemented and
maintaining any similar solution (Customer Relationship
Management) in any organization in BFSI sector/ listed
company with minimum 500 branches in India as on RFP
date.

Bidder to refer Corrigendum-2.
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Annexure 2 - Pre-

12. Pre-Qualification Criteria:
The bidder should have a valid I1SO
9001:2015/ 27001:2013/ CMMI L3
certification as on RFP date.

This project is having high level of complexity as it
directly impacts the end customer of the Bank and
image of the Bank. Hence this requires bidders who
have certain level of maturity and understanding of
handling complex project delivery and underlying
processes.

We request the Bank to have more stringent criteria by
making CMMI level certification as mandatory

i ing i i i nly|Bidder mply with RFP terms an nditions.
132 58 Qualification Criteria Deiciiiarits fo b sibimivad requ1rement and also making it stricter by allowing only [Bidder to comply t d condit
: : e oo those bidders who are CMMI level 5 certified to
In compliance with Pre-Qualification g - s
Criteria: participate in the bidding process to assure the Bank of
The bidder should submit safeguarding the risk of project delivery.
dlocumenitary evicence to this effect. Suggested modification in the clause:
The bidder should have a valid 1SO 9001:2015/
27001:2013 and CMMI L5 certification as on RFP date
10. Pre-Qualification Criteria:
The bidder should have implemented
and maintaining any similar solution
(Customer Relationship Management)
in any organization in BFSI sector/
listed company with minimum 500
branches in India as on RFP date. . ;
133 58 Annexure 2 - Pre- Request you to Please provide Past Experience Bidder to refer Corrigendum-2.

Qualification Criteria

Documents to be submitted
In compliance with Pre-Qualification

Criteria:

The bidder should submit purchase
and reference letter for the solution
duly mentioning the number of
branches being used.

exemption for MSE and Startup registered Bidders
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11. Pre-Qualification Criteria:

The proposed CRM solution should
have been implemented and being
used (not necessarily by the bidder) in
any organization having customer base
of minimum one crore (1,00,00,000) in
BFSI sector/ listed company in India
within the last three years from the
Annexure 2 - Pre- date of RFP. Request you to Please provide Past Experience
Qualification Criteria exemption for MSE and Startup registered Bidders
Documents to be submitted

In compliance with Pre-Qualification
Criteria:

The bidder should submit purchase
order and reference letter duly
mentioning that the supplied CRM
solution is being used and working
satisfactorily to this effect.

134 58 Bidder to comply with RFP terms and conditions.

11. Pre-Qualification Criteria:

The proposed CRM solution should
have been implemented and being
used (not necessarily by the bidder) in
any organization having customer base
of minimum one crore (1,00,00,000) in
BFSI sector/ listed company in India

Request you to kindly relax this clause to -

The OEM's CRM solution should have been implemented
within the last three years from the and bgmg used (I.'IOt necessarily by the b.ld.def) in any
Arivexure 3 s Pres date of RFP organization having customer base of minimum 50 lakh+
135 58 nexure . in BFSI sector/ or listed company/Public Sector Bidder to comply with RFP terms and conditions.

Qualification Criteria s .
th te of h
Documents to be submitted globally within the last five years from the date of RFP

In compliance with Pre-Qualification
Criteria:

The bidder should submit purchase
order and reference letter duly
mentioning that the supplied CRM
solution is being used and working
satisfactorily to this effect.

Also, as a documentary proof bidder self- declaration is
acceptable
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10. Pre-Qualification Criteria:

The bidder should have implemented
and maintaining any similar solution
(Customer Relationship Management)
in any organization in BFSI sector/
listed company with minimum 500 For the list of branches, will it be acceptable if the

Annexure 2 - Pre- branches in India as on RFP date. bidder submit a self declaration letter stating the
136 58 Qualification Criteria branch count along with offical website URL/ RFP Bidder to refer Corrigendum-2.
Documents to be submitted document pages. Kindly confirm will this comply the
In compliance with Pre-Qualification |requirement
Criteria:

The bidder should submit purchase
and reference letter for the solution
duly mentioning the number of
branches being used.

11. Pre-Qualification Criteria:

The proposed CRM solution should
have been implemented and being
used (not necessarily by the bidder) in
any organization having customer base
of minimum one crore (1,00,00,000) in
BFSI sector/ listed company in India
within the last three years from the |For the customer base count, will it be acceptable if

Annexure 2 - Pre- date of RFP. the bidder submit a self declaration letter stating the [No. Bidder to comply with RFP terms and
137 58 S s . . ) . i
Qualification Criteria customer count. Kindly confirm will this comply the conditions.
Documents to be submitted requirement
In compliance with Pre-Qualification
Criteria:

The bidder should submit purchase
order and reference letter duly
mentioning that the supplied CRM
solution is being used and working
satisfactorily to this effect.
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1. The selected

bidder should

provide the What is the current CRM application? Is it On-premise or

proposed CRM cloud or hybrid?

solution as per What is the current Marketing application? Is it On-

Functional & 1.1 Operational CRM premise or cloud or hybrid? Currently, Bank is using ConnectQ CRM for call

Annexure B Scopsiof Technical 1.2. Analytical CRM Volume of contacts, accounts, leads and active centre purpose. Bank is using Flexcube as CBS

138 65 Work Requirements, 1.3. Collaborative CRM customers? solution. Bidder to comply with RFP terms and

Annexure-9 with what is the CBS system being used? conditions. Details will be shared with the

all latest features How are Leads created? Can leads be created through |selected bidder.

as on the date of Mobile App?

implementation. How many / What are the different product lines?

The CRM solution is Complaints / Grievances part of scope in CRM?

is mainly divided

into 3 pillars:

3. Analytical CRM:

This pillar consists

of the analysis of

data, improving

the Bank’s existing What is the Current Analytical system?

Annexure 8 - Scope of operations in a Currently any predictive modeling used? Using which Bidder to comply with REP terms and conditions.

139 8> Work s system? Details will be shared with the selected bidder

manner, providing Is there any separate Reporting tool currently being )

predictive analysis used?

and forecasting of
data, integration

of Al/MI, Analytics
and Reporting etc
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4. Collaborative
CRM: This pillar
shows how the
data or processes
are interacting
with various What are the different channels used currently?
applications, What are the different social media channels in focus?
teams, processes, What CTI vendor used? Is call recording available for
140 65 Annexure 8 - Scope  |channels, etc. CRM? what is the CTI tool Version? Is IVR used? Bidder to comply with RFP terms and conditions.
of Work Social Media Does bank have any customer portal? Should this be Details will be shared with the selected bidder.
Management, replaced?
Chatbot, Call Does bank have any Mobile App? Should this be
Center integrated with Marketing / CRM applications?
Management,
Campaign
Management etc.,
comes under this
module.
5.1. Customer 360 View
5.2. Campaign management
5.3. Lead Module
5. Standard 5.4. Opportunity Management 1. Collection management - is this for recovery process?
Modules which 5.5. Collection management 2. Card management - Is this maintained in Data ware
Annexure 8 - Scope  [shall be an 5.6. Social Media management house/ Data lake? Can this be consumed? . . .
el o of Work integral part of 5.7. Dashboard & Reports Management |3. Payments system - is payments related data Bicider'tav comphy with RFP tevms and conditions;
the proposed CRM |5.8. Predictive Analysis & Forecasting |available in DWH or Datalake? Is this needed for CRM
solution are: 5.9. User and workflow Management [4. How many CTI Agents are there?
5.10. Card management
5.11. Relationship Management
5.12. Call Centre Operations
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6. In addition to
the above
modules, all other
standard
modules/functiona
lities available in
the market
presently suited
to BFSI sector
Annexure 8 - Scope  [shall be proposed
of Work in the solution
along with case
studies,
functional
specification
documents and
other documents
relevant for
showcasing the
same.

During prospect to customer conversion, what are the
checks / validations performed?
What is the Customer master?

Bidder to comply with RFP terms and conditions.

142 65 Details will be shared with the selected bidder.

4, Collaborative
CRM: This pillar
shows how the
data or processes
are interacting
with various
applications,
teams, processes,
Annexure 8 - Scope [channels, etc.

of Work Social Media
Management,
Chatbot, Call
Center
Management,
Campaign
Management etc.,
comes under this
module.

Can you confirm whether the bank currently has its
own Chatbot or Call Centre Management solution that
requires integration? Or does the bank need to obtain a
Chatbot or Call Centre Management solution from a
vendor?

Bidder to refer clause 35.1 of Annexure-8 Scope

143 65 of work of the RFP.
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144

65

Annexure 8 - Scope
of Work

15. The selected
bidder is
responsible for
Migration of
customer data,
existing leads and
service
request/case
data, Migration
strategy,
Migration Plan,
Pre and Post
migration
reconciliation and
Audit support in
the new solution.

What is the size of the customer database for
migration.

At present, Bank is having approx. 14 crore+

clientale base. Bidder to comply with RFP terms

and conditions.

145

65

Annexure 8 - Scope
of Waork

15. The selected
bidder is
responsible for
Migration of
customer data,
existing leads and
service
request/case
data, Migration
strategy,
Migration Plan,
Pre and Post
migration
reconciliation and
Audit support in
the new solution.

For hardware sizing purpose please share the
volumetrics such as total customer base, total number
if users, attachments/documnets, emails etc.

At present, Bank is having approx. 14 crore+
clientale base with 80k+ users.
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7. The cloud
infrastructure,
software
specification,
Server Side,
Client Side and
Network
Bandwidth
required for the
proposed CRM
solution needs to
be shared by the Since the proposed solution is SaaS therefore these
bidder in the specifications are not relevant, hence request you to  |Bidder to comply with RFP terms and conditions.
response. Bidder kindly remove it
also need to share
Deployment
Model, Software
Architecture
diagram, Network
Architecture
Diagram, Schema
Design ,
Performance
Benchmark of the
solution,

Annexure 8 - Scope

Hs| 6 |orWok

9. The proposed
CRM Solution s : Initially 15000 users. The selected Bidder has to

hould ort TSR Ui T P e R R A ) rovide additional user licenses as per Bank's
o e year on year for complete 5 years with minimum P . - P

5,000 concurrent . i requirement at the same cost during contract

7 commitment year on year so that we can arrive on 7 5 5

users in optimal cost period. Bidder to comply with RFP terms and
APP/WEB/DB P : conditions.
servers.

Annexure 8 - Scope

7 66 of Work
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148

66

Annexure 8 - Scope
of Work

15. The selected
bidder is
responsible for
Migration of
customer data,
existing leads and
service
request/case
data, Migration
strategy,
Migration Plan,
Pre and Post
migration
reconciliation and
Audit support in
the new solution.

What would be the approx. size for Data Migration 1-2
years etc ?

The selected bidder should migrate the current
and historical data as per Bank's requirement.
Bidder to comply with RFP terms and conditions.

149

66

Annexure 8 - Scope
of Work

15. The selected
bidder is
responsible for
Migration of
customer data,
existing leads and
service
request/case
data, Migration
strategy,
Migration Plan,
Pre and Post
migration
reconciliation and
Audit support in
the new solution.

Kindly share the number of entities at a high level to
be migrated and corresponding volumes to be migrated
to new system. Assuming this would be a one time
migration and clean data will be provided by the bank
in a defined csv format.

The selected bidder should migrate the current
and historical data as per Bank's requirement.
Bidder to comply with RFP terms and conditions.
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150

66

Annexure 8 - Scope
of Work

8. The bidder
should propose
the solution as
per Bank’s
requirements with
high availability &
secure
infrastructure in
cloud
environment at
Data Centre and
Disaster Recovery
site as per
Industry accepted
security standards
and best practices
to deliver the
best throughput
and performance
considering the
present as well as
annual
incremental
volumes (for
contract period)

The proposed CRM platform is a cloud/SaaS based
solution and will be hosted in Zoho's secured data
center. The hardware, software and infrastructure
requirements will be fully owned & managed by Zoho.

As the proposed CRM platform is cloud based, the
ability to convert to on-premise or hybrid at any point
in time will not be directly feasible and has to be
thoroughly reviewed with Zoho's Infrastructure &
security team. The proposed CRM platform does not
have the capability to host in other public CSP and will
work as intended in Zoho Cloud

Bidder to comply with RFP terms and conditions.

151

66

Annexure 8 - Scope
of Work

9. The proposed
CRM Solution
should support
5,000 concurrent
users in
APP/WEB/DB
servers.

It is mentioned as 5000 concurrent users. Please
provide the list of departments, users and volume of
transactions for the bidder to quantify and plan the
resources, costing and timelines accordingly.

Bidder to comply with RFP terms and conditions.
Details will be shared with the selected bidder.

152

66

Annexure 8 - Scope
of Work

9. The proposed
CRM Solution
should support
5,000 concurrent
users in
APP/WEB/DB
servers.

Is this the count of Public using the Customer portal? If
yes, can Anonymous users access Portal?

Staff and customers/ consumers/ anyone as
determined by the Bank from time to time.
Bidder to comply with RFP terms and conditions.
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153

66

Annexure 8 - Scope
of Work

15. The selected
bidder is
responsible for
Migration of
customer data,
existing leads and
service
request/case
data, Migration
strategy,
Migration Plan,
Pre and Post
migration
reconciliation and
Audit support in
the new solution.

Volume of Service Requests:

Load only the Open cases or historical as well? If
Historical, what is the cut-off and the volume of it?
Are Appointments / Tasks / Collection process part of
Case data?

Open as well as historical data as per Bank’s
requirement. Bidder to comply with RFP terms
and conditions.

154

66

Annexure 8 - Scope
of Work

16. The selected
bidder should
ensure that
Solution supplied
should be capable
to get integrated
with all existing
integrations
(including API
calls and DB
integrations). All
integrations to be
STP without
manual
interventions. All
the features
currently
available in the
current solution
needs to be made
available in the
solution proposed
by the bidder.

Any middleware / SOA framewaork in place?

Bidder should integrate through Bank's API
Gateway/ any other permissible mode,
acceptable to the bank. Bidder to comply with
RFP terms and conditions.

Piolirs,,
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155

66

Annexure 8 - Scope
of Work

8. The bidder
should propose
the solution as
per Bank’s
requirements with
high availability &
secure
infrastructure in
cloud
environment at
Data Centre and
Disaster Recovery
site as per
Industry accepted
security standards
and best practices
to deliver the
best throughput
and performance
considering the
present as well as
annual
incremental
volumes (for
contract period)

Keeping in mind the Banks requirement on PIl and
critical data not to be stored on the Cloud, hence
there will be a deployment which have to be done on-
premise

We request the Bank to clarify the Data centre and
Disaster Recovery site are on-premise. We request
Bank to modify the commercial template to capture
the cost of on-premise part of the deployment which
will be in Capex maodel.

We recommend that till the point of cloud adoption is
clear with the Bank, the entire deployment should be
on-premise on a hyper-converged cloud ready
infrastructure with a capability to convert to full cloud
/ hybrid based on Bank's requirement/discretion at any
point of time during the contract period. The Bidder
can be asked to include the cost of the same

Bank's DC & DRC are on-premises. Bidder to
comply with RFP terms and conditions.

156

66

Annexure 8 - Scope
of Work

15. The selected
bidder is
responsible for
Migration of
customer data,
existing leads and
service
request/case
data, Migration
strategy,
Migration Plan,
Pre and Post
migration
reconciliation and
Audit support in’
the new solution.

Kindly confirm the size of the database size to be
migrated?

At present, Bank is having approx. 14 crore+
clientale base. Bidder to comply with RFP terms
and conditions.

o

L | CANARY
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157

66

Annexure 8 - Scope
of Work

9. The proposed
CRM Solution
should support
5,000 concurrent
users in
APP/WEB/DB
servers.

Requesting Bank to provide the growth projections for
the number of concurrent users , number of customers,
number of branches etc for the contract duration.

Presently, concurrency sought is for 5000 users
only

158

66

Annexure 8 - Scope
of Work

15. The selected
bidder is
responsible for
Migration of
customer data,
existing leads and
service
request/case
data, Migration
strategy,
Migration Plan,
Pre and Post
migration
reconciliation and
Audit support in
the new solution.

How many source systems are having Leads and
Customer Service Data? We assume that Bank will be
providing Customer, Lead and Customer Sertvice data
in excel file. Vendor will provide excl file template.
We are assuming that only 3 tables are in scope for
data migration

Currently, Bank is having 50+ source systems.
The selected bidder should integrate exisitng as
well new source systems required for
comprehensive CRM solution. Bidder to comply
with RFP terms and conditions.

159

66

Annexure 8 - Scope
of Work

15. The selected
bidder is
responsible for
Migration of
customer data,
existing leads and
service
request/case
data, Migration
strategy,
Migration Plan,
Pre and Post
migration
reconciliation and
Audit support in
the new solution.

What is data volume of Customers, Leads and Customer
Service? Are there any attachments which needs to be
migrated?

At present, approx. 14 crore+ clientale base.
Bidder to comply with RFP terms and conditions.

Page 45 of 145



Replies to Prebid Queries for GEM/2023/B/3283751 dated 29/03/2023 for Selection of vendor for end to end implementation of comprehensive Customer Relationship Management (CRM) solution for 5 years

160

66

Annexure 8 - Scope
of Woark

15. The selected
bidder is
responsible for
Migration of
customer data,
existing leads and
service
request/case
data, Migration
strategy,
Migration Plan,
Pre and Post
migration
reconciliation and
Audit support in
the new solution.

Is bank having any ETL available which can be used for
data migration?

Bidder should provide ETL for data migration in
the proposed CRM solution. Bidder to comply
with RFP terms and conditions.

161

66

Annexure 8 - Scope
of Work

9. The proposed
CRM Solution
should support
5,000 concurrent
users in
APP/WEB/DB
servers.

Please provide the break of users based on
Functionality usage for e.g Sales User, Service User,
Contact Center Users, Analytics User etc.

Bidder to comply with RFP terms and conditions.
Details will be shared with the selected bidder.
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162

66

Annexure 8 - Scope
of Work

13. The selected
bidder is
responsible for set
up, installation
and testing the
required cloud
services/Software,
Integrations
(including API
calls and SDK
integrations) with
associated
servers/services
for providing all
the features of
the CRM solution,
migration of
existing
customers data,
cases and lead
data, deployment
of the solution in
Development,
UAT, Pre-
Production, DC

Please provide the data migration volume which will
be part of the implementation scope

At present, Bank is having approx. 14 crore+

clientale base. Bidder to comply with RFP terms
and conditions. Details will be shared with the

selected bidder.

163

66

Annexure 8 - Scope
of Work

15. The selected
bidder is
responsible for
Migration of
customer data,
existing leads and
service
request/case
data, Migration
strategy,
Migration Plan,
Pre and Post
migration
reconciliation and
Audit support in
the new solution.

kindly share the volume of customer data to be
considered for migration activity

At present, approx. 14 crore+ clientale base.
Bidder to comply with RFP terms and conditions.
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164

66

Annexure 8 - Scope
of Work

8. The bidder
should propose
the solution as
per Bank’s
requirements with
high availability &
secure
infrastructure in
cloud
environment at
Data Centre and
Disaster Recovery
site as per
Industry accepted
security standards
and best practices
to deliver the
best throughput
and performance
considering the
present as well as
annual
incremental
volumes (for
contract period)

Salesforce (proposed CRM) is completely cloud based
solution. Though data can be archived and migrated to
the on prem DW

Bidder to comply with the scope of work as per
RFP terms.

165

66

Annexure 8 - Scope
of Work

15. The selected
bidder is
responsible for
Migration of
customer data,
existing leads and
service
request/case
data, Migration
strategy,
Migration Plan,
Pre and Post
migration
reconciliation and
Audit support in
the new solution.

Please provide details in terms of the volume of data
to be migrated.

Also, we would not be responsible for data cleaning/
cleansing/ deduplication etc

Please provide the data in the below format:-
Legacy data to migrate (either in KBs/MBs/GBs or
Number of records)

File / attachment size to migrate (in GBs)

If possible, please provide object wise data for 2.a
(Number of existing leads, applications, customers,
cases, activities, events etc.)

At present, approx. 14 crore+ clientale base.
Bidder to comply with RFP terms and conditions.
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166

66

Annexure 8 - Scope
of Work

8. The bidder
should propose
the solution as
per Bank’s
requirements with
high availability &
secure
infrastructure in
cloud
environment at
Data Centre and
Disaster Recovery
site as per
Industry accepted
security standards
and best practices
to deliver the
best throughput
and performance
considering the
present as well as
annual
incremental
volumes (for
contract period)

A complete Saas solution can not be converted to on-
premise solution as-it-is or store some data in on-
premise and some on cloud, therefore request you to
please remove these clauses

Bidder to refer Corrigendum-2.

167

66

Annexure 8 - Scope
of Work

16. The selected
bidder should
ensure that
Solution supplied
should be capable
to get integrated
with all existing
integrations
(including API
calls and DB
integrations). All
integrations to be
STP without
manual
interventions. All
the features
currently
available in the
current solution
needs to be made
available in the
solution proposed
by the bidder.

Please provide comprehensive list of functionality
available in current solution

Currently, Bank is using ConnectQ CRM for call

centre purpose.
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| 168

67

Annexure 8 - Scope
of Work

15. The selected
bidder is
responsible for
Migration of
customer data,
existing leads and
service
request/case
data, Migration
strategy,
Migration Plan,
Pre and Post
migration
reconciliation and
Audit support in
the new solution.

What are integration touch Points?Are AP| exposed to
Cloud? Is there an ESB Layer?

Bidder should integrate through Bank's API
Gateway/ any other permissible mode,
acceptable to the bank. Bidder to comply with
RFP terms and conditions.

169

67

Annexure 8 - Scope
of Work

23. The selected
bidder to provide
the latest version
of the
solution/mobile
client etc., as and
when the same
has been
upgraded at their
end at no extra
cost to the bank

would bank like to extend the CRM features on mobile
device as well. If Yes, Kindly share what will be the
platform preference

Yes (Android, 10S)

170

68

Annexure 8 - Scope
of Work

28. Any
information
security gaps in
the solution shall
be redressed by
the selected
bidder on free of
cost during
contract period.

Any AML systems in place? How frequently is it
validated?

Bidder to comply with RFP terms and conditions.
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29. The selected

bidder should
provide proper
backup and
recovery
procedure, with
necessary
documents so as
to meet any
exigencies. The
Regulatory
171 68 ':?C?:::e B Se0pe guidelines on the How many years to maintain? As per Bank's Back-up & Data archival policy.
preservation of
data should be
followed
correctly. Proper
Data Archival &
Purging needs to
be implemented
for proper
performance as
per the Bank’s
guidelines.
31.1. Case Summary details
31.2. Case life cycle
31.3. Related Solutions
31. The following [31.4. Case-Agent Mapping
Annexiire 8 - Scope details should be  [31.5. Internal Collaboration
172 68 available as part  [31.6. Customer Interaction history Any Data ware housing in place? Yes
of Work :
of compressed 31.7. Call Script
case 360 views: 31.8. Service Quality Feedback
31.9. Alerts
31.10. Surveys
31.11. Attachments
.35’1' i pf"‘”m soluthn staild Are all these systems accessible through REST API?
integrate with CBS and allied S ;
A, . 2 .. |Chatbot - Is this virtual or agent assisted? A : .
applications like Enterprise Fraud Risk . = Bidder should integrate through Bank's API
Annexure 8 - Scope Management, Digital Lending If virtual, how marry product lines. does it support? How Gateway/ any other permissible mode
173 68 35.Integration: . many menus per product? Any Knowledge repository to 2

of Work

Platform, Co-lending platforms,
CPGRS, MIS/ Data Warehouse
analytics, chatbot etc., as per Bank’s

requirement.

back up answers?
How is credit risk / credit worthiness assessed?
what is the HRMS system in place?

acceptable to the bank. Bidder to comply with
RFP terms and conditions.
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Annexure 8 - Scope

35.1. The proposed solution should
integrate with CBS and allied
applications like Enterprise Fraud Risk
Management, Digital Lending

Is there any defined list of Applications to be

All applications required for implentation of
proposed CRM solution as per RFP should be

174 68 35.Integration: N Integrated with CRM which can be used to fence the integrated. Bidder to comply with RFP terms and
af Work EIBston, CosteRdimng Plationms, scope of work from Integration point view conditions
CPGRS, MIS/ Data Warehouse P SR .
analytics, chatbot etc., as per Bank’s
requirement.
.35'1' The pfop g solutmp Shiuld 1. Is this the complete list of the systems with which
integrate with CBS and allied 5 sk ; 3 ;
s ” ; . . |the system needs to be integrated? Request Bank to All applications required for implentation of
applications like Enterprise Fraud Risk . . 5 . )
p- 8~ Managemeiit. Digital Lendir help us with complete list of systems (including proposed CRM solution as per RFP should be
175 68 MEXUIS cope 35.Integration: g 3 08 ; g Channels) with which CRM needs to be integrated? integrated. Bidder to comply with RFP terms and
of Work Platform, Co-lending platforms, diti
CPGRS, MIS/ Data Warehouse PRI
sl i’rs e Ste. s Ser Bankle 2. Is it expected to integrate with Bank's Chatbot? Or
‘,(t ¥ Ads provide the chatbot as well as part of Implementation?
requirement.
34. The solution
provided by the
selected bidder
Annexure 8 - Scope should have The RFP clause broadly refers to Customer
176 68 & P ability to indicate Please elaborate more on this segmentation based on various parameters as per

of Work

the industry and
sector the
customer operates
in.

Banking Industry standards.
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30. The selected
bidder shall also
ensure that the
proposed solution
is scalable and
shall be
implemented in
DR environment
in Active -Passive
Mode with DC

:;;:22:::2“ d Data loss in proposed Saa$ solution will be as per RTO

Annexure 8 - Scope . of the solution, hence a zero data loss scenario is not
Database in DC

of Work cukenment shall possible, request you to please amend this clause
accordingly

be replicated to
DR Environment
through standard
data
transfer/replicatio
n and
synchronization
mechanism
without any Data
Loss in case of
any service

177 68 Bidder to comply with RFP terms and conditions.

35.1. The proposed solution should
integrate with CBS and allied
applications like Enterprise Fraud Risk
Management, Digital Lending kindly share the list of other application integration
Platform, Co-lending platforms, with CRM

CPGRS, MIS/ Data Warehouse
analytics, chatbot etc., as per Bank’s
requirement.

All applications required for implentation of
proposed CRM solution as per RFP should be
integrated. Bidder to comply with RFP terms and
conditions.

Annexure 8 - Scope

178 68 of Work

35.Integration:

Page 53 of 145



Replies to Prebid Queries for GEM/2023/B/3283751 dated 29/03/2023 for Selection of vendor for end to end implementation of comprehensive Customer Relationship Management (CRM) solution for 5 years

Annexure 8 - Scope

29. The selected
bidder should
provide proper
backup and
recovery
procedure, with
necessary
documents so as
to meet any
exigencies. The
Regulatory

Are there any archiving regulatory standards that we
can refer to , or is the question more intended to
outline archival as a capability?

As per Bank's Back-up & Data archival policy.

179 68 guidelines on the Do you have existing infrastructure that can be used . - =
of Work preservation of for archived data (e.g, database, disk space) / or do Bidaer to.comply with REP terms ant canditions.
data should be you need the scope to also include the infrastructure
followed for archival?
correctly. Proper
Data Archival &
Purging needs to
be implemented
for proper
performance as
per the Bank’s
guidelines.
The Bank will conduct “User
Acceptance Test” (UAT) under
guidance, review, and supervision of
the selected bidder to ensure that all
the functionalities required by the
Bank & rnentlor_ned e Sc opeof Do you have guidance on UAT timelines based on
Work and Functional Requirements U
. are available and is functioning hiskoriGall tepnrise R .
180 68 Minmaive 8- Secipe |3 TESting and accurately as per the expectations of Da ey have sy pecitic timeline eistrawits for e Bidder to comply with RFP terms and conditions.

of Work

Acceptance:

the Bank. Consequent to UAT, if some
of the functionalities, specified in
this Scope of Work and Functional
Requirements are not present in tune
with the Bank’s expectations, the
selected bidder shall make
appropriate changes for the
functioning of the Solution.

implementation of the overall solution (e.g. cannot go
live in March or Dec, should have a release every 3
months etc)

A DI
5
< =
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Annexure 8 - Scope

35.1. The proposed solution should
integrate with CBS and allied
applications like Enterprise Fraud Risk
Management, Digital Lending

Please mention all the systems to be integrated for
Sales, Service, Card, Campaign, Collection

All applications required for implentation of
proposed CRM solution as per RFP should be

181 68 35.Integration: " ) Management etc. integrated. Bidder to comply with RFP terms and
RN Platform, Co-lending platforms, The cost of the Tools/ Systems/ APIs/ Connector will  |conditions.
CPGRS, MIS/ Data Warehouse jse bomie by Cariara Bank
analytics, chatbot etc., as per Bank’s )
requirement.
35.1. The proposed solution should
integrate with CBS and allied
applications like Enterprise Fraud Risk
Management, Digital Lending
Platform, Co-lending platforms,
CPGRS, MIS/ Data Warehouse
analytics, chatbot etc., as per Bank’s
requirement. Please provide complete list of systems that needs to
. be integrated with proposed solution. Also please
?:{S‘r::ee :qr;? 3;?0221;%%?[:?:::2 provide the volume and mode (Realtme, scheduled All applications required for implentation of
rnesare 8 - Scope ap:l?cations ol T Bidnk: sach-as batch, API based, File based etc) for these integration [proposed CRM solution as per RFP should be
. ; ion: ’ i integrated. Bidder to comply with RFP terms and
L 68 of Work 33 Inkagration HRMS, Business Dashboard etc., fapried ]c':):dgitions ! Py
th{otu_gh A: /lgMS' Tfée ];;OKT :ed Also, please confirm, if solutions like Data warehose
Fotu |ort|_s o -thprow (fath " analytics/Chatbot/mobile application are existing or
n eg_ra l.ng s ST do you want vendor to propose these solutions
applications of the Bank.
35.6. The proposed solution should
integrate with Email gateway (SMTP
service & Server level Email
Authentication) and SMS Gateway
etc., of the Bank through DB/API’s
interfaces.
35.6. The proposed solution should e i ired for i ;
lentat f
integrate with Email gateway (SMTP  [Could the bank provide us an Inventory List of All QLL:';E::?&‘ ;ﬂ:’;‘e:s ;;:rgﬁPe:th&nbz
183 9 Annexure 8 - Scope 35, Intearation: service & Server level Email Applications that need to be integrated with CRM integrated. Bidder to comply with RFP terms and

of Work

Authentication) and SMS Gateway
etc., of the Bank through DB/API’s
interfaces..

Solution.
And the integration Use cases.

conditions.
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Annexure 8 - Scope

37.1. The selected bidder should
provide training for 5 days in Two (2)
batches after sign off by the Bank for
end to end implementation of
comprehensive CRM Solution. Each

Could the Bank confirm they will be responsible for
end to end rollout of the application to other Branches

Bidder should ensure complete implementation
of proposed comprehensive CRM solution as per

184 69 of Work o 5 bat.c h o i oy and Users across India. And bidder would just need to  |RFP terms. Bidder to comply with RFP terms and
Sraining Shoutd Be 00 the Dropesed rovide Warranty Support Remotel conditions
Solution from OEM/OSD directly at  |P s y Y
Bangalore at Bank's
premises/Bidder’s chosen location in
Bangalore.
_35.2. The pfopos.ed solution sh‘oulld Which is the existing Middieware the Bank uses? G its Bidder should integrate th'roggh Bank's API
Annexure 8 - Scope . integrate with Middleware (existing/ . . Gateway/ any other permissible mode,
185 69 35.Integration: yet to procured? In such case when the middleware is . .
of Work proposed) and APIs of Bank as per acceptable to the bank. Bidder to comply with
5 : expected to be procured by the Bank? e
Bank’s requirement. RFP terms and conditions.
37.1. The selected bidder should
provide training for 5 days in Two (2)
batches after sign off by the Bank for
e tased 1rnplementat19n " Training - We follow a Train -The-Trainer (TTT)
Annexure 8 - Scope coniiehendlve GRN Solittion: Each approach to train bank's super users. The bank's end
186 69 P 37.Training: batch consists of 25 officials. The pp s 2 : P H . Bidder to comply with RFP terms and conditions.
of Work oo user training will be carried by bank's Train the
training shauld be-on.the proposed Trainers (Super Users) .Please confirm
Solution from OEM/OSD directly at (Bupe £ :
Bangalore at Bank’s
premises/Bidder’s chosen location in
Bangalore.
35.6. The proposed solution should
mtegrate e gatew_'ay (SMTP Can we assume that bank is currently using SMS . .
Annexure 8 - Scope . service & Server level Email . Yes. Bidder to comply with RFP terms and
187 69 35.Integration: . gateway to deliver SMS alerts and same SMS gateway "
of Work Authentication) and SMS Gateway eany be utfitzed in CRIM conditions.
etc., of the Bank through DB/API’s
interfaces.
?.5.2. The pn.'opos.ed solution sh-ou_ld Do we need to use existing middleware or we need to Bidder should integrate th_roygh Bank's API
Annexure 8 - Scope , integrate with Middleware (existing/ _ 2 5 Gateway/ any other permissible mode,
188 69 35.Integration: propose a new one, in case of existing, please provide i 5
of Work proposed) and APIs of Bank as per ; acceptable to the bank. Bidder to comply with
) . details of same s
Bank’s requirement. RFP terms and conditions.
38.3. Bidder need to provide whether
the solution is hosted in a single
tenancy model or multi-tenancy
. model. In case of multi-tenancy Kindly re-confirm whether Canara Bank is open for f A
189 70 Aniwrerech = Scope |5 Gl model bidder need to share what multi-tenancy cloud deployment of their CRM RFP Cletse tu:self explanax‘t?ry. Bisider-tsumply T
of Work = ) o with RFP terms and conditions. P Y
compartmentalization techniques are |application? f /g" ?\J/—’ A
employed to isolate Bank data from I3 (o ane) 2}
\

other tenant’s data (wherever
Applicable in Cloud/Hybrid).

N S

Page 56 of 145




Replies to Prebid Queries for GEM/20223/B/3283751 dated 29/03/2C23 for Selection cf vendor for end tc end implementation of comprehensive Customer Relationshic Management (CRM) solution for 5 vears

38.12. All functions involving critical
data to be maintained on-premises

As per our understanding, connectivity will be there
between on-premises datacenter and cloud, we

190 70 PERTEG00NE | [y s on.l)! P g noa recommend having application and database servers on [Bidder to comply with RFP terms and conditions.
of Work critical data can be moved to Cloud L .
i . cloud. This will avoid any latency.
thereby adopting Hybrid Cloud model | .
Kindly suggest.
approach.
Pll data should be on premises. Application and
38.6. The solution must have permissable non critical data in encrypted format
191 70 Annexure 8 - Scope  [38.Cloud: capability to work on Hybrid Model Staging Server / Real Time API Calls for data visibility. [may be in cloud. Please read this reply along
of Work (i.e., Cloud and On-premises What is the expectation from cloud model? with various clauses of RFP. Bidder to comply
component for data exchange). with RFP terms and conditions.
. 38.5. Preferably Canara Bank tenant ) .
192 70 Annexure 5.~ Scope: 138, Clouds resources to be on dedicated physical |Please elaborate on the expectation? REP Cllien s salr explana_tgry.mdder b Gompty
of Work ; with RFP terms and conditions.
hypervisors of the CSP.
38.1. The Solution should be
deployed on the Cloud architecture  |Please share us the volume of transaction and the list AL BOESEHE: Bani i having asomc. 14 crores
Annexure 8 - Scope  (38.Cloud: (SaaS model) with the adaptability to |of users for us to plan the Cloud/Infrastructure ‘p i : aEp =
193 70 < ; . . clientale base with 80k+ users. Bidder to comply
of Work the on demand up-scaling and down- |requirements. The on-demand upscaling/downscaling y o
- : - : with RFP terms and conditions.
scaling and seamless failover is not available.
movements of the instances.
The proposed CRM platform is a cloud/Saa$ based
solution and will be hosted in Zoho's secured data
center. The hardware, software and infrastructure
requirements will be fully owned & managed by Zoho.
38.2. Bidder should ensure that CSP
194 70 Annexure 8 - Scope  (38.Cloud: should be valid MeitY empaneled The Primary Data center is in Mumbai and the Bidder to comply with RFP terms and conditions,

of Work

Cloud Service Provider with two data
center locations.

Secondary Data center is in Chennai. Based on Zoho's
propriety SaaS framework and cloud deployments, it
does not directly comply as Meity Empaneled Cloud
Service Provider, but the data centers adheres to 1SO
processes (1SO 27001,27701, 27017, 27018, 9001,
20000), SOC, GDPR, TIA guidelines and policies

e
5

.
‘if::‘-\ﬂ
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38.3. Bidder need to provide whether
the solution is hosted in a single
tenancy model or multi-tenancy
model. In case of multi-tenancy

As the proposed solution will be hosted in Zoho Cloud,
the compartmentalization logic is

195 70 Annexue 8- Sope. |38, Cletks model bidder need to share what proprietary/confidential, we will not be able to share |[Bidder to comply with RFP terms and conditions.
of Work e . 4 ) e E
compartmentalization techniques are |the implementation details in the case of a multi
employed to isolate Bank data from  |tenancy model.
other tenant’s data (wherever
Applicable in Cloud/Hybrid).
The proposed CRM platform is a cloud/SaaS based
solution and will be hosted in Zoho's secured data
center. The hardware, software and infrastructure
requirements will be fully owned & managed by Zoho.
38.6. The solution must have
Annexure 8 - Scope  [38.Cloud: capability to work on Hybrid Model As the proposed CRM platform is cloud based, the . . -
L 0 of Work (i.e., Cloud and On-premises ability to convert to on-premise or hybrid at any point Bidder to comply with RFP terms and conditions.
component for data exchange). in time will not be feasible and has to be thoroughly
reviewed with Zoho's Infrastructure & security team.
The proposed CRM platform does nct have the
capability to host in other public CSP and will work as
intended in Zoho Cloud.
38.9.3. Adhering to NIST (especially |Please let know if the NIST and CSF adherence is
Annexure 8 - Scope  (38.Cloud: ; : o 5 F ; ; oo
197 70 800-53) and CSF {Cyber Security required, as Zoho application align with 150 and global |Bidder to comply with RFP terms and conditions.
of Work " i
Framework) standard best practices. |security standards.
The proposed solution is recommended to adhere with
38.10. Bidder and its solution must be e exllstmg 30 pr.ocesses, secunty'gmdelmes E.m.d
: % i 4 compliance as defined by Zoho, as it servers millions of
Annexure 8 - Scope  |38.Cloud: adhering to bank's pelicles, hark's businesses across globe
198 70 : : cloud and IS security policies, : Bidder to comply with RFP terms and conditions.

of Work

statutory, RBI and other government
guidelines.

If Canara Bank has specific Security standards or other
policies, it has to be shared with Zoho for review and
then mutually agreed by both parties.
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Since the Bank has segregated data residency between
on-premise and public cloud, functionalities that are
dependent on critical data have to be on-premise and
cannot be put on cloud. Hence, only cloud doesn’t
exist based on the RFP ask.

Request the Bank to remove only cloud as an option.

199 70 xw::‘:e @ - Scope: (36 Claud; Bidder to comply with RFP terms and conditions.
Additionally, we recommend that the entire solution
should be deployed on a hyper-converged cloud ready
infrastructure with a capability to convert to full cloud
/ hybrid based on Bank's requirement/discretion at any
point of time during the contract period. The Bidder
can be asked to include the cost of the same.
38.9.1. Regular VAPT, API We prowdg Security Asses.sment _(aka VAPT) by globally
. . reputed third party security auditors. However It may
Annexure 8 - Scope  |38.Cloud: Assessment, Source Code audit 3 . I X %
200 70 S not be a CERT-in empanelled auditor, request you to Bidder to comply with RFP terms and conditions.
of Work certified by a CERT-IN empaneled : ;
: please amend this clause to include third party
auditor. i N
security auditors as well
38.4, The proposed TSP/CSP should
ensure that any data that is stored on
the cloud is protected and
appropriate policies and controls are
put in place to provide data privacy
and protection. The CSP should The Saa$ solution provider will be responsible to
adhere to all laws pertaining to data |comply with legal guidelines applicable to its services
201 70 Annexure 8 - Scope  [38.Cloud: privacy and protection that are (such as Meity), while the Bank will be responsible to Bidder to comply with REP terms and conditions.

of Work

applicable as per Gol, RBI and any
other regulators. The CSP should also
ensure that necessary enhancements
are made to the services provided
whenever there are changes sought
either by the regulators or
Government of India without any
additional cost to the Bank.

comply with regulatory guidelines (eg RBI). Please let
us know bank's point of view for the assumption
considered.
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38.9.1. Regular VAPT, API

Source code is company confidential and hence reports
of Source Code review might not be made available.
However, our SOC 2 audit reports will attest that the
process is followed.

Bank will conduct the audits and the selected
bidder has to do necessary changes in the
configuration directed by security team of the

202 70 Annexure 8 - Scope  |38.Cloud: Asse_ss.ment, Source Code audit Further, we are not mandated to havg our VAPT bank after security audits like VAPT, Code Audit
of Work certified by a CERT-IN empaneled conductedby CERT-In empanelled auditors. We have a 3 " 3 .
R . etc., without disturbing the production and
auditor. CREST empanelled third party conduct these tests for = : St
2 existing backed up copies and at no additional
us.The Bank can empanel a Cert-In emapnelled auditor s e the Ak
to conduct Application VAPT at their own discretion. :
Please let us know if this works for the bank.
There will be logical sepration of the Bank's data and
38.5. Preferably Canara Bank tenant \.mll b seupec g r!ot shayectth alny SEher ’
Annexure 8 - Scope  |38.Cloud: . L instance. Salesforce is a metadata-driven, multi-tenant |_. . L
203 70 resources to be on dedicated physical . . .. |Bidder to comply with RFP terms and conditions.
of Work IynsetsAsa s GEthe CSP architecture, where only metadata is shared and Bank's
ype ' data is not. Please let us know if this works for the
bank.
38.8. Bidder should ensure data Most of these controls are and can be configured by
retention, masking of data, archiving, |the Bank such as retention, backup., archival and the
Annexure 8 - Scope  |38.Cloud: 5 . . ;i = - ” s
204 70 destruction of data, sharing of data, |Bank’s appointed team can perform these activities by |Bidder to comply with RFP terms and conditions.
of Work - 2 poso
encryption of critical data etc. as per |themselves.Please let us know if this works for the
the bank’s requirement. bank.
38.6. The solution must have
205 70 AEURIIST.~ SEape. < [3REWw; c.a gk el Hypnd s The system is available on cloud only Bidder to comply with RFP terms and conditions.
of Work (i.e., Cloud and On-premises
component for data exchange).
38.12. All functions involving critical
data to be maintained on-premises
Annexure 8 - Scope  |38.Cloud: only while functions involving non . . e - > Apart from PIl data, rest of the data can be
a6 i of Work critical data can be moved to Cloud I o0 e WhSL & Spiriatin of Nom Criticel Dara? considered as non-critical data.
thereby adopting Hybrid Cloud model
approach.
38.13. Ensure that any sensitive
information or Pll (Personally
Identifiable Information) including Customer ID will be stored on cloud in encrypted
Srneriire s - Seote 138, Clsuds Canara Bank customer’s ID, PAN, Some this data are required on Cloud for Identification |format which is non-inclusive of Pil data. Bank
207 7 P : : Aadhar, GST Number, Account and deduplication Eg Email : for Auto Case Creation will decide the logic for cipher to encrypt the

of Work

number, Card Number, PIN/CVYV, Full
Address, Mobile Number, Email
Address etc. are not stored/cached in
the Cloud in any form,

and taging right customer, call landing (CTI) etc

Custumer ID/Customer IC. Bidder to comply with
RFP terms and conditions.
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208

7

Annexure 8 - Scope
of Work

38.Cloud:

38.12. All functions involving critical
data to be maintained on-premises
only while functions involving non
critical data can be moved to Cloud
thereby adopting Hybrid Cloud model
approach.

There might be need to bring certain data to cloud to
data massaging on run analytics also to identify
customers when they are calling from their phone for
customer support? So would basic demographic data
would be allowed to capture on cloud?

Customer ID will be stored on cloud in encrypted
format which is non-inclusive of Pll data. Bank
will decide the logic for cipher to encrypt the
Custumer ID/Customer IC. Bidder to comply with
RFP terms and conditions.

209

Al

Annexure 8 - Scope
of Work

38.Cloud:

38.12. All functions involving critical
data to be maintained on-premises
only while functions involving non
critical data can be moved to Cloud
thereby adopting Hybrid Cloud model
approach.

Salesforce allows you to control who sees what data
down to the field level with standard features such as
field-level security settings, record access settings,
and object permissions.

Salesforce Data Mask is a powerful data security
resource for Salesforce admins and developers Data
Mask enables admins and developers to mask sensitive
data in sandboxes such as Personally Identifiable
Information (PIl). Data Mask uses platform-native
obfuscation technology to mask sensitive data in any
full or partial sandboxes. The masking process lets you
mask some or all sensitive data with different levels of
masking, depending on the sensitivity of the data.
Once your sandbox data is masked, you can’t unmask it

Salesforce is a multi-tenant and metadata driven
architecture and stores its data on Trusted Public
cloud residing in India. And the Bank’s requirement is
to get Customer360 on CRM which can be achieved
only bringing the data into Salesforce, which is
available only on cloud.

Hence, we request the Bank to relax this clause.

Bidder to comply with RFP terms and conditions.

210

n

Annexure 8 - Scope
of Work

38.Cloud:

38.18. Bidder should provide list of
latest security certification of their
private /public Cloud service provider
(CSP) and their validity - NIST, CSA,
PCI DSS, IT ACT 2008 and
amendments, India Data Privacy Bill,
MEITY certification

The CSP will provide ISO 27001, 27017, 27018, SOC
1,2,3, PCI, as available on Salesforce Compliance
Portal.

The CSP requests the Bank to relax the certification
required for India Data Protection Bill, as the same is
not out yet by the Govt. of India.

Bidder to comply with RFP terms and conditions.
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Could the Bank confirm , if there ok for us to have
minimal Pll data on Cloud. We would require Minimum
18, 43, [Ensure that any sensitive 1IZ‘II :at:(Mogi'le,cinN"lla;l 1D, Efustorper I.D all'nd Accour‘it D)
information or Pil (Personally o be stored in or performing simple operations
Le2 . ; 2 like below
Identifiable Information) including . ; -
) - Searching customer Records in CRM to register a lead
i 38.Cloud: Canara Bank customer’s ID, PAN, or Complaint
211 71 MRS Eo Aadhar, GST Number, Account p. : ; Bidder to comply with RFP terms and conditions.
of Work - Launching Email Campaigns
purspec; L Wisber) FRUCIY Tal | Logging a Request or Complaint on behalf of
Address, Mobile Number, Email it P
Address etc. are not stored/cached in gl 5 .
) - Viewing Customer 360 Degree view.
the Cloud in any form.
Without the above it will be difficult for CRM to work
effectively. Bank to confirm.
38.16. The selected bidder has to
provide required Infrastructure in
Annexure 8 - Scope  |38.Cloud: cloud for proposed application and Could the Bank confirm if it is fine for recommending a |_. : 5
212 M of Work other environmental or related 100% Cloud SAAS solution. Like Oracle CX Cloud. : Bidder-taticomply with REP ferrms and: conditions.
software along with technical
proposal.
38.13. Ensure that any sensitive
information or PIl (Personally
Identifiable Information) including
Canara Bank customer’s ID, PAN, - . . .
213 71 g?rx::lkre e e s Aadhar, GST Number, Account E:;‘: aicoupse b Eriical Ky enTii Hmiedin Bidder to comply with RFP terms and conditions.
number, Card Number, PIN/CVV, Full ]
Address, Mobile Number, Email
Address etc. are not stored/cached in
the Cloud in any form.
38.15. For developing any data
analytics models, the training on real
. data to be done on-premises and only
214 | 71 ‘;"‘}f:;re §-5cope  13BClaud: the trained model output which Will Bank's IT handle this? Bidder to comply with RFP terms and conditions.
doesn’t contain any
Pli/sensitive/privacy data may be
consumed in the cloud.
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We find the following contradictions in the RFP in
providing the CRM solution on SaaS Model:-
1) RFP ask is for providing licenses on unlimited user
based for perpetual enterprise model.
2) Annexure -17 requires the bidder to quote for
38.12. All fuinctions involving critical license and ATS fees for the Solgtion on Capex model.
e : 3) Bank has segregated data residency between on-
data to be maintained on-premises : x
Annexure 8 - Scope  |38.Cloud: only while functions involving non premise and public cloud Dot et segregted
215 7 of Work criEieal daR ek, be moved & Clotid il::ﬁémnalmes to be deployed on-premise and public Bidder to comply with RFP terms and conditions.
thereby adopting Hybrid Cloud model E
Approact; If the Bank wants perpetual unlimited licenses, we
suggest the Bank not to ask for the Solution on SaaS
madel.
Additionally, we recommend that the entire solution
should be deployed on a hyper-converged cloud
; Please confirm if data masking is required for data in
38.14. In case of processing A
; use, as same has been asked in scope of work but not
Annexure 8 - Scope  |38.Cloud: requirements of the above stated 5 ; 5 ; : . s -
216 71 . " in functional and technical requirements section. Bidder to comply with RFP terms and conditions.
of Work fields, Anonymize / mask . ’ ; .
: - Please confirm as masking service comes at additional
/tokenize/encrypt such data in Cloud. Pl
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38.13. Ensure that any sensitive
information or Pl (Personally
Identifiable Information) including
Canara Bank customer’s ID, PAN,

Salesforce allows you to control who sees what data
down to the field level with standard features such as
field-level security settings, record access settings,
and object permissions.

Salesforce Data Mask is a powerful data security
resource for Salesforce admins and developers Data
Mask enables admins and developers to mask sensitive
data in sandboxes such as Personally Identifiable
Information (PIl). Data Mask uses platform-native
obfuscation technology to mask sensitive data in any

217 71 xrx:rukre §=Soope:  [36.Clowd: Aadhar, GST Number, Account full or partial sandboxes. The masking process lets you |Bidder to comply with RFP terms and conditions.
number, Card Number, PIN/CVV, Full [mask some or all sensitive data with different levels of
Address, Mobile Number, Email masking, depending on the sensitivity of the data.
Address etc. are not stored/cached in |Once your sandbox data is masked, you can’t unmask it
the Cloud in any form.
Salesforce is a multi-tenant and metadata driven
architecture and stores its data on Trusted Public
cloud residing in India. And the Bank's requirement is
to get Customer360 on CRM which can be achieved
only bringing the data into Salesforce, which is
available only on cloud.
Hence, we request the Bank to relax this clause.
38.19. Cloud Service Provider should (Salesforce Hyperforce (Infra) is deployed on AWS India,
Annexure 8 - Scope  |38.Cloud: be STQC audited and empaneled and |which is a MeitY empanelled and AWS has successfully L . .
Z1a L of Work offer all services from India as per completed the Standardization Testing and Quality Brddern o campE W BER G and condibions.
guidelines of Meity. Certification (STQC) audit from the MeitY
38.12. All functions involving critical
data to be maintained on-premises The system is available on cloud only. The data will be
Annexure 8 - Scope  |38.Cloud: only while functions involving non secured and hosted on the cloud . salesforce is : . -
219 n of Work critical data can be moved to Cloud |complaint to all the major security regulations and Bidder to comply with RFP terms and conditions.
thereby adopting Hybrid Cloud model |complaince
approach.
Request you to modify the clause as - primary and
38.31. The Primary and Secondary secondary cloud location separated by a minimum
Data Centres (Cloud) shall be distance of 400Kms instead of different seismic zone.
) . physically located in India. The
220 72 Anseans &~ Scope: | 30.Clowd: proposed Datacenter for DR should be [As per MeitY guidance for empanelment of CSPs, the Bidder to comply with RFP terms and conditions.

of Work

in different seismic zones. The data
should not be transferred out side of
country’s boundary by any means.

DC & DR sites shall be separated by a minimum
distance of 100 kilometers. Refer pg34

https: / /www.meity.gov.in/writereaddata/files/Applica
tion_Empanelment_CSPs_June_2021.pdf
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Annexure 8 - Scope of

38.Cloud:

38.28. The CASB (Cloud Access

This requires additional licensing at the user side. Do

Bidder should include total cost to the Bank in

221 72 Work Security Broker) security controls need|we need to consider individual licensing for each CRM  |BOM for this RFP. Bidder to comply with RFP
to be enforced from cloud standpoint. |user? terms and conditions.
All DCs are in Mumbai. However, as per AWS's own
Resiliency Paper, the Asia Pacific (Mumbai) Region AZs
38.31. The Primary and Secondary are situated in an area with a moderate seismic risk
Data Centres (Cloud) shall be with a 250-year return period of soil-adjusted damaging
) : physically located in India. The earthquake ground motions per the property insurer FM
222 72 C{n;ﬁxure % = Soopenf|38.Cland: proposed Datacenter for DR should be |Global (equating to SDS=0.55g and SD1=0.25g) or Bidder to comply with RFP terms and conditions.
! in different seismic zones. The data |Seismic Zone |l per Indian Standard 1893 (2002). AWS’s
should not be transferred out side of |datacenters within these AZs meet or exceed local
country’s boundary by any means. building codes with incorporation of an importance
factor in their design to further protect their
infrastructure.
Please elaborate mare on the CASB security controls
223 7 Annexure 8 - Scope of |38.Cloud: 2:';3&“;:&5'_? s(gctzl:: AE(C’::?O‘S - and will Canara Bank have/provide the CASB solution & Bidder t v with RFP t p dith
Work ¥ Y . enforce security controls with respect to usage of Zoho lader to comply wi s, S EEREEORS.
to be enforced from cloud standpoint. . .
Saa$ in Canara Bank solution?
38.36. The Bidder’s/Bidder’s CSP shall
ensure that services offered under
Saas provide tools / capability for . .
Annexure 8 - Scope of |38.Cloud: ; . The data at rest and data in transit are encrypted. At . . "
224 72 Work encrypt.mn of data-at .rest, da_ta in present we, do not support the end-to-end encryption. Bidder to comply with RFP terms and conditions.
processing/use, data-in-transit and
field level encryptions. CSP to support
end-to-end encryption.
38.36. The Bidder’s/Bidder’s CSP shall
ensure that services offered under
- Saa$S provide tools / capability for We offer encryption for data at rest and in-transit.
225 | 72 c"r::ixure B - Seope:at |36, Cloud: encryption of data-at-rest, data-in- Encryption while processing may not be available as Bidder to comply with RFP terms and conditions.
processing/use, data-in-transit and decrypted data may be required for processing.
field level encryptions. CSP to support
end-to-end encryption.
Arivesiire B - Sehrs of 138 Cloud: 38.43. The CSP should be able to Is location based endpoint access also a part of this?
226 73 Work e ' : provide geographic or IP based This will require licensing at the user side for Identity |Bidder to comply with RFP terms and conditions.
restrictions. and Access Management (IAM)
The current RFP is for implementation of CRM solution,
A - of |38.Cloud: 38.48. Th lication should be |which is not a t lication for i .
227 73 nnexure 8 - Scope of (3 u e CRM application should be [« payments application for it to be Bidder to comply with RFP terms and conditions.

Work

OWASP & PA-DSS complaint.

required to comply with PA-DSS. We request the Bank

to clarify this ask?
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38.49. CSP should provide secure

Need more clarity for responding to this ask. What

RFP clause is self explanatory. Bidder to comply

Annexure 8 - Scope of |38.Cloud: ) e i repository is the Bank looking at? with RFP terms and conditions.
228 3 Work ;etsosuory of shaaigaal cprificaee We request the Bank to give examples of digital
’ certificates that you have mentioned here.
229 73 Annexure 8 - Scope of |38.Cloud: 38.48. The CRM application should be |Please let know if the Card transaction or authorization Yes
Work OWASP & PA-DSS complaint. details is expected to be stored in the CRM?
. 38.43. The CSP should be able to . )
230 73 Annexure 8 - Scope of |38.Cloud: provide geographic or IP based Pliass elaborate o RI-TP clause is self explangtgry. Bidder to comply
Work i with RFP terms and conditions.
restrictions.
We can provide SO 27001, 27017, 27018, SOC 1,2,3, PCl
39. The cloud DSS, SOC 1, SOC 2, SOC 3, NIST SP 800-171, CSA Star,
service to be C5 (ISAE 3000), APEC Certification for Processors and
availed by the Controllers.
rinsure U Soope'of bidder for Bank 39.1. 150 27001, IS0 22301 We are not I1SO 22301 e.md 1SO 27701 compliant. _ . ‘ -
231 74 shall have the — Salesforce has Data Privacy controls and protection Bidder to comply with RFP terms and conditions.
Wark . certification. . i ;
following mechanisms to protect customer data in line with
certifications, in leading privacy law requirements. Details can be
addition to MEITY availed on
accreditation. https: //www.salesforce.com/in/company/privacy/
Request the Bank to relax this clause
We can provide I1SO 27001, 27017, 27018, SOC 1,2,3, PCI
39. The cloud DSS, SOC 1, SOC 2, SOC 3, NIST SP 800-171, CSA Star,
service to be C5 (ISAE 3000), APEC Certification for Processors and
availed by the Controllers.
Annesure 8 = Scopeof bidder for Bank 39.4. 1SO/IEC 27701 PIM (Privacy We are not I1SO 22301 gnd 1SO 27701 compliant. ‘ . .
232 74 shall have the : e Salesforce has Data Privacy controls and protection Bidder to refer Corrigendum-2.
Work ) Information Management) certified. ) o s
following mechanisms to protect customer data in line with
certifications, in leading privacy law requirements. Details can be
addition to MEITY availed on
accreditation. https://www.salesforce.com/in/company/privacy/
Request the Bank to relax this clause
40.1. Encryption keys which are used
for encryption in cloud should support . i
233 74 Annexure 8 - Scope of [40.Key BYOK (Bring Your Own Keys) and use Please elaborate on what KMS system the bank uses to [RFP clause is self explanatory. Bidder to comply

Work

management:

along with KMS (Key management
Service).

commit on this

with RFP terms and conditions.

Sngalin
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Annexure 8 - Scope

46, Data/ cloud

46.5. All the security controls on the
solution/services/application
deployed on Cloud must be the
responsibility of the CSP/TSP which
includes below but not limited to.

DLP is a technology that intersects at various level. For
this RFP, is expectation to provide endpoint DLP as

o2 L of Work Security DLP (Data Leak/Loss Prevention) well to block intentional data leak through users from fader to comply with REF terms and conditions.
The DLP should be able to understand |endpoint?
the Data Classification and monitor
accordingly (e.g Pll and PCl Data)
::[L?t‘i:;l/’EZreV?ce:;Jl:ty :;;Eg: ontne Does RFP also requests another set up of SOC tools and
235 75 Annexure 8 - Scope  |46. Data/ cloud deciniind sk Clad r?ﬁnst . services just for CRM cloud environment? Please Dashboard access must be given to bank for
of Work Security o ; elaborate on security solutions that are expected as monitoring.
responsibility of the LP/T5P which art of this project and just limited to etc
includes below but not limited to. P P ) '
43.1. The SAAS Solution provided
shall be portable as well as
236 75 Annexure 8 - Scope  [43. Termination |interoperable to any other CSP (data |Please elaborate on what KMS system the bank uses to |RFP clause is self explanatory. Bidder to comply
of Work rights and process: |expart options needs to be commit on this with RFP terms and conditions.
considered in case bank require
migration to another platform)
43.1. The SAAS Solution provided
shall be portable as well as
Annexure 8 - Scope  [43. Termination |interoperable to any other CSP (data - ” . | P
q SAAS .
237 5 of Work rights and process: |export options needs to be As the proposed solution is 100% Solution Bidder to comply with RFP terms and conditions.
considered in case bank require
migration to another platform)
43.1. The SAAS Solution provided A complete Saas solution is provided by SaaS vendor on
shall be portable as well as its own cloud infrastructure and cannot be ported on
- ks inati int: her CSP hi P's cloud Infra, ho ract
238 75 Annexure 8 - Scope  [43. Termination |interoperable to any other (data [any other CSP's clou , however you can extrac Bidder to comply with RFP terms afid congitions.

of Work

rights and process:

export options needs to be
considered in case bank require
migration to another platform)

the data from solution and upload and map to a new
solutions, therefore request you to waive this clause

for SaaS OEM

Page 67 of 145



Renliec to Prabid Oueries for GEM/2023/B/2283751 dated 29/02/2023 for Selection of vendor for end to end implementation of comprehensive Customer Relationship Management (CRM) solution for 5 vears

Annexure 8 - Scope

47. Onsite/Offsite

47.1. The selected bidder should
provide four (4) dedicated onsite
resources and two (2) dedicated
offsite resources (B.E./B. Tech in
IT/communication/MCA and should
have OEM Certification for the
proposed solution with minimum 2

Could the confirm the below working calendar for the
Onsite Resources during Warranty and AMC peried.
Onsite Resources/Offshare Resources will work based
on Canara Bank IT Working Calendar and office

RFP clause is self explanatory. Bidder to comply

2% 76 of Work Resources years' experience) 24x7 during Timings(8X5) and available on Call for remaining period |with RFP terms and conditions.
contract period post go-live. of time to handle only P1/Critical Issues.
However, charges for onsite resources |As 24X7 would require 3 shifts of resources each shift
will be paid from the date of having 2 to 3 resources or so , increasing cost
acceptance of the solution of the
Bank. The cost agreed upon for the
resource will be frozen during the
contract period.
As the bidder will be providing resources to the Bank .
Could the Bank
confirm will be responsible for Day to Day activities
N - like below.
475 iy GetamEation Tequiing - Bank will be responsible for L1 support. i.e. Ticket
etfortsion a-20'mmn daysshock be Creation and prioritization of work and assignment to
240 76 Annexure 8 - Scope  |47. Onsite/Offsite [done by onsite resources and.Bank Bldder REAGUIEES, Blzdder to. comply with.RFP terms and conditions.
of Work Resources will not_ pay separately for tl-!|s - Bank will be responsible for assigning work and Bidder will be responsible as per RFP terms.
customization. No ATS/AMC is . - ]
Ak tickets to assigned resources based on capacity and
payable on such customizations. T
availability .
- Resources will be available for fixed Capacity
- Bidders resources will be help in L2
- Bank will be managing the resources.
47.1. The selected bidder should
provide four (4) dedicated onsite
resources and two (2) dedicated
offsite resources (B.E./B. Tech in
IT/communication/MCA and should
have OEM Certification for the
: .. |proposed solution with minimum 2 Are these 4 + 2 resoures should be made available ; "
4 76 Annexure 8 - Scope  (47. Onsite/Offsite years’ experience) 24x7 during around the clock, which means night shifts and holiday REP clatie 1 selr explanatory. Bidder to camply

of Work

Resources

contract period post go-live.
However, charges for onsite resources
will be paid from the date of
acceptance of the solution of the
Bank. The cost agreed upon for the
resource will be frozen during the
contract period.

shifts ?

with RFP terms and conditions.
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Annexure 8 - Scope

47. Onsite/Offsite

47.1. The selected bidder should
provide four (4) dedicated onsite
resources and two (2) dedicated
offsite resources (B.E./B. Tech in
IT/communication/MCA and should
have OEM Certification for the
proposed solution with minimum 2

Are you expecting these 4 On Site and 2 Offshore
resource to provide Level 2 and Level 3 Production

RFP clause is self explanatory. Bidder to comply

A 76 of Work Resources s expen.ence) ot c‘iurmg support? with RFP terms and conditions.
contract period post go-live. . : :
i Do you have any SLA's defined for this team?
However, charges for onsite resources
will be paid from the date of
acceptance of the solution of the
Bank. The cost agreed upon for the
resource will be frozen during the
contract period.
47.5. Any customization requiring
efforts up to 20 man days should be
243 77 Annexure 8 - Scope  |47. Onsite/Offsite dc?ne by onsite resources and.Bank ks there s cap i totality el ? Biidder o comty wikiy REP erms:and canditions:
of Work Resources will not pay separately for this
customization. No ATS/AMC is
payable on such customizations.
47.8. The billing of onsite support
will be commenced after successful
: .. |project sign-off/acceptance. From which stage of the project implementation, the 1 =
244 77 pomexine §- Scape; 45, Drice/ Offivite However, selected bidder has to support onsite resources are expected to join? And how pr chuie Is seif exp{ana_t?ry. Bigter to comply
of Work Resources " with RFP terms and conditions.
ensure that onsite resource should be |many ?
part of the project implementation
team.
47.10. Response Time and Meantime |MTTR / response time is driven by the support model
245 77 Annexure 8 - Scope  |47. Onsite/Offsite |to Restore [MTTR] with assistance from the product support team when RFP clause is self explanatory. Bidder to comply
of Work Resources 47.10.1. Response Time shall be 2 needed. Is this alignment part of the future support with RFP terms and conditions.
hours and MTTR shall be 4 hours. plan?
Compliance - Description - Marks
A - Already Available FULLY in the
product - 2
B - Not Available but can be Generally SAAS CRM procucts provides framework to
provided. Should be included in the  |implement business processes as per bank’s
Annexure 9 - ; : : 5 g A
Kincsionnl And version of the product being supplied |requirement. Which requires some level of RFP clause is self explanatory. Bidder t "
246 79 N before implementation. (Free of configuration to be done on Bank's CRM instance. It . P s i e
Technical 3 ; with RFP terms and conditions.
: charge) - 1.5 requires efforts and cost. In these cases we think
Requirements

C - Functionality requires
customization of the product - 1

D - Not Feasible in the product due to
architecture or structural limitations -
0

Option B is more appropriate to use. Please confirm
our understanding
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1. Consolidated single customer 360

Annexure 9 - screen with all the data about the : e G ;
3 The in-house application details is needed to size our 2 E
Functional and A. Customer 360 |[customer from across the platforms . Currently, Bank is having 50+ source systems.
247 79 ; : 3 efforts and commercials. In order to get that, can the ; A %
Technical View such as CBS, Other Allied Systems, NDA be slehed srior to Bid submission? Bidder to comply with RFP terms and conditions.
Requirements MIS/ Data Warehouse, IVR, email, SMS g P i
gateway etc.
1. Consolidated single custemer 360
2 ith
Annex_ure 9 screen vth:all the data abaut the Which CBS currently the Bank is using? Does all the Currently, Bank is using Flexcube. Bidder to
Functional and A. Customer 360 |customer from across the platforms : ; : ; sica .
248 79 . : ; data resides in Data Warehouse? What are other Allied |comply with RFP terms and conditions. Details
Technical View such as CBS, Other Allied Systems, Ssterns? it b shiarad with the selected Bidaer
Requirements MIS/ Data Warehouse, IVR, email, SMS s ) :
gateway etc.
1. Consolidated single customer 360
Annexure 9 - screen with all the data about the Which all data points would you like MoEngage to get
245 79 Functional and A. Customer 360 |customer from across the platforms  |data from? i.e. CRM, Datalake etc. Please identify all  |RFP clause is self explanatory. Bidder to comply
Technical View such as CBS, Other Allied Systems, the tools and list down the kind of data you would like |with RFP terms and conditions.
Requirements MIS/ Data Warehouse, IVR, email, SMS |us to get from these tools.
gateway etc.
1. Consolidated single customer 360
Annexure 9 - screen with all the data about the
Functional and A. Customer 360 |customer from across the platforms Bidder to comply with RFP terms and conditions.
250 » Technical View such as CBS, Other Allied Systems, Total Contactable Dutabese Details will be shared with the selected bidder.
Requirements MIS/ Data Warehouse, IVR, email, SMS
gateway etc.
1. Consolidated single customer 360
Annexure 9 - screen with all the data about the
251 79 Functional and A. Customer 360 |customer from across the platforms  |Is it fair to assume REST API access is supported in CBS, |Yes. Bidder to comply with RFP terms and
Technical View such as CBS, Other Allied Systems, “allied systems” etc outlined here? conditions.
Requirements MIS/ Data Warehouse, IVR, email, SMS
gateway etc.
1. Consolidated single customer 360 |Which functionalities/processes in CBS & allied systems Al apolicaiions reaiired for FalEntaticn of
Annexure 9 - screen with all the data about the need to be integrated in CRM? pp eq_ P
2 e § proposed CRM solution as per RFP should be
252 79 Functional and A. Customer 360 |customer from across the platforms  |Is it fair for the vendor to share best practices and integrated. Bidder to comply with RFP terms and
Technical View such as CBS, Other Allied Systems, assume a 1-way or bidirectional interfaces with each of ¢ ' Pl &

Requirements

MIS/ Data Warehouse, IVR, email, SMS
gateway etc.

these systems , or do you have a defined vision that
vendors need to align to ?

conditions.
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1. Consolidated single customer 360
Annexure 9 - screen with all the data about the Who are the personas using the CRM system and which
Functienal and A. Customer 360 |customer from across the platforms channels will be used - will CRM be a common system  [Bidder to comply with RFP terms and conditions.
Technical View such as CBS, Other Allied Systems, across bank premises, contact center, secial media Details will be shared with the selected bidder.

Regquirements MIS/ Data Warehouse, IVR, email, SMS |team etc?
gateway etc.

253 79

2. Detailed View of customer’s
information like
» Profile (name, demography,
address, KYC details etc.)
« Account’s both joint and individuals.
« Deposits, Loans etc.,
« Third Party Products (tax payment
status, Insurance, Mutual Fund,
Annexure 9 -
Functional and A. Customer 360 DEMAT etc.),
254 79 : 4 « Cards details like how many cards,
Technical View ; ; )
s debit/credit, closure/ renewal, Pin
Requirements A i
change options, willingness of new
card etc.
» Channel Services (Net Banking,
Mobile Banking, etc.).
» CMR solution should also have the
ability to identify the customers and
their relationship with other
customers in a single click.

what is / are the data sources for these objects? RFP clause is self explanatory. Bidder to comply
Any security requirements for these? with RFP terms and conditions.
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2. Detailed View of customer’s
information like
« Profile (name, demagraphy,
address, KYC details etc.)
« Account’s both joint and individuals.
« Deposits, Loans etc.,
« Third Party Products (tax payment
status, Insurance, Mutual Fund,
Annex.ure 9- DEMAT etc.),
255 79 Funcu‘onal ang Af Cstome. 200 W, Cards details like how many cards,
Technical View : : :
: debit/credit, closure/ renewal, Pin
Requirements " iors
change options, willingness of new
card etc.
» Channel Services (Net Banking,
Mobile Banking, etc.).
« CMR solution should also have the
ability to identify the customers and
their relationship with other
customers in a single click.

Kindly provide details of the third party platforms RFP clause is self explanatory. Bidder to comply
referred here. with RFP terms and conditions.

2. Detailed View of customer’s
information like
« Profile (name, demography,
address, KYC details etc.)
« Account’s both joint and individuals.
« Deposits, Loans etc.,
« Third Party Products (tax payment
status, Insurance, Mutual Fund,
Annexure 9 - DEMAT eec.) e

8 « Cards details like how many cards,
Functional and A. Customer 360 X . X
256 79 . i debit/credit, closure/ renewal, Pin

Technical View : pi

: change options, willingness of new

Requirements
card etc.

= Channel Services (Net Banking,
Mobile Banking, etc.).
+ CMR solution should also have the
ability to identify the customers and
their relationship with other
customers in a single click.

May we request clarification on whether the vendor
needs to integrate with any third-party systems to
capture the required data? If so, could you please
provide information on the third-party systems that
need to be taken into consideration for integrations in
this situation?

All applications required for implentation of
proposed CRM solution as per RFP should be
integrated. Bidder to comply with RFP terms and
conditions.
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258

79

Annexure 9 -
Functional and
Technical
Requirements

A. Customer 360
View

2. Detailed View of customer’s
information like

« Profile (name, demography, address,
KYC details etc.)

« Account’s both joint and individuals.
« Deposits, Loans etc.,

« Third Party Products (tax payment
status, Insurance, Mutual Fund,
DEMAT etc.),

- Cards details like how many cards,
debit/credit, closure/ renewal, Pin
change options, willingness of new
card etc.

« Channel Services (Net Banking,
Mobile Banking, etc.).

« CMR solution should also have the
ability to identify the customers and
their relationship with other
customers in a single click.

1. Which system is used as signle source of truth for
Customer profile data? Are the API's available on Bank's
ESB?

2. How many and which systems has account data for
Deposits, Loans etc?

3. Which system has Third Party products data? Are all
third party data available in one single system or
multiple? Please provide list of systems which holds
Third Party Products data

4. Is bank maintening Cards data in the same systems
for Deposite, Loans? If not please provide system details
5. What mean by CMR solution? Please explain

Bidder to comply with RFP terms and conditions.
Details will be shared with the selected bidder.

259

79

Annexure 9 -
Functional and
Technical
Requirements

A. Customer 360
View

2. Detailed View of customer’s
information like

« Profile (name, demography, address,
KYC details etc.)

« Account’s both joint and individuals.
« Deposits, Loans etc.,

« Third Party Products (tax payment
status, Insurance, Mutual Fund,
DEMAT etc.),

« Cards details like how many cards,
debit/credit, closure/ renewal, Pin
change options, willingness of new
card etc.

« Channel Services (Net Banking,
Mobile Banking, etc.).

« CMR solution should also have the
ability to identify the customers and
their relationship with other
customers in a single click.

List the number of system that needs to be integrated
for Customer 3607

Currently, Bank is having 50+ source systems.
Bidder to comply with RFP terms and conditions.
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4. Display list of complaints and

1. Which system is currently used by Bank for

Annesre:3 '+ service requests with status. It should |"complaints and service requests”
Functional and A. Customer 360 q i P P q. Ll . Bidder to comply with RFP terms and conditions.
260 79 < . have details of all pending and 2. Is bank going to decommission "Complaints and : ; A ;
Technical View . : 5 Details will be shared with the selected bidder.
. resolved Service Requests & Service requests” system and use proposed CRM
Requirements ; : e
Complaints via any channel. application?
4. Display list of complaints and
Afnexfe - service requests with status. It should |Does the bank have any existing tool or mechanism for
Functional and A. Customer 360 q £ . : y g Bidder to comply with RFP terms and conditions.
261 79 . : have details of all pending and complaints and service? What all channels are used to e ) :
Technical View i - Details will be shared with the selected bidder.
. resolved Service Requests & get customers complaints
Requirements X )
Complaints via any channel.
. Di i in .
Annexure 9 - 4 Q]Splay listof c.o P RES Please provide the channels from were the service
Functional and A. Customer 360 service requests with status. It shauld requests flow from
. h tai u ing and : i i itions.
262 79 Technical View ave details gf all pending an The cost of the Tools/ Systems/ APls/ Connector will be Bidder to comply with RFP terms and conditions
; resolved Service Requests &
Requirements ) . borne by Canara Bank.
Complaints via any channel.
Annexure 9 - ) .
« € h , .
Functional and A. Customer 360 > Capghility t,o Sl down t, e Is there any difference in the details shown both RFP clause is self explanatory. Bidder to comply
263 79 X . customer details from 360 View to : - ; s
Technical View . . views(360 and details screens) with RFP terms and conditions.
p detailed view screens.
Requirements
7. Option to create any number of
Annexure 9 - 3 X
FisricHoialand A Customer 360 new custom fields in Customer 360
264 79 Technical V1:ew main screen and sub screen with Field limit is present. Validation logic not possible. Bidder to comply with RFP terms and conditions.
Reaiilatnaits provision to add custom validation
9 logic by the administrators
8. Capability to configure Cross
Annexure 9 - Sell/Upsell option in Customer 360
Functional and A. Customer 360 |screen based on logic set by Bank to Bidder to comply with RFP terms and conditions.
263 " Technical View show as Alert or Pop UP or for push Heed mare:cantext Details will be shared with the selected bidder.
Requirements notification /Campaign Activity/ KYC
pending etc.
8. Capability to configure Cross
Annexure 9 - Sell/Upsell option in Customer 360
266 79 Functional and A. Customer 360 [screen based on logic set by Bank to  [Does bank use any tool/DW today to recommend the Bidder to comply with RFP terms and conditions.
Technical View show as Alert or Pop UP or for push NBO for a customer? Details will be shared with the selected bidder.
Requirements notification /Campaign Activity/ KYC
pending etc.
8. Capability to configure Cross
- S Il option in C 3
?E:ce:il;:;lgand A. Customer 360 sfrue/t;p;(aesezp;:\o?o'?c sl:_'Stt T)m;;nzom How the Bank i coming up with:Cross sell. / upsell
267 79 ; : 8 4 offers currently? are these rule based on Al/ML model |Both rule based and Al/ML model are required
Technical View show as Alert or Pop UP or for push >
Requirements notification /Campaign Activity/ KYC )

pending etc.
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9. Search Option/Filter options from

Aty 9 the Suscoiper Batabase using any of Is there any existing service in place to perform the
268 79 Functlpnal and Af Gzt the custorr?e.r Sttt (ddvanced search in CRM from the customer database?Do you have |Bidder to comply with RFP terms and conditions.
Technical View Find) & ability to export the result set D L
Requirements to different formats like excel, pdf ¥ rep Y P ’
etc.
10. Capability to show Is it safe to assume that the digital apps/websites the
Annexure 9 - - - d ; :
Fiunctional and A ‘Customer 350 lert/notification as Pop Up on customer is accessing, will provide necessary
269 79 rachiical v;ew Customer 360 screen for each information inorder to generate the Yes, through API calls
; contact/customer (in 360 View) For alerts/notifications? if yes, in which format it will be
Requirements S ;
any digital journey drop off. available?
Annexure - SSRGS 85 o i
Functional and A. Customer 360 i . Bidder to comply with RFP terms and conditions.
270 79 Technical View Customer 360 screen for each More details please Details witl be shared with the selected: bidd
) contact/customer (in 360 View) For e seecied Dmder
Requirements S
any digital journey drop off.
Annexure 9 -
. 12. Capability to generate Customer . . .
271 79 _T_ggﬁ:i:?l el ﬁgeiustomer o Profitability Index for each Customer |CPI logic? gl::?lr toAlclobn;plr{ w;:lhviif\ Eﬁrrr;s la nd ?2‘_‘;20”5'
; in Customer Database. swi S CSCIECRIO R
Requirements
¥
—— What are the parameters used by the Bank for
: 12. ili i itability Index? Is i . .
Functional and A. Customer 360 ;apa.tfmty b b it calcplatmg e P.roﬁta ik . €0 f5. 10 ate to msnine Bidder to comply with RFP terms and conditions.
272 79 Technical View Profitability Index for each Customer |that the calculations happens in other system and the Details will be shared with the selected bidd
: in Customer Database. CRM should be able to fetch and display? Please e 1daer.
Requirements
elaborate?
Annexure 9 - 12. Capability to generate Customer
Functional and A. Customer 360 i p. . ytog Please provide procedure/rules/formula for generating (Bidder to comply with RFP terms and conditions.
273 79 3 ) Profitability Index for each Customer |, g . - X )
Technical View : Customer Profitability Index Details will be shared with the selected bidder.
- in Customer Database.
Requirements
Anrmmre 3:- 12. Capability to generate Customer
Functional and A. Customer 360 g p. . ytog Which IVR Blast service tool is currently being used by |Bidder to comply with RFP terms and conditions.
274 79 Technical View Profitability Index for each Customer Bank? Distails witl:be shared with the selacted Bidd
‘ in Customer Database: ? s wi shared wi e selected bidder.
Requirements
Arirmake 9~ 12. Capability to generate Customer |Does Bank use any Al/ML model today or does the
Functional and A. Customer 360 L p‘ 5 sl oy v B3 Bidder to comply with RFP terms and conditions.
275 79 ; . Profitability Index for each Customer |proposed solution should have the capability to do that Gy . .
Technical View ) ! . - 3 Details will be shared with the selected bidder.
. in Customer Database. to achieve the mentioned functionality?
Requirements
ANBEXNE 9 - 12. Capability to generate Customer
Functional and A. Customer 360 - P i ytog Please provide data requirement & logic for the Bidder to comply with RFP terms and conditions.
276 9 . . Profitability Index for each Customer . = ; ; .
Technical View . calculation? Details will be shared with the selected bidder.
: in Customer Database.
Requirements
Annexure 9 -
Functional and A. Customer 360 |13. Capability to integrate Interactive o " Bidder to comply with RFP terms and conditions.
By 7 Technical View voice response blast services. whisre s this storedt Details will be shared with the selected bidder.

Requirements
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Annexure 9 -
278 79 Funcnpnal and A: Customer 360 13: Capability to mtegra.te Interactive Requiest Bank to elaborate on this requirement? Bank e?:pects the proposed solution to integrate
Technical View voice response blast services. IVRS with CRM
Requirements L
Annexure 9 -
. ! s it fai
Functional and A. Customer 360 |13. Capability to integrate Interactive What is the curre_nt EThbsing usgd %k bank.. s I.t B Bidder to comply with RFP terms and conditions.
279 79 J ; . ) assume that CTI infrastructure will be same going S : :
Technical View voice response blast services. Yorward? Details will be shared with the selected bidder.
Requirements ’
Annexure 9 -
280 - Functional and A. Customer 360 |13. Capability to integrate Interactive Waid done conbext Bidder to comply with RFP terms and conditions.
Technical View voice respanse blast services. Details will be shared with the selected bidder.
Requirements
Annexure 9 - Dt e Cerges Shell e S AN N,
Functional and A. Customer 360 |13. Capability to integrate Interactive ¥s .ys.. : : .
281 79 . . s ; system the IVR will integrate with CRM for anything IVR Genesis
Technical View voice response blast services.
: that needs CRM data and any IVR changes may not be
Requirements : -
included in scope?
: f o I
ponire - e R Ry T
Functional and A. Customer 360 |[13. Capability to integrate Interactive 4 i . . . RFP clause is self explanatory. Bidder to comply
282 79 . . . 4 perspective)? For e.g. the specific attribute is coming . o
Technical View voice response blast services. ; with RFP terms and conditions.
Requirements from CBS and CRM will not allow any updates to the
4 attribute through CRM itself.
Annexure 9 -
283 79 Functional and A. Customer 360 |13. Capability to integrate Interactive |How many business processes are supported/to be Bidder to comply with RFP terms and conditions.
Technical View voice response blast services. integrated with IVR? Details will be shared with the selected bidder.
Requirements
Annexure 9 -
284 79 Functional and A. Customer 360 |13. Capability to integrate Interactive|Will it be real time integration? Bidder to comply with RFP terms and conditions.
Technical View voice response blast services. What kind of data need to be captured? Details will be shared with the selected bidder.
Requirements
14. Bank should be able to use the
Meta data to inform engagement
strategies, customer journey steps,
Annexure 9 - communications etc. A Customer 360
Functional and A. Customer 360 |view should enable organization to RFP clause is self explanatory. Bidder to comply
283 2 Technical View derive value, achieve sustainable Hed imara Contéxt with RFP terms and conditions.

Requirements

competitive advantage, and maximize
new customer acquisition
opportunities whether in-store or
online.

e
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14. Bank should be able to use the
Meta data to inform engagement
strategies, customer journey steps,

Annexure 9 - communications etc. A Customer 360
286 79 Functlgnal and Ai Customer 360 view should enab!e orgamz‘ahon to More details please REP clause is self explana.t(.)ry. Bidder to comply
Technical View derive value, achieve sustainable with RFP terms and conditions.
Requirements competitive advantage, and maximize
new customer acquisition
opportunities whether in-store or
online.
14. Bank should be able to use the
Meta data to inform engagement
strategies, customer journey steps,
Annex'ure 2= cgmmumcatlons o A Cgstomer 60 We understand that the Customer Lifetime Value on
Functional and A. Customer 360 |view should enable organization to ) . . . ; sy
287 79 ) 5 X x ; customer 360 will suffice the requirement. Bidder to comply with RFP terms and conditions.
Technical View derive value, achieve sustainable A
. . .. |Please confirm
Requirements competitive advantage, and maximize
new customer acquisition
opportunities whether in-store or
online.
: . . ) . /
Annex‘ure 2 19, Tiie biader sheld provide vidass We understand that bank already has a chatbot to
Functional and A. Customer 360 [documents/ tech support/ chat-bot ; 3
288 79 . - . support the asked requirement. If required, the Yes
Technical View among others to guide the customers ronased CRM WL loverage the sane by intesratin
Requirements to use & interact with CRM. PR 8 Y g 8.
Annexure 9 - 15. The bidder should provide videos/ ; . .
Functional and A. Customer 360 [documents/ tech support/ chat-bot . The Bidder should rptegrate the Bank's chatbot to
289 79 A i . virtual or agent based chatbot? proposed CRM solution
Technical View among others to guide the customers
Requirements to use & interact with CRM.
- 15. i ide vi / ; - ; .
Annegure 1 3. The bidder:should provide videos Could you kindly clarify the specific expectations from |The bidder should integrate the Bank’s chatbot to
Functional and A. Customer 360 [documents/ tech support/ chat-bot . . L ) - ,
290 79 ; ; 2 the bidder in this situation? Additionally, does the bank |proposed CRM solution
Technical View among others to guide the customers require a chatbot solution from the bidder?
Requirements to use & interact with CRM. €q :
Annexure 9 - 15. The bidder should provide videos/
291 79 Funct1_onal and Af CuStonter 350 |dapanents! vech SL{ppon/ wc Customer means User of CRM ? Or Bank's customer? Both users and customers/ consumers
Technical View among others to guide the customers
Requirements to use & interact with CRM.
Annexure 9 - 16. Improve the quality of data that
292 79 Functlgnal and A: Customer 360 . feeds.dat.a _ar\al_ytlcs and 'machme More details please RI'T’P clause is self explanaltgry. Bidder to comply / s
Technical View learning initiatives, making with RFP terms and conditions.

Requirements

downstream decisions more precise.
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Annexure 9 - 16. Improve the quality of data that
293 79 Functlgnal and A: Customer 360 feeds.dat.a .arlal.ytlcs and .machme Nieell fiore totit RfP clause is self explana.tf)ry. Bidder to comply
Technical View learning initiatives, making with RFP terms and conditions.
Requirements downstream decisions more precise.
Annexure 9 - 16. Improve the quality of data that . .
; h .
Functional and A. Customer 360 [feeds data analytics and machine o you ave anyl MBI BI syst:?m in place Wh‘.Ch ik Bidder to comply with RFP terms and conditions.
294 79 . z T e . be integrated with CRM?Is it possible to get details on = ; .
Technical View learning initiatives, making = Details will be shared with the selected bidder.
. o : the existing system.
Requirements downstream decisions more precise.
Is it fair to assume that existing feedback management
17. Feedback management should be |system can trigger the feedback request and capture
ARRERUIS -~ integrated with the bank’s existin the feedback response? If so is it fair to assume the
Functional and A. Customer 360 s g .. ponse: Bidder to comply with RFP terms and conditions.
295 79 ) . systems on branch- existing feedback management systems exposes . ; : ;
Technical View - . ; A : . . Details will be shared with the selected bidder.
S level/administrative level to improve |services/API for realtime and batch integration that can
q customer experience. be leveraged and all the feedback related services are
taken care by existing systems
Are bank existing systems enable feedback orhestration
(e.g. deliver feedback ) ?
17. ‘Feeiback mansgament shoild be |§ CRM envisioned to provide capab|}1ty to initiate and
Annexure 9 - ; ; b e view feedback and not orchestrate it (e.g. ask for
) integrated with the bank’s existing ) . Bank expects that Feedback Management system
Functional and A. Customer 360 feedback through an email, and generate a link for ) . \
296 79 : 3 systems on branch- should be integrated with Bank's system/channel
Technical View o . . feedback)? A ;
Requirements level/administrative level to improve at branch/administrative level
ustomer experience: Do you want the CRM system to enable an external
facing feedback collection page (if web is indeed a
channel for feedback gathering)
Annexure 9 - 17' Feedback rnanageme,nt sh_ou_ld be This will be an additional step as part of customer
3 integrated with the bank’s existing L : ¥ e : ) -
Functional and A. Customer 360 interaction process. However is there any explicit Bidder to comply with RFP terms and conditions.
297 79 . : systems on branch- . ; p z A
Technical View o3 . : requirements around feedback management then Details will be shared with the selected bidder.
. level/administrative level to improve ;
Requirements - please explain.
customer experience.
Fo— 17. Feedback management should be
. . bank’s existi What i o
Functional and A. Customer 360 integrated with the bank's exsting HaListhe prqcess erontaining feadback tromithe Bidder to comply with RFP terms and conditions.
298 79 . . systems on branch- customer, email/sms/others. If feedback for all stages I ; ,
Technical View . . p : 2 Details will be shared with the selected bidder.
: level/administrative level to improve |or only once the journey is complete
Requirements :
customer experience.
Annexure 9 - 1‘1n71-e izfgza‘s:;? ta::iea:];:tei:;k::‘d be Does Bank already have Feedback Management solution?
Functional and A. Customer 360 8 g Which solution Bank uses? Or is it expected the Bidder |The proposed solution must have Feedback
299 79 : . systems on branch- : .
Technical View to provide feedback management as part of the Management solution

Requirements

level/administrative level to improve
customer experience.

solution?
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17. Feedback management should be

Annexure 9 -
integrat ith th k’ isti Could kindl ide clarificati hich existi
ol apd A. Customer 360 integrated with the bank’s existing ould you kindly provide clari 1§a ion on.w ic ‘ex1s ing Bidder tucompiy velth REP Serms:and contiifions:
300 79 3 ) systems on branch- bank systems need to be taken into consideration for Lo ) X
Technical View e . . ; . Details will be shared with the selected bidder.
: level/administrative level to improve |integration related to feedback management?
Requirements 2
customer experience.
iR esiine s 17. Feedback management should be
: ; e i Whi KM ; ;
Functional and A. Customer 360 integratixl with the balcs existing hich Feedack Management ool s being wsed by Bidder to comply with RFP terms and conditions.
301 79 . A systems on branch- bank? Is the same tool used to record feedback for : : : .
Technical View o 2 . . Details will be shared with the selected bidder.
: level/administrative level to improve |customer service?
Requirements 0
customer experience.
18. The bidder should be able to
provide the 360-degree customer
feedback mechanism to the customer
- i . Th e . -
Annex.ure : at the vanoy : leveis. e system Is it fair to assume that solution need s to integrate
302 79 Functional and A. Customer 360 |should provide multiple channel to with the QR code system and SMS & Email gatewa Yes
Technical View receive the feedback from the ST ¥ g y
Requirements customer such as QR code, tickets, 4 :
SMS, emails, telephone etc. The
system should also be customized as
per the requirement of the bank.
18. The bidder should be able to
provide the 360-degree customer
feedback mechanism to the customer
Annexure 9 - at the various levels. The system Should social media platforms also be taken into
303 79 Functional and A. Customer 360 |[should provide multiple channel to consideration for integrations in this situation? If so, Bidder to comply with RFP terms and conditions.
Technical View receive the feedback from the which are the specific social media platforms that need |Details will be shared with the selected bidder.
Requirements customer such as QR code, tickets, to be considered for this project?
SMS, emails, telephone etc. The
system should also be customized as
per the requirement of the bank.
18. The bidder should be able to
provide the 360-degree customer
feedback mechanism to the customer
Annexure 9 - at the various levels. The system
304 79 Functional and A. Customer 360 |[should provide multiple channel to wiiere s Bileodk exposed? Bidder to comply with RFP terms and conditions.
Technical View receive the feedback from the s ’ Details will be shared with the selected bidder.

Requirements

customer such as QR code, tickets,
SMS, emails, telephone etc. The
system should also be customized as
per the requirement of the bank.
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18. The bidder should be able to
provide the 360-degree customer
feedback mechanism to the customer

As per our understanding, Bank will provide the link for
catputing feedback from QR code, email, SMS, the
proposed new CRM will leverage the same by

Prneime g « at the various levels. The system integrating to fetch and capture the response in the
Functional and A. Customer 360 [should provide multiple channel to g p - ; P . ¥ Bidder to comply with RFP terms and conditions.
305 79 % : . application. CRM will expose the API's to the bank =y B :
Technical View receive the feedback from the . . ! Details will be shared with the selected bidder.
. : which will be consumed to capture the required
Requirements customer such as QR code, tickets, information
SMS, emails, telephone etc. The :
system should also be customized as Kindiv confitm
per the requirement of the bank. y
18. The bidder should be able to
provide the 360-degree customer
ferdhaok mechamsm to the customer Do need a Feedback System or are you looking to
Annexure 9 - at the various levels. The system ) X - iy
X . . integrate with existing one? If yes, which is the Bank expects that Feedback Management system
Functional and A. Customer 360 (should provide multiple channel to o - . ’
306 79 . - : exisiting feedback system? should be integrated with Bank's system/channel
Technical View receive the feedback from the - .
: . In case of new feedback system we would need to know |at branch/administrative level
Requirements customer such as QR code, tickets, i ontly Fetpnices Bipetied 1o S5a the same
SMS, emails, telephone etc. The ¥y ieare P
system should also be customized as
per the requirement of the bank.
19. CRM should be able to identify
service requests /complaints made by
Annexure 9 - the same customer for any issue even
307 79 Functional and A. Customer 360 |after complaining through different  [Which are the different channels that need to be taken |Bidder to comply with RFP terms and conditions.
Technical View channels. These are to be categorized |into consideration for ticket creation? Details will be shared with the selected bidder.
Requirements as escalations of the same case and
further De-duplication check on
Service Request.
19. CRM should be able to identify
service requests /complaints made by
Annexure 9 - the same customer for any issue even
Functional and A. Customer 360 |after complaining through different 2 . Bidder to comply with RFP terms and conditions.
f ?
208 n Technical View channels. These are to be categorized different types of Service requests Details will be shared with the selected bidder.

Requirements

as escalations of the same case and
further De-duplication check on
Service Request.
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309

79

Annexure 9 -
Functional and
Technical
Requirements

A. Customer 360
View

19. CRM should be able to identify
service requests /complaints made by
the same customer for any issue even
after complaining through different
channels. These are to be categorized
as escalations of the same case and
further De-duplication check on
Service Request.

is this a view only request? Will the complaints be
handled and resolved on CRM? Or is there a different
Service Tool?

Need Clarity

Bidder to comply with RFP terms and conditions.
Details will be shared with the selected bidder.

310

79

Annexure 9 -
Functional and
Technical
Requirements

A. Customer 360
View

20. Bidder has to provide detailed
Customer Assessment review and
recommendations for mobile/ web
platform and submit report with
recommendations and suggested
solutions. The report will cover the
following items such as Performance
insights, Community feedback,
Customer view, Competitive
Benchmarking, User Interactions
Impact analysis, New User Acquisition,
Login Experience, Feature experience,
Ease of use, Wireframe analysis, New
feature Ideas, Improving Ul
Accessibility, Improving user adoption
through UX etc.

Kindly specify the objective and expectations from the
asked requirement.

RFP clause is self explanatory. Bidder to comply
with RFP terms and conditions.

3n

79

Annexure 9 -
Functional and
Technical
Requirements

A. Customer 360
View

20. Bidder has to provide detailed
Customer Assessment review and
recommendations for mobile/ web
platform and submit report with
recommendations and suggested
solutions. The report will cover the
following items such as Performance
insights, Community feedback,
Customer view, Competitive
Benchmarking, User Interactions
Impact analysis, New User Acquisition,
Login Experience, Feature experience,
Ease of use, Wireframe analysis, New
feature Ideas, Improving Ul
Accessibility, Improving user adoption
through UX etc.

Is there a Customer Portal / Customer DIY Journey part
of scope or not? If yes, we would need to know how
many authenticated users login are expected in a
month to size it right.

The proposed solution should have Al/ML
capability. Bidder to comply with RFP terms and
conditions. Details will be shared with the
selected bidder.
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312

79

Annexure 9 -
Functional and
Technical
Requirements

A. Customer 360
View

20. Bidder has to provide detailed
Customer Assessment review and
recommendations for mobile/ web
platform and submit report with
recommendations and suggested
solutions. The report will cover the
following items such as Performance
insights, Community feedback,
Customer view, Competitive
Benchmarking, User Interactions
Impact analysis, New User Acquisition,
Login Experience, Feature experience,
Ease of use, Wireframe analysis, New
feature Ideas, Improving Ul
Accessibility, Improving user adoption
through UX etc.

Since this a global standard SAAS product with in built
mobility features and the below requirement would
only be suitable for new App deveopment,is it right to
assume that this will not be required.

Bidder to comply with RFP terms and conditions.

313

79

Annexure 9 -
Functional and
Technical
Requirements

A. Customer 360
View

20. Bidder has to provide detailed
Customer Assessment review and
recommendations for mobile/ web
platform and submit report with
recommendations and suggested
solutions. The report will cover the
following items such as Performance
insights, Community feedback,
Customer view, Competitive
Benchmarking, User Interactions
Impact analysis, New User Acquisition,
Login Experience, Feature experience,
Ease of use, Wireframe analysis, New
feature Ideas, Improving Ul
Accessibility, Improving user adoption
through UX etc.

Request the Bank to Elaborate on this requirement.

RFP clause is self explanatory. Bidder to comply
with RFP terms and conditions.

Page 82 of 142



Replies to Prebid Queries for GEM/2023/B/3283751 dated 29/03/2023 for Selection of vendor for end to end implementation of comprehensive Customer Relationship Management (CRM) solution for 5 years

21. Bidder should extract/load Data
from all Source systems to a custom
dashboard as per the requirement of
our bank in the portal for the bank,
the dashboard developed is not
limited to:

The admin module/dashboard of the
Annexure 9 - solution provided to the bank should
Functional and A. Customer 360 |have real-time analytics on various
Technical View metrics like Stage wise applications,
Requirements TAT (within, outside the bounds,
escalated, etc.), product wise, loan
quantum wise, risk profile wise,
STP/non STP, Customer Life Time
Value Calculation etc. The reports
thus generated should be
downloadable / exportable.

what are the details of Source Systems?
What is the data volume?
What is the Consumer Count & its related data volume?

Bidder to comply with RFP terms and conditions.

314 79 Details will be shared with the selected bidder.

21. Bidder should extract/load Data
from all Source systems to a custom
dashboard as per the requirement of
our bank in the portal for the bank,
the dashboard developed is not
limited to:

The admin module/dashboard of the
Annexure 9 - solution provided to the bank should
Functional and A. Customer 360 |have real-time analytics on various
Technical View metrics like Stage wise applications,
Requirements TAT (within, outside the bounds,
escalated, etc.), product wise, loan
quantum wise, risk profile wise,
STP/non STP, Customer Life Time
Value Calculation etc. The reports
thus generated should be
downloadable / exportable.

The proposed solution should have Al/ML
capability. Bidder to comply with RFP terms and
conditions. Details will be shared with the
selected bidder.

Is there any analytical tc‘)ol currently Bank is using? If
not, is Bank open to use recommended analytics tool
for custom reporting/dashboards /Ul etc?

315 79
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21. Bidder should extract/load Data
from all Source systems to a custom
dashboard as per the requirement of
our bank in the portal for the bank,
the dashboard developed is not
limited to:

The admin module/dashboard of the

Requesting further clarification on this requirement,

Annexure 9 - solution provided to the bank should |please? Specifically, which portal is being referred to, .
- s . ; 3 ) 2 ) One of the source systems is Datawearhouse.
Functional and A. Customer 360 [have real-time analytics on various and does the bidder need to integrate with the bank's g : e
316 79 : . o . - e 3 : Bidder to comply with RFP terms and conditions.
Technical View metrics like Stage wise applications, |portal? Additionally, could you kindly provide more Diskaits-witl b shanad with the:sstaeri it
Requirements TAT (within, outside the bounds, information on the various source systems that need to W .
escalated, etc.), product wise, loan  |be considered for the purpose of data extraction?
quantum wise, risk profile wise,
STP/non STP, Customer Life Time
Value Calculation etc. The reports
thus generated should be
downloadable / exportable.
21. Bidder should extract/load Data
from all Source systems to a custom
dashboard as per the requirement of
our bank in the portal for the bank,
the dashboard developed is not
limited to: Are we talking about data migration from core systems
The admin module/dashboard of the |to CRM and providing a dashboard in CRM here? To Bark wistild ke to claHfy that 1 ot dith
Annexure 9 - solution provided to the bank should |which portal the data needs to be loaded? From how " G w oot .y a. : :
. ; ! : migration, it is bidirectional integration with
Functional and A. Customer 360 [have real-time analytics on various many system the data needs to be extracted? Generally . .
317 79 : ; S . N e 5 source systems for fetching and keeping the data
Technical View metrics like Stage wise applications, |Data Extraction is done by the Bank and provided the required for CRM solitton. Bidder o eomaly:with
Requirements TAT (within, outside the bounds, same for CRM migration, is it safe to assume that the equ : Py

escalated, etc.), product wise, loan
quantum wise, risk profile wise,
STP/non STP, Customer Life Time
Value Calculation etc. The reports
thus generated should be
downloadable / exportable.

Bank will do the same? What is volume of the Data that
needs to be loaded in CRM?

RFP terms and conditions.

re—

=

\.'V t / 4

%,

T,

Page 84 of 142

b 4

!
4



Replies to Prebid Queries for GEM/2023/B/3283751 dated 29/03/2023 for Selection of vendor for end to end implementation of comprehensive Customer Relationship Management (CRM) solution for 5 years

21. Bidder should extract/load Data
from all Source systems to a custom
dashboard as per the requirement of
our bank in the portal for the bank,
the dashboard developed is not
limited to:

The admin module/dashboard of the
Annexure 9 - solution provided to the bank should
Functional and A. Customer 360 |have real-time analytics on various
Technical View metrics like Stage wise applications,
Requirements TAT (within, outside the bounds,
escalated, etc.), product wise, loan
quantum wise, risk profile wise,
STP/non STP, Customer Life Time
Value Calculation etc. The reports
thus generated should be
downloadable / exportable.

Could you please list down all possible source system One of the source systems is Datawearhouse.
details along with nature of data which needs to be Bidder to comply with RFP terms and conditions.
extracted and loaded in dashboards? Details will be shared with the selected bidder.

318 79

21. Bidder should extract/load Data
from all Source systems to a custom
dashboard as per the requirement of
our bank in the portal for the bank,
the dashboard developed is not
limited to:

The admin module/dashboard of the
Annexure 9 - solution provided to the bank should
Functional and A. Customer 360 |have real-time analytics on various
Technical View metrics like Stage wise applications,
Requirements TAT (within, outside the bounds,
escalated, etc.), product wise, loan
quantum wise, risk profile wise,
STP/non STP, Customer Life Time
Value Calculation etc. The reports
thus generated should be
downloadable / exportable.

What is the current tool for dashboards and does bank
intend to seek a new reporting tool or integrate with
the existing one ?

RFP clause is self explanatory. Bidder to comply

319 79 with RFP terms and conditions.
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21. Bidder should extract/load Data
from all Source systems to a custom
dashboard as per the requirement of
our bank in the portal for the bank,
the dashboard developed is not
limited to:

The admin module/dashboard of the

Aered - solutian provided to the tank should Are you referring to creating reports in existing portal?
Functional and A. Customer 360 |have real-time analytics on various y . : .g g rep 8P . |RFP clause is self explanatory. Bidder to comply
320 79 5 7 oy . L Or, is this envisioned to be a new portal on top of CRM . s
Technical View metrics like Stage wise applications, systen that will bé exisased t6 bank exteiral USers? with RFP terms and conditions.
Requirements TAT (within, outside the bounds, ¥ P )
escalated, etc.), product wise, loan
quantum wise, risk profile wise,
STP/non STP, Customer Life Time
Value Calculation etc. The reports
thus generated should be
downloadable / exportable.
Annexure 9 - 22. The system should have capability The proposed solution should have Al/ML
321 79 Functional and A. Customer 360 [to interface with Bank’s existing Which Analytical system is being used currently by the |capability. Bidder to comply with RFP terms and
Technical View analytics/MIS/ DATA WAREHOUSE Bank? conditions. Details will be shared with the
Requirements platform for seamless flow of data. selected bidder.
Annexure 9 - 22. The system should have capability g - . .
322 79 Functional and A. Customer 360 [to interface with Bank's existing m:;:'; Agz?::cirégﬁtlSkn’iggtzf‘l::;zh::;:a;yt::l; ::xb::rli d RFP clause is self explanatory. Bidder to comply
Technical View analytics/MIS/ DATA WAREHOUSE v . 8 P with RFP terms and conditions.
. to and from CRM?
Requirements platform for seamless flow of data.
Annexure 9 - 22. The system should have capability
123 79 Functional and A. Customer 360 |to interface with Bank’s existing Please specify the current data warehouse system of Bidder to comply with RFP terms and conditions.
Technical View analytics/MIS/ DATA WAREHOUSE bank which needs to be integrated with. Details will be shared with the selected bidder.
Requirements platform for seamless flow of data.
Annexure 9 - 22. The system should have capability inkegration.. We car.l say yes for now consu?enng th}e o
: . . o syeery fact that they provide APIs and also technical feasibility
Functional and A. Customer 360 [to interface with Bank’s existing . . ; s
324 79 ) . S is done but we need to understand why do they want to [Bidder to comply with RFP terms and conditions.
Technical View analytics/MIS/ DATA WAREHOUSE 4 mme :
: show it within the CRM and what reports are they trying
Requirements platform for seamless flow of data. to pull?
Annexure 9 - 23. Plugin/Interface to integrate with . ) o o
325 79 Functional and A. Customer 360 |Social Media Platforms (Facebook, ;ihnit ;;;x&it?o:; dtrl;:-sleesg:ilr:; Ir:etr:etr: sauny z):;sttmg Bidder to comply with RFP terms
Technical View Twitter, Instagram etc.) from g PP and the necessary plugin/interface to be provided

Requirements

Customer 360.

social listening capabilties?
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Are you expecting any other social media channels to

Annexure 9 - 23. Plugin/Interface to integrate with ; . )
326 79 Functional and A. Customer 360 |Social Media Platforms (Facebook, It:‘\efcl:rt:j::ita? withcE spart from Facebaok, Twitter, RFP clause is self explanatory. Bidder to comply

Technical View Twitter, Instagram etc.) from ; . ; . with RFP terms and conditions.

S Customer 360 What kind of data are you expecting to include on

9 ’ Customer dashboard? Please provide sample data

Annex'ure 9 - 23. . Plugm.llnterface to integrate with Is Social Media Listening also required?

Functional and A. Customer 360 [Social Media Platforms (Facebook, s e ) - g ; : e
327 79 . : ; Is there an existing system for Social Media Bidder to comply with RFP terms and conditions.

Technical View Twitter, Instagram etc.) from

. management?
Requirements Customer 360.
24, The system should have the What is the existing process of Lead creation to qualify?
Annexure 9 - 5 s Z : .
y capability of deduplication of leads Lead creation thru Government Website, If Integration |_. : 4oz

Functional and A. Customer 360 . . . . Bidder to comply with RFP terms and conditions.
328 79 Eu— View received in the system from all allowed or Website BOT required? Bl Wil b shared With thesalected bidd

Re ui:ements sources. The logic to be defined in co- [What is the existing process of Lead to Opportunity? Teget.

q ordination with the Bank team. What are the parameter to identify Lead duplicate?

Annexure 9 -
329 79 Functional and A. Customer 360 Please specify the systems which need to bring the RFP clause is self explanatory. Bidder to comply

Technical View customer 360 data with RFP terms and conditions.

Requirements

Annexure 9 - Please share the details of source system / destination o
330 79 Functional and A. Customer 360 system from where the data will be extracted /loaded Bidder to coimiot w:',th RFP ter, e;r ozs.‘:.'

Technical View and will bank share the different screen layout types Py L L SEUE

Requirements

from where data will be populated in the dashboard

Details will be shared with the selected bidder.
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33

82

Annexure 9 -
Functional and
Technical
Requirements

B. Campaign
management

1. Segmentation and targeting of
customer groups: CRM software should
be able to segment customers into
groups according to a wide range of
characteristics, such as demographics
(e.g., age, geographic location, job
role, industry, company size) and
activities (e.g., recent and past
purchases, email response rates,
social media activity, personal
preferences). The information derived
should enable us to create a very
defined customer profiles and then
personalize their marketing messages
to target very specific groups of
customers. Marketers can also create
targeted business-to-business email
marketing campaigns, which can
increase subscriber numbers, email
marketing metrics.

Can we assume that the Segmentation will be done in
CRM based on the customer details which are stored in
CRM?

RFP clause is self explanatory. Bidder to comply
with RFP terms and conditions.

332

82

Annexure 9 -
Functional and
Technical
Requirements

B. Campaign
management

1. Segmentation and targeting of
customer groups: CRM software should
be able to segment customers into
groups according to a wide range of
characteristics, such as demographics
(e.g., age, geographic location, job
role, industry, company size) and
activities (e.g., recent and past
purchases, email response rates,
social media activity, personal
preferences). The information derived
should enable us to create a very
defined customer profiles and then
personalize their marketing messages
to target very specific groups of
customers. Marketers can also create
targeted business-to-business email
marketing campaigns, which can
increase subscriber numbers, email
marketing metrics.

In the near future, is the bank anticipating the use of
SMS, WhatsApp, and Telegram channels for marketing
campaigns?

Yes. Bidder to comply with RFP terms and
conditions.
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333

82

Annexure 9 -
Functional and
Technical
Requirements

B. Campaign
management

1. Segmentation and targeting of
customer groups: CRM software should
be able to segment customers into
groups according to a wide range of
characteristics, such as demographics
(e.g., age, geographic location, job
role, industry, company size) and
activities (e.g., recent and past
purchases, email response rates,
social media activity, personal
preferences). The information derived
should enable us to create a very
defined customer profiles and then
personalize their marketing messages
to target very specific groups of
customers. Marketers can also create
targeted business-to-business email
marketing campaigns, which can
increase subscriber numbers, email
marketing metrics.

Does the bank have any existing tool or mechanism for
creating customer group and for marketing .

Bidder to comply with RFP terms and conditions.

334

82

Annexure 9 -
Functional and
Technical
Requirements

B. Campaign
management

1. Segmentation and targeting of
customer groups: CRM software should
be able to segment customers into
groups according to a wide range of
characteristics, such as demographics
(e.g., age, geographic location, job
role, industry, company size) and
activities (e.g., recent and past
purchases, email response rates,
social media activity, personal
preferences). The information derived
should enable us to create a very
defined customer profiles and then
personalize their marketing messages
to target very specific groups of
customers. Marketers can also create
targeted business-to-business email
marketing campaigns, which can
increase subscriber numbers, email
marketing metrics.

Is business-to-business customers are managed under
single MoEngage Campaign Management Application
Dashboard or seperate Dashboard will be used for B2B?

Bidder to comply with RFP terms and conditions.

P
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335

82

Annexure 9 -
Functional and
Technical
Requirements

B. Campaign
management

2. Creation of personalized content:
CRM software should provide ability to
customize communications to each
person contacted. People dislike
impersonal marketing messages that
begin with generic introductions like
“Dear customer.” CRM software
should create communications that
address potential and current
customers by name. CRM can also
include the customer’s position and
company to truly tailor the message
and grab their attention. Having other
information about the customer, such
as their purchasing history and
preferences, as well as notes on
previous communications, allows to
craft a message tailored to each
customer. For example, It could
discuss ideas and opportunities,
provide useful and helpful
information, and guide the
conversation to suit a specific
customer. This level of personalized
content results in increased response

Is Pl Data such as First Name, Last Name be hosted
Campaign Manager cloud or do we need make an API
call to fetch the Personalization Parameters such as
First Name, Last Name in real-time during the campaign
execution?

Customer ID will be stored on cloud in encrypted
format which is non-inclusive of PIl data. Bank

will decide the logic for cipher to encrypt th
Custumer ID/Customer IC. Bidder to comply
RFP terms and conditions.

e
with

336

82

Annexure 9 -
Functional and
Technical
Requirements

B. Campaign
management

2. Creation of personalized content:
CRM software should provide ability to
customize communications to each
person contacted. People dislike
impersonal marketing messages that
begin with generic introductions like
“Dear customer.” CRM software
should create communications that
address potential and current
customers by name. CRM can also
include the customer’s position and
company to truly tailor the message
and grab their attention. Having other
information about the customer, such
as their purchasing history and
preferences, as well as notes on
previous communications, allows to
craft a message tailored to each
customer. For example, It could
discuss ideas and opportunities,
provide useful and helpful
information, and guide the
conversation to suit a specific
customer. This level of personalized
content results in increased response

what all interfaces/channels required to integrate to
obtain all information’s ?

All applications required for implentation of
proposed CRM solution as per RFP should be

integrated. Bidder to comply with RFP terms and

conditions.
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3. Ability to create targeted

Annexure 9 - marketing campaign by segmenting Are these only central driven campaigns or regional as
337 82 Functional and B. Campaign the audience (based on demographics, |well. In case of regional will it require sync with any Bidder to comply with RFP terms and conditions.
Technical management product interest, and so on) as well as |central campaigns Details will be shared with the selected bidder.
Requirements designing messages and offers for Are there any external party involved in campaigns
each group.
Would you like MoEngage to take care of end t d
Annexure 9 - C yoL % g. care ot en ! s Bidder has to ensure smooth integration of
. ) - . . email delivery as well? (i.e. Domain Reputation, IP ) . E AN
Functional and B. Campaign 4. Ability to execute campaigns in 2 5 proposed CRM solution with Bank’s existing
338 82 : i 5 : Reputation Management, Dedicated IPs, IP Warm up, E : : 2
Technical management Email/SMS/Social Media Channels etc. ; : Email/SMS/Social Media Channels etc. Bidder to
) Inbox Placement etc.) OR Would you continue using . N
Requirements comply with RFP terms and conditions.
your own ESP?
Annexure 9 - Bidder must take into ideration all th
339 82 Functional and B. Campaign 4. Ability to execute campaigns in Which social media platforms need to be taken into existing channels th tcBons‘: .era i 2[ ?
Technical management Email/SMS/Social Media Channels etc. |[consideration as part of this project? sting ERRRCIR. Al cur'ren Y Using as
) well as for future engangements if any
Requirements
Annexure 9 - Is Pl Data such as Email Address, Mobile Number be fcou;tqc;r:\evrhli[c)hvviasllnt;e s.t orled-on cﬁ:? ;n encBwp;ed
340 82 Functional and B. Campaign 4. Ability to execute campaigns in hosted on Campaign Manager cloud or do we need to il decide the L n 1rnc u?“: Ot ata.t in
Technical management Email/SMS/Social Media Channels etc. [propose Pll Tokenization solution? What's the total RS RRSIEHEEC TAFE 'er AencrypL e'
A : : Custumer ID/Customer IC. Bidder to comply with
Requirements number of emails sent on a monthly basis? 2
RFP terms and conditions.
Annexure 9 - i . 2 ;
Functional and 8 Campalit 5. Ability to integrate with Social
341 82 i : pag Media Platforms like Facebook, Linkedin and Twitter not possible Bidder to comply with RFP terms and conditions.
Technical management : ;
1 LinkedIn, Instagram, Twitter etc.,
Requirements
6. Ability to integrate with bank’s
Annexure 3+ existing IVR Solution to run an
Functional and B. Campaign : What is the current IVR solution being used at Canara P _ .
342 82 rachriiost management Outbound. Call campmgr? from CRM.  |Bank? Currently, Bank is using Genesis IVR solutions
; And marking the campaign response in
Requirements .
real time mode.
6. Ability to integrate with bank’s
Annexure 9 - - ;
. . existing IVR Solution to run an
Functional and B. Campaign ; ; - . ;
343 82 Technical R Outbound Call campaign from CRM. What is the current IVR system for Bank? Currently, Bank is using Genesis IVR solutions
. 8 And marking the campaign response in
Requirements .
real time mode.
6. Ability to integrate with bank’s
Annexure 9 - - -
Functional and B. Campaign existing IVR Solution to run an Bidder to comply with RFP terms and conditions
2 : bound i . how many product lines? Levels? .
w4 . Technical management Outhound Calk campaign tram CRM " ¥P nest bevess Details will be shared with the selected bidder.

Requirements

And marking the campaign response in
real time mode.
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7. Ability to capture the campaign
reach and spread. Ability to track
campaign response from the users
using a variety of metrics - such as

Annexure 9 - count of e-mail pushed, delivered Could you provide additional information or
Functional and B. Campaign count, mail opened /attachment clarification on the campaign dollar requirement? we . .
345 82 Technical management opened count, responded count, lead |would appreciate a more detailed explanation of this Bidderd refer Camrigendum:2.
Requirements generated etc. particular requirement
Track leads and contacts and tie them
to a campaign source, and also tie
every source to a campaign dollar.
Anneane § - 10. Ability to convert the campaign
346 82 Functlpnal and B. Campaign response to Lead manually as well as |Need more clarity Rf‘P clause is self explangtgry. Bidder to comply
Technical management 2 with RFP terms and conditions.
. automatically
Requirements
Annexure 9 - . . ; n
" ‘ ;
Functional and B. Campaign 12. Reports of leads generated by Are w? tooking to integrate with bank exisiting social Bidder to comply with RFP terms and conditions.
347 82 X . ] . listening tool? If not , are we open to 3rd party i =g ; :
Technical management social media campaigns. solutions? Details will be shared with the selected bidder.
Requirements ’
Annexure 9 -
348 82 Functpna[ and B. Campaign 1 2.. Report's of lead; generated by Miore detiils please RFP clause is self explana\.tt_nry. Bidder to comply
Technical management social media campaigns. with RFP terms and conditions.
Requirements
Annexure 9 -
Functional and B. Campaign 12. Reports of leads generated by . , . "
349 82 Technical management social media campaigns. FB, Insta (to confirm about the bug) Bidder to comply with RFP terms and conditions.
Requirements
Annexure 9 - The campaigns are only run via social media, will there
350 82 Functional and B. Campaign 12. Reports of leads generated by be any other channel for campaigns. Are integrations  |Bidder to comply with RFP terms and conditions.
Technical management social media campaigns. required for any campaigns with external party. Is Details will be shared with the selected bidder.
Requirements there a aggregator currently for social media
Annexure 9 -
R : 13. Complete track of all campaigns 1 .
351 82 Funct:pnai and B. Campaign and submit the post evaluation for Need more clarity R!_’P clause is self explana'tpry. Bidder to comply
Technical management . with RFP terms and conditions.
; each campaign.
Requirements
14. | i
Annexure 9 - ntegrated cgmpa1gn
Furctional and B. Campaign Management: A single place to
352 82 Technical management effectively plan marketing spend, Planning spends currently not possible Bidder to comply with RFP terms and conditions.

Requirements

manage all initiatives and campaigns,
and analyze performance and results.
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Annexure 9 -

353 82 Functional and B. Campaign 20. Ability to capture Budgeting & Is there any req for Marketing budgets? Bidder to comply with RFP terms and conditions.
Technical management Costing part of a Campaign Execution. Details will be shared with the selected bidder.
Requirements

21. Ability to provide Standard

Annexure 9 - Campaign Reports for different stages

354 82 Functional and B. Campaign as well as to ability to generate Could you please provide further details or clarification |Bidder to comply with RFP terms and conditions.
Technical management reports by privileged CRM users regarding the GUI requirement? Details will be shared with the selected bidder.
Requirements directly from application GUI based on

dynamics search condition.

Annexure 9 -

355 82 Functional and B. Campaign How many customer facing properties does the bank Bidder to comply with RFP terms and conditions.
Technical management have? Eg: Websites, Apps Details will be shared with the selected bidder.
Requirements
Annexure 9 -
Functional and B. Campaign . : . Bidder to comply with RFP terms and conditions.

Are th ?

336 2 Technical management PSR Sy CORTIEIRE RARIARE AT Jommsym i e Details will be shared with the selected bidder.
Requirements
Annexure 9 - % ; ; ; ; ;

j i Are there any customer banking mobile apps? What Yes, Bank is having mobile app. Bidder to comply

Functional and B. Campaign ; . 5 : o Bl

357 82 i framework are those apps built on? Eg: Native (Android, [with RFP terms and conditions. Details will be
Technical management i0S) or Hybrid (React Native, Cordova) shared with the selected bidd
Requirements Yy ’ e selec idder.
Annexure 9 -
Functional and B. Campaign - - . L -

Wh ? i

358 82 Technical managemeak ich IVR solution is the bank currently using Currently, Bank is using Genesis IVR solutions
Requirements
Annadng 3 - Attachment open counts of the attachments inside

359 82 Functlpnal and sl email cannot be viewed? Links inside an email can be Brdd?r to'comply - R.F - REEany com'jitions.
Technical management tracked Details will be shared with the selected bidder.
Requirements ’
Annexure 9 -

; . What are monthly volumes of email & SMS which are A ; oo

360 82 Functtgnal and . Compain sent out of the system. What is the expected rate of Bidd?r to.comply with R.F P terms and conc_htlons.
Technical management rowth? Details will be shared with the selected bidder.
Requirements g ’
Annexure 9 -

361 82 Functional and B. Campaign What is the volume of bank's customers & prospects? Bidder to comply with RFP terms and conditions.
Technical management What is the expected rate of growth Details will be shared with the selected bidder.
Requirements
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2. Lead Capturing-CRM platform
should be able to ensure that every
lead is automatically fed into the Lead
system from current source such as
existing bank applications, internet

Annexure 9 - banking, mobile banking, government
162 84 Functional and C. Lead websites such as e-NAM, calls, mail, |Kindly provide details of the third party platforms Bidder to comply with RFP terms and conditions.
Technical management message, ATM, social media (such as [referred here. Details will be shared with the selected bidder.
Requirements Facebook, twitter etc.) among other
sources and preventing prospects from
falling through the cracks.
The ability to quickly import leads
from offline sources.
2. Lead Capturing-CRM platform
should be able to ensure that every
lead is automatically fed into the Lead
system from current source such as
existing bank applications, internet
Annexure 9 - banking, mobile banking, government
Functional and C. Lead websites such as e-NAM, calls, mail, 1 . Bidder to use Bank's APl Gateway for necessa
363 84 Technical management message, ATM, social media (such as APl Integration, source code needed from the website integrations ’ v
Requirements Facebook, twitter etc.) among other

sources and preventing prospects from
falling through the cracks.

The ability to quickly import leads
from offline sources.
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2. Lead Capturing-CRM platform
should be able to ensure that every
lead is automatically fed into the Lead
system from current source such as
existing bank applications, internet
Annexure 9 - banking, mabile banking, government
Functional and C. Lead websites such as e-NAM, calls, mail, to integrate with to bring the leads to determine the proposed CRM solution as per RFP should be

Technical management message, ATM, social media (such as |, : integrated. Bidder to comply with RFP terms and
) . integration effort. o
Requirements Facebook, twitter etc.) among other conditions.

sources and preventing prospects from
falling through the cracks.

The ability to quickly import leads
from offline sources.

Please specify the list of sources which solution needs All applicatiens required for implentation:of

364 84

2. Lead Capturing-CRM platform
should be able to ensure that every
lead is automatically fed into the Lead
system from current source such as
existing bank applications, internet
Annexure 9 - banking, maobile banking, government
Functional and C. Lead websites such as e-NAM, calls, mail,
Technical management message, ATM, social media (such as
Requirements Facebook, twitter etc.) among other
sources and preventing prospects from
falling through the cracks.

The ability to quickly import leads
from offline sources.

Which of the existing bank applications need to be
considered for lead generation and integrations? Also, is|The proposed solution must integrate the

it limited to Facebook and Twitter only for considering |identified applications/websites that the Bank
social media platforms for lead generation? considers for lead generation, not limited to
Additionally, which other government websites, apart |current platforms.

from e-NAM, need to be taken into consideration for
this project?

365 84
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2. Lead Capturing-CRM platform
should be able to ensure that every
lead is automatically fed into the Lead
system from current source such as
existing bank applications, internet

Annexure 9 - banking, mobile banking, government |How many offline services to be considered for Lead
366 84 Functional and C. Lead websites such as e-NAM, calls, mail, |Import? Are they having fixed format files? Could you |Bidder to comply with RFP terms and conditions.
Technical management message, ATM, social media (such as |please share the Lfile formats for various offline Details will be shared with the selected bidder.
Requirements Facebook, twitter etc.) among other |services?
sources and preventing prospects from
falling through the cracks.
The ability to quickly import leads
from offline sources.
2. Lead Capturing-CRM platform
should be able to ensure that every
lead is automatically fed into the Lead
system from current source such as
existing bank applications, internet
Annexure 9 - banking, mobile banking, government " .. - :
Functional and C. Lead websites such as e-NAM, calls, mail, Does "Laad System Himce st o :nte:granng systems RFP clause is self explanatory. Bidder to comply
367 84 . 2 : If yes, describe what the lead system will do beyond . i
Technical management message, ATM, social media (such as with RFP terms and conditions.
A . CRM lead management?
Requirements Facebook, twitter etc.) among other
sources and preventing prospects from
falling through the cracks.
The ability to quickly import leads
from offline sources.
Annexure 9 - 3. Auto-response management: ; ;
368 84 Functional and C. Lead Automatically send personalized :::;c:oi;? dtehr: t?(l)fr:i;inste:;?:;‘il:ri:i;E:;g ::sgg::;es‘ Bidder to comply with RFP terms and conditions.
Technical management responses to Web site inquiries. this situstioi? Details will be shared with the selected bidder.
Requirements
Annexure 9 - 3. Auto-response management:
369 84 Functional and C. Lead Automatically send personalized What are the channels (Email, SMS etc) through which |Bidder to comply with RFP terms and conditions.
Technical management responses to Web site inquiries. the auto responses needs to be sent? Details will be shared with the selected bidder.
Requirements
4. End User De-duplication: Option to fn_""dj' o
Annex'ure 9- ) £ isad configure de-duplication check on i ) ) / g( ™
370 | 84 _T_Lézrc‘:izg?l S rr{anaegaement lead creation using business logic Need more clarity iﬁ&cRaFlFl’sfe]rsn:fl;nec‘szl;r:jaitfor:; Eldder:ta comply. |5 {osvma s
Requirements shared by the Bank based on any field : '«\ ‘/ ;
in Lead Object in configurable mode. Nl
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Annexure 9 -
7 84 Functional and C. Lead 6. Ability to attach and download Kindly specify the flows where this functionality require |Bidder to comply with RFP terms and conditions.
Technical management documents by CRM users in any flow. Details will be shared with the selected bidder.
Requirements
Annexure 9 -
372 84 Functional and C. Lead 6. Ability to attach and download Which system does Bank plan to leverage for document [RFP clause is self explanatory. Bidder to comply
Technical management documents by CRM users in any flow. |management? with RFP terms and conditions.
Requirements
Annexure 9 - Is there a Document management system currently used
373 84 Functional and C. Lead 6. Ability to attach and download by the Bank with which the integration needs to be Bidder to comply with RFP terms and conditions.
Technical management documents by CRM users in any flow. |done? Which DMS is being used? Or is it expected to Details will be shared with the selected bidder.
Requirements store the documents in CRM itself?
Annexure 9 -
DMS/ i i
Functional and C. Lead 6. Ability to attach and download IEAlEeEa RO CaTent rn.anagement SBllitioh bemg Bidder to provide necessary solution to meet the
374 84 ; - used at bank today and will that be used for storing the ;
Technical management documents by CRM users in any flow. ) RFP requirement
) documents going forward as well?
Requirements
8. Platform should have strong file
Annexure 9 - o .
Functional and C. Lead e viliation conrels tor gie, U, Do you any application in place for malicious content
375 84 . ) and content. Files to be scanned for |, A s y s P Bidder to comply with RFP terms and conditions.
Technical management f identification
i any malicious content through an
Requirements S
antivirus.
8. Platform should have strong file
RIS - level validation controls for size, type
376 84 Functlgnal i L. Lead and content. Files to be scanned for Hoes: the chent have .an i t cA'ol/amtwrus WTIES ) Bidder to comply with RFP terms and conditions.
Technical management =2 be used to scan the file for malicious content?
. any malicious content through an
Requirements .
antivirus.
8. Platform should have strong file
ADIEAIEe 3 - level validation controls for size, type
Functi | and " s *lis th - A 3 p?
377 84 e |9na o €., Lagd and content. Files to be scanned for B Hgee -an emstTng atithinds Impleviented SLERICART I8 Bidder to comply with RFP terms and conditions.
Technical management -5 Integration possible?
" any malicious content through an
Requirements o
antivirus.
Annexure 9 - - Platfc_)rm -should have stror.\g el Integration with third paty antivirus will be be
Funetianal and 6. Lo level validation controls for size, type, required
378 84 : 3 and content. Files to be scanned for : . Bidder to comply with RFP terms and conditions.
Technical management . The cost of the Tools/ Systems/ APls/ Connector will be
- any malicious content through an
Requirements borne by Canara Bank.

antivirus.
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379

84

Annexure 9 -
Functional and
Technical
Requirements

C. Lead
management

10. Lead nurturing seeks to educate
and demonstrate the value of the
product/services through:

A. Inbound Marketing— blogging,
social media updates, social media
engagement, premium content
(eBooks, info-graphics, videos,
webinars), calls-to-action, landing
pages etc.

B. Demand Generation— Channels like
paid search (PPC), social media ads,
native ads, email marketing, direct
mail, print ads, media ads etc. can be
used to get relevant leads for your
business.

Need more clarity

RFP clause is self explanatory. Bidder to comply
with RFP terms and conditions.

380

84

Annexure 9 -
Functional and
Technical
Requirements

C. Lead
management

10. Lead nurturing seeks to educate
and demonstrate the value of the
product/services through:

A. Inbound Marketing— blogging,
social media updates, social media
engagement, premium content
(eBooks, info-graphics, videos,
webinars), calls-to-action, landing
pages etc.

B. Demand Generation— Channels like
paid search (PPC), social media ads,
native ads, email marketing, direct
mail, print ads, media ads etc. can be
used to get relevant leads for your
business.

What is the specific expectation from the bidder in this
clause?

RFP clause is self explanatory. Bidder to comply
with RFP terms and conditions.
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10. Lead nurturing seeks to educate
and demonstrate the value of the
product/services through:

A. Inbound Marketing— blogging,
social media updates, social media
engagement, premium content
(eBooks, info-graphics, videos,

Annexure 9 - : : i
381 84 Functional and C. Lead ;V:;;:Z?c).' gt pding What is expected of CRM in this requirement? Could you |RFP clause is self explanatory. Bidder to comply
Technical management g .. |please elaborate the requirement? with RFP terms and conditions.
Requirements B. .Demand Generatlon.— Chan.nels like
paid search (PPC), social media ads,
native ads, email marketing, direct
mail, print ads, media ads etc. can be
used to get relevant leads for your
business.
10. Lead nurturing seeks to educate
and demonstrate the value of the
product/services through:
A. Inbound Marketing— blogging,
social media updates, social media
engagement, premium content
ARREROTEY - (eBooks, info-graphics,. videos,
Fuietional and . liend webinars), calls-to-action, landing Total number of users targeted in a month for each of
382 84 Technical management pages etc. the channels you would like to move to MoEngage i.e. |Bidder to comply with RFP terms and conditions.
. B. Demand Generation— Channels like |SMS, IVR, Whatsapp and any other channels?
Requirements

paid search (PPC), social media ads,
native ads, email marketing, direct
mail, print ads, media ads etc. can be
used to get relevant leads for your
business.




Replies to Prebid Queries for GEM/2023/B/3283751 dated 29/03/2023 for Selection of vendor for end to end implementation of comprehensive Customer Relationship Management (CRM) solution for 5 years

10. Lead nurturing seeks to educate
and demonstrate the value of the
product/services through:

A. Inbound Marketing— blogging,
social media updates, social media
engagement, premium content
(eBooks, info-graphics, videos,
webinars), calls-to-action, landing
pages etc.

B. Demand Generation— Channels like
paid search (PPC), social media ads,
native ads, email marketing, direct
mail, print ads, media ads etc. can be
used to get relevant leads for your
business.

Annexure 9 -
Functional and C. Lead

Technical management
Requirements

Total number of communications sent on a monthly Bidder to comply with RFP terms and conditions.

383 84 basis on these channels Details will be shared with the selected bidder.

10. Lead nurturing seeks to educate
and demonstrate the value of the
product/services through:

A. Inbound Marketing— blogging,
social media updates, social media
engagement, premium content
(eBooks, info-graphics, videos,
webinars), calls-to-action, landing
pages etc. Promotional Emails Bidder to comply with RFP terms and conditions.
B. Demand Generation— Channels like
paid search (PPC), social media ads,
native ads, email marketing, direct
mail, print ads, media ads etc. can be
used to get relevant leads for your
business.

Annexure 9 -
Functional and C. Lead

Technical management
Requirements

384 84
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385

84

Annexure 9 -
Functional and
Technical
Requirements

C. Lead
management

10. Lead nurturing seeks to educate
and demonstrate the value of the
product/services through:

A. Inbound Marketing— blogging,
social media updates, social media
engagement, premium content
(eBooks, info-graphics, videos,
webinars), calls-to-action, landing
pages etc.

B. Demand Generation— Channels like
paid search (PPC), social media ads,
native ads, email marketing, direct
mail, print ads, media ads etc. can be
used to get relevant leads for your
business.

Promotional Whatsapp

Bidder to comply with RFP terms and conditions.

386

84

Annexure 9 -
Functional and
Technical
Requirements

C. Lead
management

10. Lead nurturing seeks to educate
and demonstrate the value of the
product/services through:

A. Inbound Marketing— blogging,
social media updates, social media
engagement, premium content
(eBooks, info-graphics, videos,
webinars), calls-to-action, landing
pages etc.

B. Demand Generation— Channels like
paid search (PPC), social media ads,
native ads, email marketing, direct
mail, print ads, media ads etc. can be
used to get relevant leads for your
business.

SMS

Bidder to comply with RFP terms and conditions.
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10. Lead nurturing seeks to educate
and demonstrate the value of the
product/services through:
A. Inbound Marketing— blogging,
social media updates, social media
engagement, premium content
AT (quoks, info-graphics,. videos, .
Pnetisial and C. Lead webinars), calls-to-action, landing
387 84 . pages etc. Whatsapp Bidder to comply with RFP terms and conditions.
Technical management : ;
Regulrenesits B. .Demand Generatmn‘— Chan.nels like
paid search (PPC), social media ads,
native ads, email marketing, direct
mail, print ads, media ads etc. can be
used to get relevant leads for your
business.

10. Lead nurturing seeks to educate
and demonstrate the value of the
product/services through:

A. Inbound Marketing— blogging,
social media updates, social media
engagement, premium content
A e (quoks, mfo-graphws,. videos, .

; webinars), calls-to-action, landing
Functional and C. Lead ) : . .
388 84 . pages etc. Mobile Push Bidder to comply with RFP terms and conditions.

Technical management . .
REGUTBITERES B. Demand Generation— Channels like
q paid search (PPC), social media ads,
native ads, email marketing, direct
mail, print ads, media ads etc. can be
used to get relevant leads for your
business.

12. Lead queues: Automatically route

Annexure 9 leads to various branches, Regional
389 84 Functional and C. Lead offices. Circle Office Ma;ketign how many territories? Bidder to comply with RFP terms and conditions.
Technical management § ’ g Y ’ Details will be shared with the selected bidder.

Offices etc. based on customized

Requirements :
eq business rule.
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12. Lead Enrichment: Once lead enter
in our system it needs to be enriched
so that it will be easy for bank

il employees to decide the viability of
Functional and C. Lead oy y . RFP clause is self explanatory. Bidder to comply
390 84 : the loan. It can be done through Mare details please . e
Technical management 3 : e with RFP terms and conditions.
: collecting and presenting existing
Requirements : - i
information such as Credit score,
payment history etc. about the
customer among other things.
12. Lead Enrichment: Once lead enter
in our system it needs to be enriched
Annexure 9 - 5o that. 1 will. be: mamy for bank Bank is expecting integration with the external
. employees to decide the viability of |Is bank expecting to integrate with CIBIL to fetch Credit . PRGEIT. e X ) na
Functional and C. Lead 3 services/applications. Bidder to comply with RFP
391 84 . the loan. It can be done through Score and Payment History? Are there any other A % ; :
Technical management . . o e ; . . terms and conditions. Details will be shared with
. collecting and presenting existing external applications / services to be integrated with? .
Requirements - : : the selected bidder.
information such as Credit score,
payment history etc. about the
customer among other things.
12. Lead Enrichment: Once lead enter
in our system it needs to be enriched
so that it will be easy for bank
PR | employees to decide the viability of
Functional and C. Lead POy y Which System Integration is required for Lead Bidder to comply with RFP terms and conditions.
392 84 . the loan. It can be done through . oo ) .
Technical management X : = Enrichment? Details will be shared with the selected bidder.
) collecting and presenting existing
Requirements ) : ;
information such as Credit score,
payment history etc. about the
customer among other things.
13. Lead scoring functionality: Ability
to mark scoring on leads generated for
Customer/Non Customers. For
example, leads scoring logic can be
based on CUSTOMER PROFITABILITY
ATIRERLIRE 3 - INDEX/Customer Worth, Transaction
193 84 Functional and C. Lead history, Internal Ratin ? vintage What is the criteria Bank has in mind to calculate Bidder to comply with RFP terms and conditions.
Technical management 44 8 g Customer Profitability Index? Details will be shared with the selected bidder.

Requirements

criteria etc. for customers and for the
Non Customers it can be based on
previous interactions, on Al inputs,
income criteria/profession/line of
business, based on any field inputs
etc.
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13. Lead scoring functionality: Ability
to mark scoring on leads generated for
Customer/Non Customers. For
example, leads scoring logic can be
P based on CUSTOMER PROFITABILITY
. INDEX/Customer Worth, Transaction
Functional and C. Lead X . . ;
394 84 : history, Internal Rating, vintage More details please
Technical management £

A criteria etc. for customers and for the

q Non Customers it can be based on
previous interactions, on Al inputs,
income criteria/profession/line of
business, based on any field inputs
etc.

RFP clause is self explanatory. Bidder to comply
with RFP terms and conditions.

13. Lead scoring functionality: Ability
to mark scoring on leads generated for
Customer/Non Customers. For
example, leads scoring logic can be
Annexure 9 - based on CUSTOMER PROFITABILITY

. INDEX/Customer Worth, Transaction |Since this requires data analysis and data modelling will
Functional and C. Lead - ; ; ) 5 s
395 84 . history, Internal Rating, vintage this be coming from existing data warehouse at bank or

Technical management B 3

RBeautrements criteria etc. for customers and for the |needs to be proposed as part of the solution?

- Non Customers it can be based on
previous interactions, on Al inputs,
income criteria/profession/line of
business, based on any field inputs
etc.

Bidder has to provide as part of the proposed
solution

13. Lead scoring functionality: Ability
to mark scoring on leads generated for
Customer/Non Customers. For
example, leads scoring logic can be
P based on CUSTOMER PROFITABILITY
. INDEX/Custaomer Worth, Transaction
Functional and C. Lead ) : ; .
396 84 X history, Internal Rating, vintage Need more clarity
Technical management i

Requirements criteria etc. for customers and for the

q Non Customers it can be based on
previous interactions, on Al inputs,
income criteria/profession/line of
business, based on any field inputs P

etc. f"’. ) n ‘(;‘w,"). Y

RFP clause is self explanatory. Bidder to comply
with RFP terms and conditions.
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13. Lead scoring functionality: Ability
to mark scoring on leads generated for
Customer/Non Customers. For
example, leads scoring logic can be
based on CUSTOMER PROFITABILITY

Is it fair to assume that proposed CRM solution should

Al - . int ith i
nnex.ure 2 INDEX/Customer Worth, Transaction be:able ta in egr'ate.m.t the enllertion managent Proposed solution must contain Collection
Functional and C. Lead 2 2 - system and provide insights for customer 360. A .
397 84 ) history, Internal Rating, vintage ) 4 Management as part of CRM. Bidder to comply
Technical management - complete collection management being core ; o
. criteria etc. for customers and for the . . . 1) with RFP terms and conditions.
Requirements y functionality will be sitting in the CBS system and we
Non Customers it can be based on :
P . . need to integrate to that.
previous interactions, on Al inputs,
income criteria/profession/line of
business, based on any field inputs
etc.
a——— 14. Ability to provide sy-stem
Functional and C. Lead generbec Nest-Best.Ackion prompt on RFP clause is self lanat Bidd \
398 84 . ! leads based on ML/AI triggers, More details please . exp ana{ gry. idder to comply
Technical management . . ) . with RFP terms and conditions.
. previous interactions, lead scoring,
Requirements
etc.
A 9 - 15. Ability to convert a Lead into a .
nnex.ure Y t . © Bidder has to facilitate seamless flow of relevant
Functional and C. Lead Customer without re-entering the . : . !
399 84 ; : i . |ls customer to be created directly from lead? information from lead stage to customer creation
Technical management customer information captured during ctane throihicl ( ific bank AP
Requirements the prospecting stage. g U ShanTL SpeCii gateway.
_17' Abﬂ_]ty Faishiow c-ustomer . Is there a need for the bank to acquire a
Annexure 9 - interactions (happening from different chatbot/WhatsApp bot? Additionally, what are the
Functional and C. Lead channels like Email, SMS, Chat, Web- | . P ) Y ; The bidder should integrate the Bank's chatbot to
400 84 . . . ; . different chat platforms that need to be taken into ;
Technical management Site, IVR) of a lead in a single view of . . . : " . : proposed CRM solution.
. . - consideration for this project? Alternatively, will this
Requirements Lead Screen to bring an Omni Channel | 3 . ;
: information be retrieved from the bank's system?
Experience
Annexure 9 -
- 18. Ability to track lead using any of : .
401 84 Functtgnal and G~ Lewd the lead identifiers such as Lead ID, |More details please RFP clause is self explana.tpry. SIGEr o Coupty
Technical management i . with RFP terms and conditions.
: Customer ID, Mobile Phone, Email etc.
Requirements
19. The entire lead generation
process should be under scrutiny by
CRM to ensure that it is as effective as
ArPRIS L < ES;?:::irlln I:I:g]nﬁl?lftziv:sltiﬁjrs and
402 84 Functional and C. Lead i %hem BT Request Bank to Elaborate the requirement? What is RFP clause is self explanatory. Bidder to comply
Technical management S . expected by the CRM? with RFP terms and conditions.

Requirements

Different analytics tools can be used
to optimize each step in the process
and make strategic decisions to
improve results.

{ g ﬁi\ ‘
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19. The entire lead generation
process should be under scrutiny by
CRM to ensure that it is as effective as
possible in bringing new leads,

AR - converting them into customers and
Functional and C. Lead Bl . . : RFP clause is self explanatory. Bidder to comply
403 84 : retaining them overtime. Need more clarity . .
Technical management : 3 with RFP terms and conditions.
. Different analytics tools can be used
Requirements o :
to optimize each step in the process
and make strategic decisions to
improve results.
22. Lead Workflow: The ability to
ATNERURY 3.« create tasks and alerts based on types
Functional and C. Lead . ype Does client wants vendor to follow any lead RFP clause is self explanatory. Bidder to comply
404 84 . of leads (e.g. Generate an email with . s : =%
Technical management management lifecycle within CRM? with RFP terms and conditions.
BB relevant data for a lead from an
q important customer).
Annexure 9 - .
. 21. Lead Campaign Mapping: The . .
405 84 Functpnal and C. Lead ability to track every lead back toa  |Need more clarity REP clause is self exp!anaAt?ry. Bidder to comply
Technical management = . . with RFP terms and conditions.
s specific marketing campaign.
Requirements
23. Availability of Document
Annexure 9 - Repository for Lead Module to be
Functional and C. Lead available for CRM user’s like call : RFP clause is self explanatory. Bidder to comply
406 84 Technical management centre agents/branch staff/sales More:detuls planse with RFP terms and conditions.
Requirements executives with keyword based
content tagging and search ability.
23. Availability of Document
Annexure 9 - Repository for Lead Module to be
407 84 Functional and C. Lead available for CRM user’s like call Which Document Management System is currently used [Bidder to comply with RFP terms and conditions.
Technical management centre agents/branch staff/sales in bank? Details will be shared with the selected bidder.
Requirements executives with keyword based
content tagging and search ability.
Annexure 9 - 27. Lead Life cycle defining in admin
Functional and C. Lead consoleo Purging out and taking back . RFP clause is self explanatory. Bidder to comply
d
e o Technical management up of old leads after pre decided time Hesdmaie chanty with RFP terms and conditions.
Requirements period by Admin.
Annexure 9 -
Functional and C. Lead 28. TAT based escalation matrix for ; RFP clause is self explanatory. Bidder to comply
409 & Technical management follow-up and conversion of leads. Weed more:clarity with RFP terms and conditions.
Requirements
Annexure 9 -
Functional and C. Lead . Bidder to comply with RFP terms and conditions.
P ?
410 B Technical management Ush App campaigns Details will be shared with the selected bidder.

Requirements
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Annexure 9 -
Functional and C. Lead Assuming only retail customer journeys to be in scope. ’ ; i
411 84 Technical management Plaass caitiom Bidder to comply with RFP terms and conditions.
Requirements
Annexure 9 -
Functional and C. Lead How many types of Leads are there? Are the lead . . .
s i Technical management process are different for each lead type? Bidder ta comply with REFters and condicions
Requirements
Annexure 9 -
Functional and C. Lead -t Bidder to comply with RFP terms and conditions.
h f P ?
Lt &4 Technical management Pleabe NG Wit It of Pratiets e Tk Details will be shared with the selected bidder.
Requirements
Annexure 9 -
Functional and C. Lead . . Bidder to comply with RFP terms and conditions.
for
A4 8 rechnical management Please list down channel for Omni channel Support e aits will be shared with the selected bidder.
Requirements
We are assuming that upon successful closure of Lead /
Annexure 9 - . i . . .
. opportunity the details will be sent to ‘Account opening
Functional and C. Lead S
415 84 : system' to onbaord new customer, Yes
Technical management S - .
ReiilFerants Verification/validation of the customer will happen on
q the 'Account Opening System'. Plaese confirm.
Annex.ure 9- 'Can we assumg that therfe is only one systerp for Na. Bidder to comply with REP terms and
Functional and C. Lead Account Opening System'. If no please provide how L N . .
416 84 ) . conditions. Details will be shared with the
Technical management many systems are currently used in bank for Account .
i - selected bidder.
Requirements Opening
Annexure 9 - 7. Similar Opportunities - provide
Functional and D. Opportunity ability for user to look up similar . RFP clause is self explanatory. Bidder to comply
M
v 5 Technical Management opportunities using a variety of search re decalis:piease with RFP terms and conditions.
Requirements criteria
Annexure 9 - 8. Product Catalogues: Map the
Functional and D. Opportunity different products to the prospect . Bidder to comply with RFP terms and conditions.
3 P ales catalo
gl 0 Technical Management customer to convert the opportunity ease provide 5 g Details will be shared with the selected bidder.
Requirements to a sale.
4. Multiple dynamic opportunity page
Annexure 9 - layouts: Set up different opportunity
Functional and D. Opportunity page layouts to manage different sales . RFP clause is self explanatory. Bidder to comply
N t
4919 " Technical Management situations (e.g. product vs. services pedimore elarly with RFP terms and conditions.
Requirements opportunity; enterprise vs. small
business opportunity).
Annexure 9 - 8. Product Catalogues: Map the
420 86 Functional and D. Opportunity different products to the prospect At present in which system product catelog is Bidder to comply with RFP terms and conditions. f
Technical Management customer to convert the opportunity |maintained? Details will be shared with the selected bidder. =
Requirements to a sale. t\\ N\
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1. Payment Processing: The system
should have the capability to process |As per our understanding, Bank already has an existing
F— and track customer payments, payment system, wherein the payment processing and
: : including credit card, loan, wire calculations are being handled. However, if required, i .
Functional and E. Collection 5 A . e Bank has an existing Payment System. Bidder to
421 86 . transfer, and clearing house the proposed CRM will integrate with the existing - e
Technical Management i ‘ comply with RFP terms and conditions.
fbousiesosiis transactions etc. The system should payment system and track the customer payments in
also have the ability to allocate the application.
payments to specific accounts and Kindly confirm.
reconcile payments against invoices.
1. Payment Processing: The system
should have the capability to process
t r ts, L .
Annexure 9 - ::cc::gia:k :::;:;Zr dpal\g:in wire Please explain with further details on The system
42 86 Functional and E. Collection transfergan d clearin, hous,e should also have the ability to allocate payments to RFP clause is self explanatory. Bidder to comply
Technical Management % 8 specific accounts and reconcile payments against with RFP terms and conditions.
RGPS transactions etc. The system should Siuatcns
also have the ability to allocate
payments to specific accounts and
reconcile payments against invoices.
1. Payment Processing: The system
h the capabili
should bave pability to process May | please request confirmation on whether the bank
and track customer payments, L2 " ;
Annexure 9 - ; . s . has existing integration with any payment gateway? If
r . : including credit card, loan, wire ) . : . - oo
unctional and E. Collection . so, could you kindly specify the payment gateway's Bidder to comply with RFP terms and conditions.
423 86 3 transfer, and clearing house s : . X . . ;
Technical Management ; name that can be used for integrations? Furthermore, is [Details will be shared with the selected bidder
. transactions etc. The system should i ) : »
Requirements 25 it necessary for the bidder to integrate with the
also have the ability to allocate :
s clearing house?
payments to specific accounts and
reconcile payments against invoices.
1. Payment Processing: The system
should have the capability to process
AR - and track customer payments,
in i it card wire ; ; . . ;
Functional and E. Collection cliing cradit ¢ ] toan, Where does the payament details are currently being  [Bidder to comply with RFP terms and conditions.
424 86 ; transfer, and clearing house . i 2 .
Technical Management . stored/managed? In which system? Details will be shared with the selected bidder
ReIreNBAts transactions etc. The system should
also have the ability to allocate
payments to specific accounts and
reconcile payments against invoices.
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1. Payment Processing: The system
should have the capability to process
and track customer payments,

e including credit card, loan, wire Will the proposed system create invoices?
Functional and E. Collection g U, ' p, P Y ) i RFP clause is self explanatory. Bidder to comply
425 86 d transfer, and clearing house Need details on the expectation from the proposed CRM| . e
Technical Management : - : with RFP terms and conditions.
; transactions etc. The system should  [system regarding Invoices & recovery?
Requirements -~
also have the ability to allocate
payments to specific accounts and
reconcile payments against invoices.
1. Payment Processing: The system
should have the capability to process
S raife énd trgck custgmer payments,.
i . including credit card, loan, wire
Functional and E. Collection ;
426 86 : transfer, and clearing house No query posted
Technical Management A
ReGifGiBARtS transactions etc. The system should
q also have the ability to allocate
payments to specific accounts and
reconcile payments against invoices.
1. Payment Processing: The system
should have the capability to process
Annexure 9 - ia:cdlut;?:k E:’;ir:z:‘fazgin:;re Generally the transactions are taken care by the LOB/
Functional and E. Collection g i 4 Core banking system? Is it safe to assume that the All critical data will be fetched through bank’s API
427 86 i transfer, and clearing house .
Technical Management : recent payment summary its to be fetched from the
Requirements SRR TR aing Core system and updated in CRM?
€q also have the ability to allocate Y P )
payments to specific accounts and
reconcile payments against invoices.
2. Payment Collections: The system
should be able to automate the
D L
Functional and E. Collection e ; Bidder to comply with RFP terms and conditions.
hi for ? B . ;
428 86 Technical Minagement customers, alerts for loan recovery, |Which is the current system for Payment Collections Details will be shared with the selected bidder

Requirements

etc. The system should also have the
ability to initiate manual collections
activities, such as phone calls, emails,
FOS (Feet on the street) services etc.
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3. Payment Dispute Management: The

As per our understanding, Bank already has an existing
payment system, wherein the payment dispute

Annexure 9 - system should have the ability to - - 3
; ; ! ’ . processing and calculations are being handled.
Functional and E. Collection manage payment disputes, including 4 . s
429 86 . 5 3 : However, if required, the proposed CRM will integrate |Yes
Technical Management tracking the dispute, resolving the g £
b . J with the existing payment system and track the
Requirements dispute, and updating the customer z LT
: customer payments in the application.
account accordingly. 7 :
Kindly confirm.
3. Payment Dispute Management: The
Annexure 9 - system should have the ability to
Functional and E. Collection manage payment disputes, including ; . Bidder to comply with RFP terms and conditions.
4 t hods? .
3 86 Technical Management tracking the dispute, resolving the whiat: are: thie different collection methods Details will be shared with the selected bidder
Requirements dispute, and updating the customer
account accordingly.
3. Payment Dispute Management: The [Please let us know high level process flow of Payment
Annexure 9 - system should have the ability to Dispute Management. Are you expecting the Service
431 86 Functional and E. Collection manage payment disputes, including |request related to 'Payment Dispute’ to be logged and  |Bidder to comply with RFP terms and conditions.
Technical Management tracking the dispute, resolving the assigned to respective teams for ananlysis and track till [Details will be shared with the selected bidder
Requirements dispute, and updating the customer  |closure? How many types are there for 'Payment
account accordingly. Dispute’ related cases?
3. Payment Dispute Management: The
Annexure 9 - system should have the ability to
Functional and E. Collection manage payment disputes, including . RFP clause is self explanatory. Bidder to comply
A5 88 Technical Management tracking the dispute, resolving the Need mare clarity wit'h RFP terms and conditions.
Requirements dispute, and updating the customer
account accordingly.
3. Payment Dispute Management: The
Annexure 9 - system should have the ability to
Functional and E. Collection manage payment disputes, including
433 5 Technical Management tracking the dispute, resolving the Ho npery pusted
Requirements dispute, and updating the customer
account accordingly.
As per our understanding, Bank already has an existing
4. Payment Recovery: The system payment system, wherein the payment recovery
Annexure 9 - i o : . .
: . should have the ability to initiate processing and calculations are being handled.
Functional and E. Collection A, . s : s
434 86 . recovery activities, including wage However, if required, the proposed CRM will integrate |Yes
Technical Management . ; . .
) garnishment, legal action, and other |with the existing payment system and track the
Requirements i =
methods to recover past-due amounts. [customer payments in the application.
Kindly confirm.
Anniure 9 - bt it e i ey
Functional and E. Collection i s ¥ ; Please explain with further details on the expectation |RFP clause is self explanatory. Bidder to comply
435 86 ; recovery activities, including wage . s /
Technical Management here with RFP terms and conditions. {

Requirements

garnishment, legal action, and other
methods to recover past-due amounts.
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4. Payment Recovery: The system

gt aue 9.- should have the ability to initiate
Functional and E. Collection s Y . Please explain bank's process for Payment Recovery? Bidder to comply with RFP terms and conditions.
436 86 ) recovery activities, including wage ] ; . . N . . . .
Technical Management i . Are you expecting any intergration with bank’s system? [Details will be shared with the selected bidder
; garnishment, legal action, and other
Requirements
methods to recover past-due amounts.
Annexure 9 - 4. Payment Recove'r.y: Thg s‘y?tem
. . should have the ability to initiate . )
Functional and E. Collection AR g . RFP clause is self explanatory. Bidder to comply
437 86 . recovery activities, including wage Need more clarity : o
Technical Management ; ; with RFP terms and conditions.
. garnishment, legal action, and other
Requirements
methods to recover past-due amounts.
i O 4. Payment Recovgry: Thg s.yﬁtem
. . should have the ability to initiate
Functional and E. Collection T :
438 86 . recovery activities, including wage No query posted
Technical Management . p
. garnishment, legal action, and other
Requirements
methods to recover past-due amounts.
5. Reporting and Analytics: The
system should provide real-time
Annexure 9 - reporting and analytics on payment ; 5 2
Functional and E. Collection and collection activities, including IS 1.t e inapmianiny the. e e s The data will be shared through Bank's API
439 86 . . built the dashboard ? In which systems these data
Technical Management aging reports, payment trends, and )
; : currently being managed?
Requirements performance metrics. The system
should also allow for customizable
reports and dashboards.
6. Customer Segmentation: The
system should have the ability to
segment customers using ML-Al based
on customer meta data with the bank
Annexure 9 - such as payment history, payment
Functional and E. Collection behavior, high-risk/low risk customers |Does the Bank uses any Al/ML models currently or is it : . .
0 ko Technical Management and other relevant factors. This expected the bidder to develop these models? et tocatnply) with REP:temmis:ad aigthtions.
Requirements segmentation should further be
processed using ML-Al to prioritized
which customer need attention such
as chances of default in payment of
the installment etc.
Is it fair to assume that proposed CRM solution should
Annexure 9 - be able to integrate with the collection management . : ;
; : oo Proposed solution must contain Collection
Functional and E. Collection system and provide insights for customer 360. A )
441 86 . . . Management as part of CRM. Bidder to comply
Technical Management complete collection management being core

Requirements

functionality will be sitting in the CBS system and we
need to integrate to that.

with RFP terms and conditions.
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Is it fair to assume Payment Processing,Payment

Annexure 9 - Collections,Payment Dispute Management related
442 86 Functional and E. Collection business processes can be initiated from CRM system RFP clause is self explanatory. Bidder to comply
Technical Management using integration with external system(like CBS etc) and [with RFP terms and conditions.
Requirements actual core collection related process will be out of
scope of CRM.
Third Party System integrations will be required like
payment gateways, Canara Bank backend systems (ERP,
Billing etc), communication channels for the collections
modules to work effectively.
i The flows and process can be created on Salesforce, for
. . actual payment details, integration with payment Bidder has to use the Bank's APl gateway for
Functional and E. Collection : : . .
443 86 : gateways and Canara Bank's core system will be necessary integrations for the proposed CRM
Technical Management . :
Requiréments required. o . ‘ solutions.
Payment Reconcilation will be done on Canara Bank's
core system, the details can be pulled on Salesforce via
Integration
The cost of the Tools/ Systems/ APIs/ Connector will be
borne by Canara Bank.
1. Monitoring and alerts: Ability to
monitor social media platforms 24x7
for customer queries, bad reviews,
Annexure 9 - negative mentions, questions,
444 87 Functional and F. Social Media complaint raised from any social Which social media platforms need to be taken into Bidder to comply with RFP terms and conditions.
Technical management media channels using respective tools |consideration as part of this project? Details will be shared with the selected bidder
Requirements like Sacial Mention, tags/Hashtags
SEMrush, SentiOne, Reputology,
Review Push, Chat meter, Rank Range
etc.
1. Monitoring and alerts: Ability to
monitor social media platforms 24x7
for customer queries, bad reviews,
Annexure 9 - negative mentions, questions,
445 87 Functipnal and F. Social Media complaint raised from any sogial Which social media channels are targeted? All the social rpedia channels with Bank's presence
Technical management media channels using respective tools are to be considered

Requirements

like Sacial Mention, tags/Hashtags
SEMrush, SentiOne, Reputology,
Review Push, Chat meter, Rank Range
etc.

e -

S
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1. Monitoring and alerts: Ability to
monitor social media platforms 24x7
for customer queries, bad reviews,

Annexure 9 - negative mentions, questions,
446 87 Functional and F. Social Media complaint raised from any social Does the bank have any existing tool or mechanism for |Bidder to comply with RFP terms and conditions.
Technical management media channels using respective tools |monitoring and managing alerts and customers queries ?|Details will be shared with the selected bidder
Requirements like Social Mention, tags/Hashtags
SEMrush, SentiOne, Reputology,
Review Push, Chat meter, Rank Range
etc.
1. Monitoring and alerts: Ability to
monitor social media platforms 24x7
for customer queries, bad reviews,
Annexure 9 - negative mentions, questions, Does the Bank have licenses/subscriptions to the tools
Functional and F. Social Media complaint raised from any social mentioned like Social mention, SEMrush, Sentione etc? |_. . -
T 87 Technical management media channels using respective tools |ls it expected CRM to integrate with all these systems? Bidder to comply with RFP terms and conditions.
Requirements like Social Mention, tags/Hashtags Please clarify?
SEMrush, SentiOne, Reputology,
Review Push, Chat meter, Rank Range
etc.
1. Monitoring and alerts: Ability to
monitor social media platforms 24x7
b cu§tomer q.u ki bad. TENIENS: Does bank have business account handles for the
Annexure 9 - negative mentions, questions, : 7 ; 3
Functional and F. Social Media complaint raised from any social metioned char'mels Hke Secial Ment1qn, tags/Hashtags ; ; .~
448 87 Technical I —— et channels USng Fespective tools SEMrush, SentiOne, Reputology, Review Push, Chat Bidder to comply with RFP terms and conditions.
; - ; - : meter, Rank Range etc.
Requirements like Social Mention, tags/Hashtags Kindly confirm
SEMrush, SentiOne, Reputology, :
Review Push, Chat meter, Rank Range
etc.
2. Resolution: Provide round the
clock 24x7x365 support to resolve the
Annexure 9 - customer complaint in real time. It . -
Functional and F. Social Media should also be able to segregate, Whiat th? urber of ad.d1.t1onal languagg ; that heed Bidder to comply with RFP terms and conditions.
449 87 3 e : to be considered for providing responses in this ; y ; é
Technical management prioritize and resolve the issues that sttuation? Details will be shared with the selected bidder.
Requirements affect brand reputation on social :

media and should be able to provide
responses in multiple languages.

o

—

o
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2. Resolution: Provide round the
clock 24x7x365 support to resolve the

Does the Bank have Call center/Customer Service team

Annexure 9 - customer complaint in real time. It who warks 24/7? Resolve the issues means by the CRM
Functional and F. Social Media should also be able to segregate, : F ; We: ,5 Y Bidder to comply with RFP terms and conditions.
450 87 ; ol . automatically? Are we talking about Straight through . y . ;
Technical management prioritize and resolve the issues that : . Details will be shared with the selected bidder.
. . . processes here? As some of the issues require manual
Requirements affect brand reputation on social intervention. ? Howrnany STPs we are talking about?
media and should be able to provide o Y B 3R0uLc
responses in multiple languages.
2. Resolution: Provide round the
clock 24x7x365 support to resolve the
Annexure 9 - customer complaint in real time. It
451 87 Functional and F. Social Media  [should also be able to segregate, Kindly specify the different language support that the |Bidder to comply with RFP terms and conditions.
Technical management prioritize and resolve the issues that  [bank is looking for. Details will be shared with the selected bidder.
Requirements affect brand reputation on social
media and should be able to provide
responses in multiple languages.
3. Ability to create tickets
automatically (with defined TAT’s and
Anmesgae 3 < SLA’s in consultation with bank) for
452 87 Funct19nal and F. Social Media social media complaints/mentions and |More details please RfP clause is self explana.tf')ry. Bidder to comply
Technical management ;i . with RFP terms and conditions.
S—— direct them to the respective
4 employee/branch/department for
quick resolution.
Does Bank have third party tools to support the
Annexure 9 - 4. Ticketing system: Ability to create |following functionalities -
Functional and F. Social Media and manage tickets to track customer (1. Posting on social media : . "
453 L Technical management interactions with a suitable audit 2. Scheduling Post on social channels Bidder to comply with RFP terms and conditions.
Requirements trail. 3. Crawling tool for social media post
Kindly confirm.
- 4. Ticketi : Ability to cr ,
Annex.ure 9 ; ; ccking system Ability 1o create Does Bank have third party tools to support response
454 87 Functional and F. Social Media and manage tickets to track customer tracking for email, SMS and social channel Bidder t ly with RFP t d diti
Technical management interactions with a suitable audit . g ’ ' = €r to comply wi - andconmiivions.
; : Kindly confirm.
Requirements trail.
Annexure 9 - 4. Ticketing system: Ability to create
Functional and F. Social Media and manage tickets to track customer : RFP clause is self explanatory. Bidder to comply
45 87 Technical management interactions with a suitable audit e details please with RFP terms and conditions.
Requirements trail.
Annexure 9 - - "
; . 6. Ability to view translation of the
Functional and F. Social Media & Bidder to comply with RFP terms and conditions.
t acular la hat oth ?
9 & Technical management ERSTCIRMAL K| iy nguages what other languages Details will be shared with the selected bidder.

Requirements

other than English or Hindi.

\ .
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ARNEIRIE D~ 6. Ability to view translation of the
Functional and F. Social Media . y. What is the number of vernacular languages that need |Bidder to comply with RFP terms and conditions.
457 87 . comment in vernacular languages 3 A £y A { 3 ; A !
Technical management : ! to be taken into consideration in this situation? Details will be shared with the selected bidder.
: other than English or Hindi.
Requirements
Arhesure:d « How many languages need to be supported for the
; ili i lati f th -faci ; if needed f CRM - . . e
Functional and F. Social Media % ABKIEY .m wiew transiation of the | |evployee facmg.app portal | i - SR Bidder to comply with RFP terms and conditions.
458 87 : comment in vernacular languages already covered in other questions)? : ; ’ :
Technical management - Ay ] L . Details will be shared with the selected bidder.
; other than English or Hindi. Do you want the vendor to provide translation strings as
Requirements T .
well, or will it be provided by you?
i " — - -
Annexlure 9 . . 6. Ability to view translation of the Integrat_lon with third party tool will be required
Functional and F. Social Media : translation. . ; i
459 87 : comment in vernacular languages . Bidder to comply with RFP terms and conditions.
Technical management . g The cost of the Tool/ APIs/ Connector will be borne by
. other than English or Hindi.
Requirements Canara Bank.
Annexure 9 - e )
Functional and F. Social Media 7. Ab1ll§y to~5end IO ERES In addition to English, is the bank expecting to send Bidder to comply with RFP terms and conditions.
460 87 y on pending tickets and End-to-End - . O . .
Technical management . A reminders in other languages? Details will be shared with the selected bidder.
. ticket tracking.
Requirements
Annexure 9 -
Functional and F. Social Media 9. Ability to capture image mentions . . . RFP clause is self explanatory. Bidder to comply
Pl referred h .
=01 R Technical management across Digital and Social Media. ase Sxplain oy iinae WEATIONS that 18 refeenad here with RFP terms and conditions.
Requirements
14. Multi-channel support: Ability to
va— configure and create service request
Finctisnal and F. Social Media from different channels like Email, Our understanding is that Bank will procure and provide
462 87 ; : SMS, Website, Google Play Store, 10S |all the required API's to the new CRM for all the Bidder to comply with RFP terms and conditions.
Technical management ; ; " ;
Seciinaienis Apps, Net Banking, Social Media mentioned channel support.
4 (Facebook, Twitter, Instagram etc.),
IVR, Chabot, RBI Portal.
14. Multi-channel support: Ability to
configure and create service request . .
- hether th
Annex.ure ? ; ; from different channels like Email, Can o conﬁ‘rm Whiethariie san currentlY ey Yes, to be integrated with the proposed CRM
Functional and F. Social Media . chatbot solution? Also, does the bank have its own . . R
463 87 . SMS, Website, Google Play Store, 10S . . . . . solution. Bidder to comply with RFP terms and
Technical management ) . . mobile app solution, and if not, is it required for the .
S n— Apps, Net Banking, Social Media bidaer t6 Drovide oner conditions.
9 (Facebook, Twitter, Instagram etc.), P :
IVR, Chabot, RBI Portal.
14. Multi-channel support: Ability to
Pr— conflggre and create serv.lce reqL.lest Is:{t safe to-assume that the integration with the Bidder has. to pr‘owde required AP!s for proposed
; : . from different channels like Email, ) iy CRM solution. Bidder to comply with RFP terms
Functional and F. Social Media . mentioned systems is expected? Can we assume that -
464 87 ) SMS, Website, Google Play Store, 10S : P and conditions.
Technical management the Bank has appropriate APIs/Subscriptions whever

Requirements

Apps, Net Banking, Social Media
(Facebook, Twitter, Instagram etc.),
IVR, Chabot, RBI Portal.

required?
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As per our understanding, Bank must be having a

Annex_ure 9 : < 15. Collaboration tool: Ability for collaboration tool like MS team or Microsoft Outlook, - L ;
Functional and F. Social Media ; ; Bidder to provide necessary solution to meet the
465 87 . multiple agents to collaborate and and the new proposed CRM will leverage the same by -
Technical management By : : intent of the RFP.
: resolve customer inquiries together. |integrating.
Requirements ; ]
Kindly confirm.
17. The agency is responsible to track
Annexure 9 - any abusive/adult/obnoxious content
466 87 Functional and F. Social Media against the bank that tarnishes bank’s |Request Bank to Elaborate the requirement? What is RFP clause is self explanatory. Bidder to comply
Technical management or any of its associated employee’s expected by the CRM? with RFP terms and conditions.
Requirements reputation and henceforth avert the
same under intimation to the bank.
17. The agency is responsible to track
- ive/ i . )
Annex.ure s ; . any'abuswe AL Iobnoxmgus conten'.c Which agency is referred to here? Are you also looking [Agency here refers to the Bidder.
Functional and F. Social Media against the bank that tarnishes bank’s . s i . : - . .
467 87 . : : . for social media management services as part of this  |The bidder to proivide social media management
Technical management or any of its associated employee’s . : .
- ; RFP, or will the RFP cover the platform alone? services as part of CRM solution
Requirements reputation and henceforth avert the
same under intimation to the bank.
19. Reporting: Ability to provide
platform wise report through real time
dashboard, graphics etc. with
contents such as tweets and replies,
data and count, Complainant Name,
Complainant No., Account No. (If Currently bank is available on following social
applicable), Complainant Profile link, media platforms & the proposed solution should
Complaint Type, Complaint Platform, be capable of handling any new additions in
Annexure 9 - First Time Resolution %, Avg. daily future without any cost:
468 87 Functional and F. Social Media mentions, Top mention/Tweet/Post, |Kindly provide details of all the third party platforms Facebook
Technical management Impressions/Click, Website referred here for getting details to generate report . Twitter
Requirements Engagement, Avg. Likes/Retweets, youtube
Demographics segregation of Instagram
Complaints, Compliments, Unsolicited Linkedin
tweets count, Page/Media views, Pinterest

Conversion Tracking, Social Media
Campaign Performance, Social Media
Leads Classification and Generation,
Employee Tweets, Competitor Analysis
etc.
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20. Reporting - Ability to Gather data

Is it required for the bidder to integrate with web/app

Annexure 9 - from various social media channels, news platforms, and if so, what are the specific
469 87 Functional and F. Social Media web/app news platform and other web/app news platforms that need to be taken into Bidder to comply with RFP terms and conditions.
Technical management digital platforms. Tool used must not |consideration? Additionally, what are the different Details will be shared with the selected bidder
Requirements have any limitations on collection of |digital platforms that need to be considered for this
mentions/keywords data. project?
Annexure 9 -
Functional and F. Social Media 21. Ability to Identify and reach out |Could you please provide additional clarification RFP clause is self explanatory. Bidder to comply
470 87 : : ; : A : : 0
Technical management to key bloggers and influencers. regarding this specific requirement? with RFP terms and conditions.
Requirements
The functionality will likely include multiple channels/
Annexure 9 - platforms. Are you looking for CRM to integrate with
471 87 Functional and F. Social Media 21. Ability to Identify and reach out |[those channels to get the influencer data as inputs (for [RFP clause is self explanatory. Bidder to comply
Technical management to key bloggers and influencers. collaboration/supporting them etc)? Are there any with RFP terms and conditions.
Requirements other use cases targeted at CRM system in this
requirement?
24. Collate/analyze social media,
prnee 3.- digital marketing trend, theme and
i . i i L ’ As: tion: Salesf ill b just display th . . :
472 87 Funcnf)nai aod F. Sncial Madia rankings of peer’s/market standards somptian: Saiestoree: will be:used to/justidisplay the Bidder to comply with RFP terms and conditions.
Technical management . X . . data.
) to identify new insights on real time
Requirements :
basis.
25. Integration: The proposed tool
should have the ability for integration
Annex'ure %< . . withexisting Canara' Bank platform But there will be some cost related to activities like
Functional and F. Social Media such as LMS/complaint ] 3 . . . . .
473 87 2 configurations, testing, deployment, etc. This needs to |Bidder to comply with RFP terms and conditions.
Technical management management/call center etc., as and
. . . be explored further.
Requirements when deemed necessary in social
media context without any additional
cost to the Bank.
25. Integration: The proposed tool
should have the ability for integration
Annexure 9 - with existing Canara Bank platform
Functional and F. Social Media  |such as LMS/complaint ; RFP clause is self explanatory. Bidder to comply
47 7 More details pl
4 . Technical management management/call center etc., as and ore detafls please with RFP terms and conditions.

Requirements

when deemed necessary in social
media context without any additional
cost to the Bank.
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25. Integration: The proposed tocl
should have the ability for integration

CRM platform will support REST based integration /
have connectors in popular applications.

Annexure 9 - with existing Canara Bank platform Are there specific systems that you need integrations
475 87 Functional and F. Social Media such as LMS/complaint with - e.g. external complaint mgt. system? What does |Bidder to comply with RFP terms and conditions.
Technical management management/call center etc., as and |call center integration expected to do? PL. provide Details will be shared with the selected bidder
Requirements when deemed necessary in social details of all systems to be integrated if the
media context without any additional |integrations are intended to be implemented as part of
cost to the Bank. RFP scope.
Annexure 9 - : . . 5 ‘
- - : Does the Bank have any Social media tools currently Bidder to provide such tools in the proposed CRM
Functional and F. Social Media . ) . ; . : ; R .
476 87 . being used like Sprinkirs etc with which the integration |solution to comply with RFP terms
Technical management : )
. is expected?
Requirements
Annexure 9 -
477 87 Functional and F. Social Media Do you have an existing Digital/Social Media Marketing [The proposed solution must consist of
Technical management tool? Digital/Social Media Marketing tools, etc.
Requirements
Annexure 9 - .
i ?
Functional and F. Social Media Which .languages are targete Inithe seopeiof the RFFT Bidder to comply with RFP terms and conditions.
478 87 : Is the intent to make the user understand the comment . ; ; .
Technical management : : Details will be shared with the selected bidder
. and respond in English?
Requirements
Annexure 9 - i
i G. Dashboard / 1. Ability to generate On the . .
479 89 Funct|9na1 g Reports Fly/Dynamic Reports from Application oy tﬁe Bk have any RgportmngUAnalytlcal toel ¢ Bidder to comply with RFP terms and conditions.
Technical app being used currently like Power Bl/Tablue etc?
. components through GUI
Requirements
Annex.ure 3 G. Dashboard / 7. Session Activity Report, Session TotaF ueigue V SHAT Off the Web propesties .(Desktop *
Functional and = mobile Web) in a month. (Please note even if one . . o
480 89 ) Reports Log Activity Report, User Performance | . .~ . : ) ; ; ; Bidder to comply with RFP terms and conditions.
Technical visitor is opening site multiple times for the unique
] components Report. i :
Requirements visitor count is 1)
Annexure 9 - ) - : : ;
ctunctional and G. Dashboard /  |7. Session Activity Report, Session Total Monthly Active Users across the mobile apps
481 89 Teckifiicat Reports Log Activity Report, User Performance |(Unique number of users who opened the app in the Bidder to comply with RFP terms and conditions.
. components Report. last 30 days)
Requirements
ﬁzgi:itéaifi;nd G.. Dashhaaed { 29 N‘r)ttTf:f:r:j?-'?n:re\E;:t"l':Q:::;?:o?audu These report seem to be Core banking reports. Please hirs
482 89 : Reports port; o . : § reporis. The proposed solution should have the capability
Technical type wise Report; Financial confirm. .
: components z . of generating such reports.
Requirements Transaction type wise Report.
9. The system should have capability
Annexure 9 - to interface with Bank'’s existing ; .
Frctional sid G. Dashboard / analytics/MIS/ DATA WAREHOUSE ‘ RI-TP clause is self explangtgry. Bidder to comply
483 89 . Reports . Need more clarity with RFP terms and conditions.
Technical T platform to fetch reports and display
Requirements P in the CRM dashboard and reports

menu.

N\
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9. The system should have capability

Annexure 9 - G. Dachioard / to interface with Bank’s existing Kindly mention the system names for -
484 89 Functional and Ré fis analytics/MIS/ DATA WAREHOUSE 1. Existing Analytics Bidder to comply with RFP terms and conditions.
Technical cor:O S— platform to fetch reports and display |2. MIS Details will be shared with the selected bidder
Requirements P in the CRM dashboard and reports 3. Data Warehouse
menu.
re9 - 15. Availabili laint
Annex.u € G. Dashboard / vatlahility of Comp RFP clause is self explanatory. Bidder to comply
485 89 Functional and Reports Management Dashboards & reports for s exolain with RFP termis and conditiani
Technical mf':o RS reporting to regulatory authorities like P P conditions.
Requirements P RBI, SLBC, MOF, NPCI etc.
Annex.ure i G. Dashboard / 13 Avaiiabilingef Complaint Reports can be downloaded and shared with the
486 89 Fanctionsl and Reports Management Dashboards & reports for required authorities via email from the Salesforce Bidder to comply with RFP terms and diti
Technical corI; onents reporting to regulatory authorities like A qtem or offline means Ply wi s and conditions.
Requirements P RBI, SLBC, MOF, NPCI etc. ¥s ;
Annexure 9 -
| G. Dashboard / ; . i
487 89 Functional and Recsars How many Reports are Dashboards are expected to be |Bidder to comply with RFP terms and conditions.
Technical B delivered? If possible, please share sample reports. Details will be shared with the selected bidder.
X components
Requirements
AEERUE 3 - G. Dashboard / . . . ) .
488 89 Functional and Reports How Many users will Generate on the Fly /Dynamic Bidder to comply with RFP terms and conditions.
Technical po Reports Details will be shared with the selected bidder.
. components
Requirements
Annexure 9 -
G. Dashboard /
Functional and . Bidder to comply with RFP terms and conditions.
How M I C t
B9 8 Irechnical REOILS SHMEMERR Wil Conmiine the RepRre Details will be shared with the selected bidder.
: components
Requirements
MEREREG: 6 & G. Dashboard /
490 89 Functional and Re.e o Whcih users are expected to Download and the Business |Bidder to comply with RFP terms and conditions.
Technical o Reasons behind downloading ? Details will be shared with the selected bidder.
: components
Requirements
Annexure 9 -
. G. Dashboard / What is the Banks Exisitng Analytics Landscape ? What ; ; s -
491 89 :ulgic]:s:l:l ad Reports is Used for MIS, What is Used as Data Warehouse ? g]edt‘:?lrsmilclo;‘ pl: ‘f‘;h RZE t:rms la nc:ecdor;c_icllzons.
€ . components Where is the Data Warehouse Hosted ? W R e & BEee L
Requirements
Annexure 9 -
P / ; ; ;
492 89 Functional and Se g?tsshboard If there exists any MIS Team ? is the team centralized |Bidder to comply with RFP terms and conditions.
Technical P and what is the Workforce strength of the Team ? Details will be shared with the selected bidder.
- components
Requirements
Afineiaice 9 - G. Dashboard / . , . . L ;
493 89 Functional and Retaits How Many Business Users need to create Dynamic Bidder to comply with RFP terms and conditions. pa
Technical cofnoponents Reports ? Details will be shared with the selected bidder.

Requirements
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AhRExiie 3 - G. Dashboard /
Functional and i Where is the Current Database/Datawarehouse Hosted ? |Bidder to comply with RFP terms and conditions.
494 89 ; Reports y . R j -
Technical On PRemise or On Public Cloud ? Details will be shared with the selected bidder.
. components
Requirements
1. Should have in-built and
customizable Analytical Machine
Annexure 9 - o Learning (ML) models for Segmenting
Fivittaiat ard H. Predictive the customers, Market Basket REP cl is self lanat Bidd L
495 90 T:chnical Analysis & Analysis, Customer lifetime value More details please .tth?__‘;sf s 5€ (:pr ar:; ?ry. idder to'comply
Reauiremerits Forecasting (CLV), Customer Profile, Customer b SIS AnG conditians.
= behavioral Study. Option to drill down
to various levels HO/CO/RO/upto
Branch.
1. Should have in-built and
customizable Analytical Machine
ing (ML for S i
Annexure 9 - o Leaming, (ML) modelsfor-Segnierting Generally the CRM platforms/product will have Al/ML
X H. Predictive the customers, Market Basket e . . G
49 9% Functional and Analysis & Analysis, Customer lifetime valuie capabilities, but the models need to be developed and |Bidder to comply with RFP terms and conditions.
p i : ) o o 5 W . )
;&:?:;:ients Forecasting (CLV), Custormer Profile; Custorrier ;rr:‘]:f:i;?k]itn th:b212a£l1t:nqz$sct|?:. i;lc:: n:::ly rl"rtr:gels? Details will be shared with the selected bidder.
€q behavioral Study. Option to drill down g P e Ipeme s
to various levels HO/CO/RO/upto
Branch.
2. Should be capable of integrating
with Bank’s existing ML models.
Should be capable of integrating with
Anrence 3 H. Predictive any analytical solution used for ML
Functional and ' ] y . Which AI/ML technology / solution the Bank is using Bidder to comply with RFP terms and conditions.
497 90 Technical Analysis & modelling. The Al/ML should evolve currently? Details will be shared with the selected bidd
Requirernenits Forecasting over time by adding more and more ¥e AL Y Do Shared wi £ AENeCe0 Dikder.
9 data points/inputs to the algorithm
and improve the current banking
processes.
2. Should be capable of integrating
with Bank’s existing ML models.
Should be capable of integrating with
/nnexdre 9.- H. Predictive any analytical solution used for ML
498 %0 Functional and Ar-wal sis & moydelling The ALAML shotitd evolve Which analytical platforms are expected to be Bidder to comply with RFP terms and conditions.
Technical ¥ . integrated as part of this project? Details will be shared with the selected bidder.

Requirements

Forecasting

over time by adding more and more
data points/inputs to the algorithm
and improve the current banking
processes.

'y

P

s
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Annexure 9 - s 4. Should have capability to provide
: H. Predictive IR . A
Functional and 1 Analytical insights to customers about - RFP clause is self explanatory. Bidder to comply
499 90 i Analysis & ) : . Need more clarity : =
Technical ; his profile and suggesting Goal based with RFP terms and conditions.
: Forecasting ;
Requirements Upsell/ Cross sell offers to him.
5. Should be capable of seamlessly
Annexure 9 - A integrating ML generated Leads data
; H. Predictive - : 3
500 90 Functional and Araluste B to campaign module and flow of Need more clarit RFP clause is self explanatory. Bidder to comply
Technical s feedback from campaign to ML models ¥ with RFP terms and conditions.
. Forecasting . . L
Requirements for completion of ML operations life
cycle.
Annexure 9 - . 7. Should be capable of having
. H. Predictive i ; ; .
Functional and ; various use cases and scenarios to ; RFP clause is self explanatory. Bidder to comply
501 90 . Analysis & ! ) . Need more clarity . .
Technical . improve customer satisfaction and with RFP terms and conditions.
. Forecasting .
Requirements customer retention.
Annexure 9 - 2
Functional and it Efiome 8. Should be capable of categorizing RFP clause is self explanatory. Bidder to comply
ez W Technical Rvdtysis & the customers based on risk of churn. Heedmees clarty with RFP terms and conditions.
. Forecasting
Requirements
Annexure 9 - ;oo iz
Functional and 1 Prgdwtwe 19 Capal?nl:ty S chee, . ) RFP clause is self explanatory. Bidder to comply
503 90 . Analysis & conversation (From Call center) into a [Need more clarity 2 -
Technical 5 : e with RFP terms and conditions.
A Forecasting transcript for Text mining models.
Requirements
Annexure 9 - ol L . ‘ -
Eunctiohal and H. Pretdlctwe 10. Capat_nhty to convert . Is the vendor expected to suggest a text mining tool or Bidder to camply with RFP terms and con.cl.1t1on5.
504 90 : Analysis & conversation (From Call center) into a |, - == Proposed solution should have the capability of
Technical : i bec integrate with an existing one? . .
j Forecasting transcript for Text mining models. suggesting a text mining tool.
Requirements
Annexure 9 - e s ) ; . ; P
Functional and H. Predictive 10. Capability to convert Integration with third party tool will be required to
505 90 Technical Analysis & conversation (From Call center) into a |convert speech to text. The cost of the Tool/ APIs/ Bidder to comply with RFP terms and conditions.
. Forecasting transcript for Text mining models. Connector will be barne by Canara Bank.
Requirements
AL 3 - H. Predictive
Functional and X . Is the vendor expected to provide an Al/ML tool or Proposed CRM solution should have the
506 90 ; Analysis & L . S o
Technical . integrate with an existing one? capability/tool of Al/ML.
. Forecasting
Requirements
Annexure 9 - g Prov-151on to gEnerate Pevfommaris Bank will be having incentive plans as per it's
Functional and s b vl ealtiakian eoport. oF business/operational requirement. Bidder to
507 91 X waorkflow employees/branch/RO/CO/HO level [Do you have any Incentive plans? .p b o .
Technical Mahasegit arid ability 6 generats enorts for comply with RFP terms and conditions. Details
Requirements 8 e ytog P will be shared with the selected bidder.
monitoring.
Annexure 9 - A va.l 90 I el Doipren Does performance evaluation means tracking the ) ' -
Functional and L. User and pealisation Fpar of targets of each employee and then compensating them |0 oocr t0 COmPply with RFP tems and conditions.
508 | 91 : workflow employees/branch/RO/CO/HO level g oy A P! g Details will be shared with the selected bidder.
Technical am based on that? Does this require calculation of
; Management and ability to generate reports for iy
Requirements commissions as well?

monitoring.
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Annexure 9 -

5. Provision to generate Performance

Functional and |. User and evaluation report of Whit et tiical ertormanca Pis fof dvinlovess Bidder to comply with RFP terms and conditions.
509 | 91 , workflow employees/branch/R0O/CO/HO level FHeR.p PIOYEES:  IDetails will be shared with the selected bidder.
Technical = branch etc?
. Management and ability to generate reports for
Requirements o)
monitoring.
Arriese R 7. Provision to assign Lead &
Ponétional and I. User and Campaign Target to each How many Sales persons get incentivized? Bidder to comply with RFP terms and conditions.
510 91 . workflow branches/teams based on Does Direct Sales Agent also get incentives Details will be shared with the selected bidder.
Technical v ! 2
- Management Organization hierarchy from RO/HO  |Any Partner / Agent onboarding?
Requirements
Level.
9. Ability to create workflow rule to
handle complaint. Such as ability to
create tickets automatically (with
[y defined TAT's and SLA’s in
Futictanatsind I. User and consultation with bank) for complaints T RO SOV, O — Bidder to comply with RFP terms and conditions.
511 91 5 workflow raised from any channel and P g P Details will be shared with the selected bidder.
Technical ; : allocate case to agents
REGIFEEHT Management automatically assign to the
qu appropriate user/group based on the
logic provided by the bank and
escalation in case the resolution was
not provided with in a time frame etc.
Fa—— Please specify if User roles, rights, position will be
Functional and I. User and integrated through internal bank systems or it can be  [Bidder to comply with RFP terms and conditions.
512 91 . workflow assumed that system administrators will configure Details will be shared with the selected bidder.
Technical ) .
; Management manually in CRM through front end configurable
Requirements 4
interface.
As per our understanding, the proposed CRM shall
Annexure 9 - < o g % )
Furctioat aid 1. Card 1. Ability to initiate a new/duplicate |provide end to end workflow for Card Management.
513 92 : i card from CRM as per the customer However, transactions will be handled in the core Yes
Technical Management : S
Requi i request and his/her eligibility. system.
sl Kindly confirm.
e 9 Are you expecting any STP (Straight Through
Functiznal arid 4. Card 1. Ability to initiate a new/duplicate |Processing) to be developed for Ticketing / Service STP is requilred as part of the probosed CRM
514 92 : - card from CRM as per the customer Request system? How many and which STP's need to be . cqu P b
Technical Management : S . ) solution.
X request and his/her eligibility. developed? For STP's, how many Bank's systems need to
Requirements A
be integrated?
Annexure 9 - -, S )
1. Al t / . . ; . 3
Functional and J. Card bility to initiate a new/duplicate Is CRM intended to integrate with existing CBS or any  |Yes. Proposed solution msut be integrated with
515 92 . card from CRM as per the customer . A v
Technical Management - A other system for the actual card issue processing? Bank’s existing card management system.
; request and his/her eligibility.
Requirements
Annexure 9 - o s o : . . C £ g
FircHonaland J. Card 1. Ability to initiate a new/duplicate |The CRM will take/create a Service Request/Case in the 4 l> \
516 92 N : card from CRM as per the customer CRM and pass the details to Bank's Card System/Core Yes [/\ B
Technical Management

Requirements

request and his/her eligibility.

system for further action. Is our understanding correct?

\

oy
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Annexure 9 - As above. The role of CRM is to take the request in the
517 92 Functional and J. Card 2. Ability to block/hotlist a card System and pass the details for frther processing and Yes
Technical Management based on customer request. update the Service request in CRM upon receiving
Requirements status from Bank's LOB system?
Annexure 9 - Is CRM intended to integrate with existing CBS or any
518 92 Functional and J. Card 2. Ability to block/hotlist a card other system for the actual processing? Or, will the Yes. Proposed solution msut be integrated with
Technical Management based on customer request. integration be with multiple systems to hotlist/block Bank's existing card management system.
Requirements card (or do card-related transactions)?
?S:S;z;z? a-n d U, Card 4. Card Management-Inventory,
519 92 . ) Activation, Primary and Add-on Card, |Is there any existing system for Card Management? Yes
Technical Management
. Renewals & Replacements.
Requirements
- . . s . ? .
Annex.ure 9 I — What is expected of CRM for th}S requirement? Typically _ . ‘ o
Functional and J. Card e : the Card Management module is not part of CRM and Bidder has to integrate with existing Card
520 92 ) Activation, Primary and Add-on Card, . 2 :
Technical Management needs to be customized? Is it expected to integrate Management of the bank.
. Renewals & Replacements. . . ;
Requirements with Bank's Card Management system? Please clarify
Annexure 9 -
; 4. Card Management-Inventory, .
521 92 Functpnal o 4 Lard Activation, Primary and Add-on Card, |Pl. describe the requirement here Propgsed s.olunon Souldt higve misker chiecher
Technical Management functionality.
: Renewals & Replacements.
Requirements
Annex.ure A o t? o con:nplamts biom Can we assume that the CRM system will capture ; 3 ; 7
Functional and J. Card payment failures, multiple . i . Proposed solution should integrate with Bank's
522 92 : : ; complaints, and the processing is done manually in CBS L . -
Technical Management debits/credits, wrong charge, R existing complaint handling ecosystem
. or existing systems?
Requirements Chargeback etc.,
Annexure 9 -
523 92 Functional and J. Card From which system will card details be published in Bidder to comply with RFP terms and conditions.
Technical Management CRMm? Details will be shared with the selected bidder.
Requirements
Annexure 9 - . .
hann
Functional and J. Card € etsThrouan w.'hu:h €ard faagement re?qugst wil Bidder to comply with RFP terms and conditions.
524 92 . be accepted? Does it need customer authentication ; - . .
Technical Management i Details will be shared with the selected bidder.
: before processing the request
Requirements
Annexure 9 -
Functional and J. Card ” RFP clause is self explanatory. Bidder to comply
25 2 Technical Management Heed. more clarity with RFP terms and conditions.
Requirements
Please confirm if bank has existing Card Management
solution and proposed solution is only to capture
Annexure 9 - ;
FRCtINEL 3id & il customier's requests related to card as front end tool
526 92 . H and a full-fledge card management solution is not in Bidder to comply with RFP terms and conditions, | =7 .=~
Technical Management A N

Requirements

scope. Also w.r.t. to response to this query, please
modify the requirements in card management sections
accordingly
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Please confirm if bank has existing Card Management
solution and proposed solution is only to capture

Annexure 9 - ; Bank has an existing Card Management System
: customer’s requests related to card as front end tool ; .
Functional and J. Card T : and the selected bidder must integrate the CRM
527 92 ) and a full-fledge card management solution is not in : s
Technical Management 2 solution to the existing Card Management System
; scope. Also w.r.t. to response to this query, please
Requirements . ! ; ) as per RFP terms.
modify the requirements in card management sections
accordingly
Annexure 9 - :\:anzeg,l:-l:r::::hlp 1. Use cases for targeting customers
528 92 Functt‘onal and (iictiading may. be defined by_the Bank. rom time (How is currently campaign segmentation handled in Bidder to comply with RFP terms and conditions.
Technical : to time on the basis of ongoing Canara Bank.
Requirements Associate Party campaigns
o8 Products) paigns.
2. Proposed CRM platform should
assist the Relationship manager to
cater the wealth management
process. We are envisaging broad
scope as far as functionality of the
package is concerned. The package
K. Relationship  [should enable the Bank in profiling
ARACIURE 9/ Management the customers on the basis of financial
i it Wh i ill inali k? . . .
529 92 Funcngnal and (Including need, lifestyle, risk profiling etc. and - ‘*?“ Sehe .w' be f'.n aluzgd byt Bank e Bidder to comply with RFP terms and conditions.
Technical . ) : need this for estimating timelines and cost?
- Associate Party define out the propensity for cross
q Products) selling/upselling of the various
products. It should have the capacity
to client mapping as per the profiling.
The system should decide the
eligibility of the customer and
evaluate their need/potential.
: : 5. Proposed CRM Platform should
K. Relationship . : ;
Annexure 9 - E— facilitate Users to focus on increasing
530 92 Functional and (Incluilin the Total Relationship Value (TRV) Ned mare-clarit RFP clause is self explanatory. Bidder to comply
Technical AssociategPa = and Assets Under Management (AUM) Y with RFP terms and conditions.
Requirements y of customers as per the Business
Products)

objectives, Customer Life Time Value.
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K. Relationship

5. Proposed CRM Platform should

Proposed solution should have the capability of

Annex‘ure 9- Management Cegiie Users.to foF il o Where does the AUM details and TRV details currently |increasing the Total Relationship Value (TRV) and
Functional and . the Total Relationship Value (TRV) i . . .
531 92 . (Including being managed? Is it expected of CRM to integrate with |Assets Under Management (AUM) of customers as
Technical : and Assets Under Management (AUM) ; g PR : 3
2 Associate Party ] these systems and get the details per the Business objectives, Customer Life Time
Requirements of customers as per the Business
Products) - . - Value
objectives, Customer Life Time Value.
K. Relationship » Does Bank have an existing offer management system
Annexure 9 - 9. Ability to Cross sell a range of for cross - sell and up - sell of offers.
. Management i ;
532 92 Functional and (neludin Investment and Insurance products to RFP clause is self explanatory. Bidder to comply
Technical AssociategPa t customers in order to meet their Or is Bank looking for a new solution to meet the with RFP terms and conditions.
Requirements y Financial planning objectives. requirement.
Products) : :
Kindly confirm.
ARG - K. Relationship
M t 11. CRM ; . 2o
Functional and anaggmeﬂ - pg akage sliduid enable . Bidder to comply with RFP terms and conditions.
533 92 - (Including Relationship Management for HNI & How many existing HNI customers does Bank have ? . . . X
Technical . Details will be shared with the selected bidder
. Associate Party ultra HNI customers.
Requirements
Products)
Annexure 9 - :‘anzel:rtr:zzzhlp 18. Facilitate User for the revenue
534 92 Functional and (Inclugzhn generation through Cross selling using |What are the different touchpoints that need to be Bidder to comply with RFP terms and conditions.
Technical AssociategPa rty all Bank’s touch points including taken into account or considered in this situation? Details will be shared with the selected bidder
Requirements Products) digital payment solutions.
K. Relationship 21. Facilitate coordinates with retail
Anemred ¢ Management liabilities section, digital and social
Functional and ge . IS Could you please provide additional clarification RFP clause is self explanatory. Bidder to comply
535 92 ; (Including media, call center and other key stake : ; i ; p it
Technical . e . |regarding this specific requirement? with RFP terms and conditions.
; Associate Party holders that facilitate the cross selling
Requirements .
Products) business.
K. Relationship 21. Facilitate coordinates with retail
Annexure 9 - s . . .
. Management liabilities section, digital and social p s
Functional and - : : RFP clause is self explanatory. Bidder to comply
536 92 . (Including media, call center and other key stake [Need more clarity . .
Technical . . - with RFP terms and conditions.
. Associate Party holders that facilitate the cross selling
Requirements -
Products) business.
K. Relationship 23. Relationship Management in CRM
Annexure 9 - >
: Management package should include features such L .
Functional and ; . : . ; RFP clause is self explanatory. Bidder to comply
537 92 . (Including as portfolio tracking, asset allocation, |Need more clarity . .
Technical ) : ) with RFP terms and conditions.
. Associate Party performance reporting and portfolio
Requirements :
Products) rebalancing.
R Y K. Relationship 23. Relationship Management in CRM
Fonctional aid Management package should include features such |CRM to fetch the details and provide the summery of -
538 92 i (Including as portfolio tracking, asset allocation, |the portfolio, asset allocation etc. by integrating with |Yes AT P
Technical s : : : P N
2 Associate Party performance reporting and portfolio |Core systems? Is our understanding correct? [ 4 ’q No\
Requirements . f S \
Products) rebalancing. 1< | CANARK B8 i
NI/
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K. Relationship

- s T
?32:;?’;63? and Management z:alyt?cea?:;ﬁ?sg?osrhg:ﬁ\:i:(e iR This generally happens in the Specialized Wealth
539 92 . (Including : p o Management and analytical tools and not part of CRM. |[Bidder to comply with RFP terms and conditions.
Technical ) risk management and portfolio ]
; Associate Party ) Request to reconsider the same
Requirements analysis.
Products)
Annexure 9 - ;‘aniet;_::::h'p 24. The package should have
Functional and 8 . analytical tools for financial planning, 3 RFP clause is self explanatory. Bidder to comply
540 92 . (Including ) ] Need more clarity . G
Technical : risk management and portfolio with RFP terms and conditions.
Requirements Assoctate Party analysis
q Products) ysEs.
Annexure 9 - ﬁanzeg?g:g:h‘p 24. The package should have
541 9 Functlpnal and (Including apalytrcal tools for financial Planmng, Please provide details? RfP clause is self explangtqw. Bidder to comply
Technical : risk management and portfolio with RFP terms and conditions.
Requirements Associate Rary analysis
e Products) ysis.
Annexure 9 - :anzefr:(;::hlp 24. The package should have
542 92 Functional and (Inclugdin analytical tools for financial planning, Can-sample analytics be shared? Bidder to comply with RFP terms and conditions.
Technical Associat:Party risk management and portfolio P : Details will be shared with the selected bidder
Requirements Products) analysis.
25. CRM platform should be capable
of facilitating the on boarding of
Annexure 9 - :anzef:r:z::mp ::‘:r:’gi;joacc;::;;:pemma';gap::::zz Could you please confirm if it is assumed that Canara
Functional and g . PP . ¥ g . |Bank already possesses an eKYC solution, and if the Yes. Proposed solution msut be integrated with
543 92 : (Including and manage operations of on boarding ; . . e . i
Technical A N . ) CRM system needs to integrate with this existing Bank's existing AP1/system.
Hadiliiremenits Associate Party of liability products by integrating saliition?
= Products) with the existing systems of the Bank :
viz. e-KYC, customer profiling, etc
25. CRM platform should be capable
of facilitating the on boarding of
ARESE Y- K. Relationship customer’s account opening process
: Management from lead/opportunity management  |Can you confirm whether the bank currently has its own|Yes. The bidder should integrate the proposed
Functional and £ . . . : . : . . . . . s
544 92 Technical (Including and manage operations of on boarding |digital account opening onboarding solution and if the [solution with Bank's existing Digital Account
: Associate Party of liability products by integrating vendor needs to integrate with the existing solution? opening solution/APls.
Requirements . .
Products) with the existing systems of the Bank

viz. e-KYC, customer profiling, etc
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K. Relationship

25. CRM platform should be capable
of facilitating the on boarding of
customer's account opening process

Please provide the names of the vedors involved in the

Annexure 9 -
i i Y PA . 2
ErcriaRal Manage_ment from lead/opportun.lty management. customer onbpardmg process (eKYC, Aadhaar, PAN Bidder to comply with RFP terms and-conditions.
545 92 rechnical (Including and manage operations of on boarding |card, cKYC, video KYC etc) Diskaits will-be-shared with the selected Bidder
R: s Associate Party of liability products by integrating The cost of the Tools/ Systems/ APIs/ Connector will be )
q Products) with the existing systems of the Bank |borne by Canara Bank.
viz. e-KYC, customer profiling, etc
25. CRM platform should be capable
of facilitating the on boarding of
R K. Relationship  |customer’s account ppenmg process
. Management from lead/opportunity management . .
Functional and : ; ; ; RFP clause is self explanatory. Bidder to comply
546 92 ; (Including and manage operations of on boarding |Need more clarity . i
Technical . - . - with RFP terms and conditions.
R IFCTEEE Associate Party of liability products by integrating
4 Products) with the existing systems of the Bank
viz. e-KYC, customer profiling, etc
K. Relationship Is it right to assume that CRM system should be able to
Annexure 9 - .
Fireianal and Management show the key customer metrics as part of customer 360
547 92 ) (Including and RMs should be able to propose products based on  |Yes
Technical : : . .
P S Associate Party that. The core transactions for relationship
€q Products) management will be done on CBS system.
1. Role based access to be provided
to Outsourced Agents (Inbound and
Qutbound), Team Leads and other
Annexure 9 - .
Fatictisnsl-and L call Centre officials at Call Centre. The roles
548 94 < : - should be defined in the Admin What is the CTI tool? Bidder to comply with RFP terms and conditions.
Technical Operations
RaR ST console. The CRM should be made
= . available to outsourced Call Centre
Agents as per the discretion of the
Bank.
Annexure 9 - s
f L E
549 94 Functional and L. Call Centre 1. Integration and accessibility to :‘Le:f:isptrgrg:eﬁgorl]:;n: :te:se/C:PlI:/ezgfn:i:::rwill be Bidder to comply with RFP terms and conditions.
Technical Operations Bank's existing/new Call Centre. ¥ Details will be shared with the selected bidder.

Requirements

borne by Canara Bank.
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1. Role based access to be provided
to Outsourced Agents (Inbound and
Outbound), Team Leads and other

Could the bank let us know
- number of Call Centers
- Number of Agents for each Call Center

Annexure 9 - :
i : - f
Functional and L. Call Centre e oy Ca.ll Ceqtre The rgles HubErof (ut Hatid Asents Bidder to comply with RFP terms and conditions.
250 94 Technical Operations shiould be defined in the Admin " Mamber of Inbound Agents Details will be shared with the selected bidder
Reditrarnents P console. The CRM should be made - Volume of Inbount Calls :
ks available to outsourced Call Centre - Volume of Out Bound Calls.
Agents as per the discretion of the - CTI Make and Version
Bank. - IVR Make and Version.
s ion sh
Annexure 9 - 3r03;1:Z ?;2':3:: f?rlizagl?n Ol:.:gneral How many Categories and Subcategories are there for a
Functional and L. Call Centre P i g L Ticket / Service Request? Are you going to capture Bidder to comply with RFP terms and conditions.
551 94 . ; enquiries, Account based enquiries 7 . . : i 3 .
Technical Operations : different set of fields against ticket based on Category |Details will be shared with the selected bidder.
REGESTISIES and requests, Card related services for and Sub Category?
9 all types of customers of the bank. gory:
Annexure 9 - Ml pisimmespatioy B
552 04 Functlpnal and L, Call. Centre of Bank Branches, ATM, kiosks and any |Need more clarity RI-TP clause is self explangtgry. Bidder to comply
Technical Operations . A " with RFP terms and conditions.
s other business units of the Bank in
Requirements A
search option. .
Annexure 9 - c
553 94 Functi_onal and L. Call.Centre 5. Ab1l.1ty to provide access to wibiat are the different eollsction methods? RE'.'P clause is self explana.tt_ary. Bidder to comply
; Technical Operations collection management module. with RFP terms and conditions.
Requirements
Annexure 9 -
554 94 Functional and L. Call Centre How many call center users will be using CRM Bidder to comply with RFP terms and conditions.
Technical Operations application? Details will be shared with the selected bidder.
Requirements
Annexure 9 - M. Other 1. Availability of Mobile App of CRM
555 04 Functional and Technical in Android & 10S Platforms with GPS  |Kindly let us know if new App is required or the RFP clause is self explanatory. Bidder to comply
Technical requirements tracking and Geo-tagging required functionality in the existing App. with RFP terms and conditions.
Requirements functionality.
Is the requirement limited action based Geo tagging
Annexure 9 - M. Other 1. Availability of Mobile App of CRM  |(e.g. Meeting creation, status update, disposition
556 94 Functlpnal and Techplcal in Am‘jrmd & 10S Platfgrms with GPS L{pdate etc) .& route Plamng @. Bidder to comply with RFP terms and conditions.
Technical requirements tracking and Geo-tagging it also requires continous tracking for the purpose of
Requirements functionality. real time location trackig, distance travelled
calculation etc too
Annexure 9 - M. Other 1. Availability of Mobile App of CRM
Functional and Technical in Android & 10S Platforms with GPS RFP clause is self explanatory. Bidder to comply
557 94 ; : . . Please elaborate more 7 L
Technical requirements tracking and Geo-tagging with RFP terms and conditions.
Requirements functionality.
Annexure 9 - M. Other 1. Availability of Mobile App of CRM PN
Functional and Technical in Android & 10S Platforms with GPS  |Google APIs will be provided and paid by Canara Bank / /QSR \
558 94 ) ; 2 : . . . No f+ i
Technical requirements tracking and Geo-tagging for integration for geo-tagging ANARA BAHK ) % 1
Requirements functionality. K\ .

Page 128 s

7
&

|



Replies to Prebid Queries for GEM/2023/B/3283751 dated 29/03/2023 for Selection of vendor for end to end implementation of comprehensive Customer Relationship Management (CRM) solution for 5 years

Annexure 9 - M. Other 1. Availability of Mobile App of CRM
559 04 FunctIQnal and Tech.rucal in Angroud & 10S Platft?rms with GPS  |Is offl:ne capability for mobile app for any user Bidaer to comply with REP-terms and coriditions,
Technical requirements tracking and Geo-tagging required?
Requirements functionality.
Annexure 9 - M. Other 1. Availability of Mobile App of CRM
Functional and Technical in Android & 10S Platforms with GPS RFP clause is self explanatory. Bidder to comply
560 94 5 : ; . Please elaborate more ; s
Technical requirements tracking and Geo-tagging with RFP terms and conditions.
Requirements functionality.
Annexure 9 - M. Other 3. Bidder should conduct DR Drill
Functional and Technical activity for the channels integrated to
5 94 Technical requirements CRM application every quarter / as per Na query: pasted
Requirements schedule.
Annexure 9 - M. Other
PL hare th T . (Archi . ;
562 94 Functional and Technical di?i:n: faor " alli c:;r"f:tp:m;a;gzct:pﬁo; /rcu;t;ﬁtu;ita Bidder to comply with RFP terms and conditions.
Technical requirements g v P g Details will be shared with the selected bidder.
) to current CRM)
Requirements
Annexure 9 - M. Other Which configuration management tool is being used for
563 94 Funcnpnal and Techp:cal CI/F‘.D p1petme..Can we assume that pipeline creation & BIHEE B CoRply With REP &G Shd conditions.
Technical requirements maintenance will be done by bank, and vendor shall
Requirements support and guide Bank IT team for he same
; Could the bank relax the Purchase Order requirement.
Annesure 10 « 1, implementation As most times PO names will not be in Bidders Name as
564 96 Technical Evaluation |experience of Bidder to comply with RFP terms and conditions.

Criteria

Bidder/OEM

well as PO Carry sensitive Information live Cost which
existing customers wouldn’t like to be shared.
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Annexure 10 -

We find the following contradictions in the RFP in
providing the CRM solution on SaaS Model:-

1) RFP ask is for providing licenses on unlimited user
based for perpetual enterprise model.

2) Annexure -17 requires the bidder to quote for license
and ATS fees for the solution on Capex model.

3) Bank has segregated data residency between on-
premise and public cloud but not segregated
functionalities to be deployed on-premise and public
cloud.

565 96 Technical Evaluation Z Hqstmg of ;e ; Bidder to comply with RFP terms and conditions.
Criteria solution If the Bank wants perpetual unlimited l1cgnses, we
suggest the Bank not to ask for the Solution on SaaS
model.
Additionally, we recommend that the entire solution
should be deployed on a hyper-converged cloud ready
infrastructure with a capability to convert to full cloud
/ hybrid based on Bank's requirement/discretion at any
point of time during the contract period. The Bidder
can be asked to include the cost of the same.
i. Customer 360 View
ii. Campaign management
iii. Lead Management Module
3. Availability of e Opport.umty Management We request the Bank to clarify with examples what
. . v. Collection management ; g ;
Annexure 10 - services in vi. Social Media management exactly is required to be mentioned for Card
566 96 |Technical Evaluation |proposed solution management and Wealth management in the Bidder to comply with RFP terms and conditions.

Criteria

to integrate with
several modules:

vii. User and workflow Management
viii. Dashboard / Reports components
ix. Card management

X. Wealth Management

xi. Call Centre Operations

xii. Predictive Analysis & Forecasting

documentary proof /artifacts to be submitted for this
criteria
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Annexure 10 -

1. Implementation

1) Please allow Scheduled Public / Private sector Bank/
foreign bank reference with above 100 branches and
more than 2 million customer base to be provided as a
reference.

567 96 Technical Evaluation |experience of Bidder to comply with RFP terms and conditions.
Criteria Bidder/OEM 2) Please also allow references of a Service Provider
providing Customer Management services to a
Scheduled Public / Private sector Bank
. Please allow client reference of large Co-operative
Annexure 10 - 1. Implementation . .
: : 4 Banks with above 100 Branches and more than 2 Million | . . .
568 96 |Technical Evaluation |experience of : ; 3 Bidder to comply with RFP terms and conditions.
ks . client customer base along with NBFC / Small Finance
Criteria Bidder/OEM . .
Bank in India
Satisfactory performance certificate from client in
Annexure 10 - 1. Implementation BFSI/NBFC/Small Finance Bank / Co-operative Bank /
569 96 Technical Evaluation |experience of Foreign Bank / Insurance Company / Any Listed Bidder to comply with RFP terms and conditions.
Criteria Bidder/OEM company along with purchase order/work order to this
effect
Request you to kindly amend the clause to-
Implementation/Supply experience of Bidder/OEM of
CRM product globally
e i~ 1. Implementation Schedule Public/ Private sector Bank globally: 4 Marks
570 96 Te;hn?cal Evaluation e>.<penence of NBECs #Small. financs Banks? Pubiic: sector Bidder to comply with RFP terms and conditions.
Criteria Bidder/OEM L
organizations globally: 3 Marks
Insurance company/ Any listed company globally: 2
Marks
Also, self-declaration from OEM/bidders is acceptable
World’s leading CRM SaaS$ products are end-to-end
managed by the OEM from their own cloud
environments.
This marking criteria is not relevant to the OEM's who
Anrsexre 10.2 2. Hosting of are offering SaaS
571 96 Technical Evaluation SoLIBN W réquest this markifig scherna to be removed to give Bidder to comply with RFP terms and conditions.

Criteria

every OEM as a fair chance and equal opportunity to
score

§ CA
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Annexure 10 -

Since this is a SaaS based CRM implementation RFP,

572 96 Technical Evaluation :é[ti;z:ng of request bank to remove the points being awarded for  |Bidder to comply with RFP terms and conditions.
Criteria hosting solution on-prem
i. Customer 360 View
ii. Campaign management
iii. Lead Management Module
kit iv. Opportunity Management Please confirm if the components mentioned in these
3. Availability of . R
i v. Collection management are to be part of solution or these need to be
Annesare 10;- services in vi. Social Media management integrated with proposed solution, as some of the
573 96 Technical Evaluation |proposed solution | . S S prop ; : Bidder to comply with RFP terms and conditions.
o i ; A vii. User and workflow Management  |components (e.g. wealth Management) are not in FRS
Criteria to integrate with
viii. Dashboard / Reports components |(Annexure 9)
several modules: |
ix. Card management
x. Wealth Management
xi. Call Centre Operations
xii. Predictive Analysis & Forecasting
i. Customer 360 View
ii. Campaign management
iii. Lead Management Module
3. Availability of iv. 0ppo¢un1ty Management
A v. Collection management
Annisore 10 widiyeaai vi. Social Media management Please modify the evaluation criteria to product
574 96 Technical Evaluation |proposed solution | . e .y : - A P Bidder to comply with RFP terms and conditions.
s . . vii. User and workflow Management  |documentation for integration capability
Criteria to integrate with
viii. Dashboard / Reports components
several modules: |,
ix. Card management
Xx. Wealth Management
xi. Call Centre Operations
xii. Predictive Analysis & Forecasting
Annexure 10 - 1. Implementation 2 . . . .
P RF .
575 9% Technical Evaluation |experience of Request you to Please provide Past Experience Bidder to comply with RFP terms and conditions

Criteria

Bidder/OEM

exemption for MSE and Startup registered Bidders

Details will be shared with the selected bidder.

~

]
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Annexure 10 -

3. Availability of
services in

i. Customer 360 View

ii. Campaign management
iii. Lead Management Module
iv. Opportunity Management
v. Collection management
vi. Social Media management

Request you to Please provide Past Experience

Bidder to comply with RFP terms and conditions.

376 " TeF hnllcal e proposed solut-lon vii. User and workflow Management |exemption for MSE and Startup registered Bidders Details will be shared with the selected bidder.
Criteria to integrate with
suveral imodates: [T Dashboard / Reports components
ix. Card management
x. Wealth Management
xi. Call Centre Operations
xii. Predictive Analysis & Forecasting
Annexure 17 - Bill of Need clarity.on Table A- As there is no specific
577 104 Naterial milestone wise payment has been highlited for Bidder to refer Corrigendum-2.
Implementation.
Annexure 17 - Bill of Request for Unlimited licensing is mentioned. However
578 104 Miteciat to conclude the licensing BOQ we need to have a Bidder to refer Corrigendum-2.
detailed bifurcation of User types and their functions.
Could the bank confirm the Pricing that needs to be
shared for AMC/ATC is it just the Per Month charges for
Anesiire 17 - BilL of Software(SAAS). Or Per Year.
579 115 : As page 18 8.1.9 - Says Quartey payment in arrears. Bidder to refer Corrigendum-2.
© |Material I . !
If the bank requires resources in helping for L2/L3 or
onsite supports that will request the bidder based on
the rate card shared.
VENDOR/ SERVICE PROVIDER shall
keep and hold the Bank indemnified
and harmless from time to time and at
all times against all actions,
Appendix G - Draft plroce:(‘:hngs. cla1ms,l§u;1_:ls., SN The Indemnity clause has widely drawn risk.
580 127 |Contract Agreement |[11. Indemnity (Incuding statitory Hability, Bidder would like to negotiate on this clause in case the|Bidder to comply with RFP terms and conditions.

penalties, demands, charges, costs
(including legal costs) and expenses,
damages, losses and any other
expenses which may be caused to or
suffered by or made or taken against
the Bank arising out of:

engagement/project is awarded to US. Bank to confirm
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Appendix G - Draft

12. Confidentiality

“Except as otherwise permitted by this Agreement,
neither of the parties may disclose to third

parties the contents of this Agreement or any
information provided by or on behalf of the other
that ought reasonably to be treated as confidential
and/or proprietary. Parties may, however,

disclose such confidential information to the extent
that it: (a) is or becomes public other than

through a breach of this Agreement, (b) is subsequently
received by the receiving party from a

third party who, to the receiving party’s knowledge,

" . " itions.
581 127  |Contract Agreement e ———— owes no obligation of confidentiality to the Bidder to comply with RFP terms and conditions
disclosing party with respect to that information, (c)
was known to the receiving party at the
time of disclosure or is thereafter created
independently, (d) is disclosed as necessary to
enforce the receiving party’s rights under this
Agreement, or (e) must be disclosed under
applicable law, legal process or professional
regulations. These obligations shall be valid for a
period of 1 year from the date of termination of this
Agreement.”
Initially 15000 users. The selected Bidder has to
582 CRM User Count How many users will be using CRM application? prow.de additional user licenses as: per Banks
requirement at the same cost during contract
period.
583 CRM User Count What are the Key roles of the users? Bidder. 1o comply with REP teettis aivd conditians.
584 CRM User Count WhaF is Bole wise User count who will use CRM Bidder to comply with RFP terms and conditions.
application
W i fi igration? H 5 A s
585 Data Migration 5 :f;nllsss:::; t: ;)[e)it:ng?er?e::o m?taT:r"gx?:tl:r:ce Bidder to comply with RFP terms.and conditions.
¢ Y ; & g Details will be shared with the selected bidder.
Customer Data’ ?
586 Data Migration What is volume of Existing Customer Data? Will be discussed with the selected bidder
587 Data Migration :)nr:sc::tmany tables the existing customer data s Will be discussed with the selected bidder
588 Data Migration How many fields are required to migrate existing Will be discussed with the selected bidder
customer data
Can we assume that apart from customer master data
589 Data Migration there is no requirement to migrate existing contatcts, |Bidder to comply with RFP terms and conditions.

leads, accounts, cases, attachments? Please confirm
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A Customer 360

At a high level could you please share the number of
external & internal (homegrown) systems involved in

Bidder to comply with RFP terms and conditions.

79 View NA existing tech stack? Could you also specify the purpose |Details will be shared with the selected bidder.
of these systems?
C Lead Assumption: Files will be scanned through antivirus
591 NA while uploading/downloading at Bank's end. Please Bidder to comply with RFP terms and conditions.
management 3
confirm
C Lead Assumption: File location Cryptographic controls will be |Necessary solution relevant for successful
592 NA handled as part of system that handles Document implementation of proposed CRM solution to be
management ; 2 :
storage. Please confirm provided by the bidder
i 's P ? What i
593 E Collection NA Are Feet on the street agents on Bank's Payroll at is Bidder to comply with RFP terms and conditions.
Management the volume of these users?
594 E Collection NA Is there any use-case for making payments from CRM Bidder to comply with RFP terms and conditions.
Management platform? Details will be shared with the selected bidder.
F Social Media Ability to view translation of the Assumption: This service will be implemented with the
595 comment in vernacular languages help of third party solutions available as the data will |Bidder to comply with RFP terms and conditions.
Management ; " o
other than English or Hindi be dynamic in nature.
F Social Media Assumption: Logic to identify a content as
596 NA Adult/Obnoxious/abusive will be achieved via third Bidder to comply with RFP terms and conditions.
Management i
party service.
F Social Media Assumption: Logic to identify key blogger/influencer ! . e
5 Management oy will be will be achieved via third party service. Bidder to comply with RFP terms and condtions.
G Dashboard / . !
k h Al
598 Reports NA Daes the bar ; as‘ ex:st.lng epine .that can.pe The proposed solution should meet RFP terms
leveraged or will it be implemented in Salesforce?
components
599 SED:::Joard A NA How many What-if scenarios are expected to be The proposed solution should meet RFP terms as
P implemented? well as Bank's business/operational requirement
components
G Dashboard / | .
600 Reports NA Assurﬁptmn. IRESTYstansarc repprt YRS WHVES Bidder to comply with RFP terms and conditions.
provided by the bank. Please confirm.
components
H Predictive Does bank use any Al/ML platform currently? Or else
601 . NA Salesforce Einstein Analytics platform will be Bidder to comply with RFP terms and conditions.
Analytics .
considered.
602 geDai?:Joard ! NA Which users are expected to Download and the Business |Bidder to comply with RFP terms and conditions.
0o Reasons behind downloading ? Details will be shared with the selected bidder.
components
p s o . 3 {
G Dashboard / YVhat is the Banks Ex1§t1ng Analytics Landscape ? What Bidder to comply with RFP terms and conditions. |\
603 Reports NA is Used for MIS, What is Used as Data Warehouse ? ; 3 . )
y Details will be shared with the selected bidder. L
components Where is the Data Warehouse Hosted ?
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G Dashboard /

Is the bank planning to upgrade or replace any of its

604 Reports NA existing analytics, data warehouse, or management Bidder to comply with RFP terms and conditions.
components information system (MIS) platforms?
It should be submitted by the respective OEM for which
bidder is quoting. However, bid document says that
OEM will have to own the responsibility in case of . ;
505 failure of bidders so the Certificates are to be raised Bidder: and OFM o comply with RFP terms:
from the OEM (Page No.-11, S.No-6.4). Anyways, bidder
is submitting the bid security
The bank has asked the bidder
: hvbri
solugon to comply to ybn.d For Hybrid architecture, we need reuse bank's ESB and . . .
606 N.A architecture where CRM will be on i werieament, Remestmarmniiaratonss die Bank will provide available APIs for necessary
o SAAS and data needs to be pulled in i g - Req ¥ integrations
real time based on user requirement :
from On premise Database
607 N.A. End of Bid Date Request the bank to provideran sxtensionof.30 Bidder to comply with RFP terms and conditions.
calendar days for submission of the bid.
Please share the current IT Landscape.
(Architecture diagram for all systems |The confidential data sought for will be shared and
608 IV Lassdscope pulling data from/pushing data to discussed with the successful bidder. Na: query posted
current CRM)
What are the
systems planned to ) i
609 be sun-set during |System What. are the systgms planned to be sun-set during and Beyond the scope of RFP
post implementation?
and post
implementation?
Please define the
. p : - .
610 name of soluttop System lease define the name of solution and purpose which Beyond the scope of RFP
and purpose which are used currently:
are used currently
Please define the
name of solution . . Bidder to comply with RFP terms and conditions.
&4 and purpose which Aystem Core Banking Solution Details will be shared with the selected bidder.
are used currently
Please define the
612 name of solution System Document Management System Bidder to comply with RFP terms and conditions.

and purpose which
are used currently

Details will be shared with the selected bidder.
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613

Please define the
name of solution
and purpose which
are used currently

System

AD platform/User access management /SSO

Bidder to comply with RFP terms and conditions.

Details will be shared with the selected bidder.

614

Please define the
name of solution
and purpose which
are used currently

System

logins

Bidder to comply with RFP terms and conditions.

Details will be shared with the selected bidder.

615

Please define the
name of solution
and purpose which
are used currently

System

Lead Management System

Bidder to comply with RFP terms and conditions.

616

Please define the
name of solution
and purpose which
are used currently

System

Campaign Management

Bidder to comply with RFP terms and conditions.

617

Please define the
name of solution
and purpose which
are used currently

System

Service/Ticket Management

Bidder to comply with RFP terms and conditions.

618

Please define the
name of solution
and purpose which
are used currently

System

Business Process Management

Bidder to comply with RFP terms and conditions.

619

Please define the
name of solution
and purpose which
are used currently

System

Loan Origination System

Bidder to comply with RFP terms and conditions.

620

Please define the
name of solution
and purpose which
are used currently

System

Digital Lending Platform

Bidder to comply with RFP terms and conditions.

621

Please define the
name of solution
and purpose which
are used currently

System

Digital Marketing Platform

Bidder to comply with RFP terms and conditions.
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622

Please define the
name of solution
and purpose which
are used currently

System

Call Centre/Contact Centre System

Query needs more clarification

623

Please define the
name of solution
and purpose which
are used currently

System

Mobile Banking App

Query needs more clarification

624

Please define the
name of solution
and purpose which
are used currently

System

Internet Banking

Query needs more clarification

625

Please define the
name of solution
and purpose which
are used currently

System

Debit Card Management System

Query needs more clarification

626

Please define the
name of solution
and purpaose which
are used currently

System

Credit Card Management System

Query needs more clarification

627

Please define the
name of solution
and purpose which
are used currently

System

eKYC System
vKYC System

Query needs more clarification

628

Please define the
name of solution
and purpose which
are used currently

System

Fl Solution/Gateway

Query needs more clarification

629

Please define the
name of solution
and purpose which
are used currently

System

Mail Server

Query needs more clarification

630

Please define the
name of solution
and purpose which
are used currently

System

SMS Gateway

Query needs more clarification

(78N
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631

Please define the
name of solution
and purpose which
are used currently

System

Chatbot/Chat tool

Query needs more clarification

632

Please define the
name of solution
and purpose which
are used currently

System

HRMS

Query needs more clarification

633

Please define the
name of solution
and purpose which
are used currently

System

Analytical/BI

Query needs more clarification

634

Please define the
name of solution
and purpose which
are used currently

System

MIS

Query needs more clarification

635

Please define the
name of solution
and purpose which
are used currently

System

Data Warehouse

Query needs more clarification

636

Please define the
name of solution
and purpose which
are used currently

System

Al/ML

Query needs more clarification

637

Please define the
name of solution
and purpose which
are used currently

System

Cross sell System

Query needs more clarification

638

Please define the
name of solution
and purpose which
are used currently

System

Enterprise Service Bus/API engine

Query needs more clarification

639

Please define the
name of solution
and purpose which
are used currently

System

ETL Tool

Query needs more clarification
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Please define the
name of solution

Al 72 (PL i d larificati
640 and purpese which System ny other?: (Please mention) Query needs more clarification
are used currently
Please define the
. 3 i 7
641 name of solutlm"n SyRtan Is reporting DB required or not? 45 per Bidders architecture
and purpose which
are used currently
642 P—— Is there a specific preference of bank for the type of Proposed solution should meet the intent of the
Kubernetes/Container technology? RFP
What is the preferred form of deployment strategy . )
643 Deployiment planned for CRM Private Cloud or Public cloud? Blgder to refer Corrigendum-2.
644 Deployiment In case Ca_nara Banlf is looking for Private Cloud, do you Bidder to refer Corrigendum-2.
have a private landing zone?
In case Canara Bank is looking for Public cloud
645 Deployment deployment, is there any preferred cloud provider As per the RFP terms
(AWS/MS Azure/GCP)?
Is there any Bank's existing system such as CBS, BPM,
646 Deployment DMS, LOS etc deployed over Cloud? Bidder to comply with RFP terms and conditions.
M If yes, then please specify System details and name of |[Details will be shared with the selected bidder.
Cloud vendor?
What is the tool Canara Bank uses for CI/CD pipeline?
We understand that pipeline creation & maintenance ’ ’ -
647 Cl/cD will be:done by Canara Bank, and we shall support and Bidder to comply with RFP terms and conditions.
guide Canara Bank T team for the same.
Do you require DR with 50% or 100% capacity of
648 infra Production? Togs
649 Infra Where would the DC, DR sites to be considered? Bidder to comply with RFP terms and conditions.
As per the RFP, the production environment require
650 Infra high availability.
- Yes
Please confirm.
651 infr Please share Purging policy percentage for volume data |Bidder to comply with RFP terms and conditions.
4 at the end of each year Details will be shared with the selected bidder.
i 7
652 Infra L reauid] Yes

(If system is to be accessed over internet as well)
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We support both MS SQL and Oracle.
However, we understand that the bank is inclined

653 Infra towards Oracle Database onty. Bidder to comply with RFP terms and conditions.
Please confirm.
As per our understanding, infra will be managed by
654 Infra Canara Bank or third party CSP. Bidder to comply with RFP terms and conditions.
Please confirm the same.
Do you have a Middleware/DWH in place?
Integration If Yes, kindly mention which es.
g -, ) Details will be shared with the selected bidder
If No, kindly share Integration strategy.
Could you please provide the overall user
5 persona/profiles details - Name and their roles across  |Bidder to comply with RFP terms and conditions.
636 all fucntions/departments, role description and access |Details will be shared with the selected bidder.
required by them at functional level?
Fould s ple‘ase SEEGHY tikal unber St IaserExpegtEd Bidder to comply with RFP terms and conditions.
657 in each function - Sales users, call center agents , ) . ) )
Details will be shared with the selected bidder.
branch users, Managers, Management etc
B et e [ 0 Comly ith R s and condins,
7 L " y € |Details will be shared with the selected bidder.
or just accessing/viewing record in the system?
Are all Sales l..lse_rs exptecte‘d to have access to{ scoring Bidder to compty with REP terms and condiigns.
659 models, predictive forecasting etc or would this be z . ) ;
; = Details will be shared with the selected bidder.
given to selected elevated /senior users?
660 How many users across functions/departments are Bidder to comply with RFP terms and conditions.
expectetd to have only read only access? Details will be shared with the selected bidder.
1 Could you please specify total customer base/profiles [Bidder to comply with RFP terms and conditions.
66 that Bank currently has? Details will be shared with the selected bidder.
. m ¢ = ¢
Wha.t fetrieinumiseraf SMG; o SFnatificacians, ned Bidder to comply with RFP terms and conditions.
662 emails etc expected per month/per year to be sent to ) . X .
. Details will be shared with the selected bidder.
customers to understand the volume involved?
Is there need for BOT for customers? If yes, would is the
663 expected customers interacting(may be basis the Bidder to comply with RFP terms and conditions.
interactions at website level)
Could you please provide the split in terms of Agents
User bases as per below:
Total Agents: . . .
664 Agents support chat channels: Bidder to comply with RFP terms and conditions.

Agents support social channels:
Agents supporting all channels:
Managers of Agents:

Details will be shared with the selected bidder.
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Hew i LSS g s acc.ess w .both Bidder to comply with RFP terms and conditions.
665 sales/service access ? Persona wise split and R . )
3 Details will be shared with the selected bidder.
expectations on access would be really helpful
66 How many users would be involved in creating custom |Bidder to comply with RFP terms and conditions.
6 reporting/Dashboards for the entire user groups? Details will be shared with the selected bidder.
. e e e g B 1 oty it Pt andcoitons
L. P ok Details will be shared with the selected bidder.
to priviliged users/managers etc?
- - — =
e e o o s [t o compy with 5t conicions.
o § storage capacity Details will be shared with the selected bidder.
For a SAAS product, unlimited users concept doesn't
apply as the entire backend infra and scale will be
managed by the OEM, Request the bank to help us with
The bank has asked for unlimited r_'no. o.f act.lve ”SeTS fisrswhio:woud be werking on CRM . .
669 rs with 5000 COnCUrrent users i.e. like Field officers, Call centre team, etc who will  |Bidder to refer Corrigendum-2.
MRS ’ be editing the details in the CRM based on customer
conversation) and no. of users who would only view or
monitor the CRM details. This would help us to prepare
the solution according to the inputs from the bank
. N : ]
ey« . B to oty with R s condins.
) : 2l Y Details will be shared with the selected bidder.
journeys, Opportunity Management systems?
Please confirm if document generation in scope for
generating onboarding / welcome kits or other . ) -
671 N/A documents. If yes, please mention the there is any tool Bidder to comply with RFP terms and conditions.
in existing technology stack.
Please confirm if eSign is in scope. If yes, please , . oo
672 N/A enition i affy 37 party tool has been-considered. Bidder to comply with RFP terms and conditions.
673 N/A Pteasg t.el.aborate o Epestationsrafl offtie upliad Bidder to comply with RFP terms and conditions.
capabilities.
674 Encryption Assumption: Salesforce SHIELD will be utilized. No query posted
; T 5 2 Will it b
; W.hat i Baf‘ks 1ntegrat1on roRdmaps WRLILBe SR of Bidder to comply with RFP terms and conditions.
675 Integration direct APl integration? G . .
S Details will be shared with the selected bidder.
Our recommendation is through ESB.
Apps and websites on which MoEngage will be
676 implemented Beyond the scope of RFP
677 How many unique users are targeted in a month Beyond the scope of RFP

Date: 02/05/2023
Place: Bengaluru
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