
oocumenrAnnexu.e iame Geil Bid Clauie/f echnlcal Sp€clfication

ScoC. of Wort of th. lidder

!. 8ldder'. R.3ponsibllity:
sl. Xo. t (4. llddr's &op.)
Details of ,randatory Educational Quatifi.ation, UPerie.ce C.ltsia
and Skilts requi.ed are glven reparatety at the 6d of thi3 Annelure-

Resurce db@rdi.g the Prol*t have to submit att dduments viz.
edEati4al quaiificatid, o(Pedm.e tett6, KYc, BackgMd
verilicarid repon by th€ Sidd€r and any other dftmmt deilre<l by

the oank before Joining th€ proJe.t

ls the educationat qcliflcatlon dcument' to be submitted It
Orlglnal or Copy of the sme js srficient - to be cla.ified

Authorited rlSnatory rhoutd atterr the copi6 c{ the d€uments and
attested copler of the documents should be submitted after
t€rlfying wlth oriSloal.

7

tcopc of Work of tho lldd.r

B. lldd.r's idpontiblllty:
31. o. , (4. 8l.ldd's S.oP.)
The Bldder shalt e.$re that the Heh den( agmt' and 5upe.!ieE,
deployed by them, shat( haE knowtedSe of banklng rdnine wlth
good analyticat and communlcatid skjlls. Bjdder needr to *.en the
ca.didat6 fl6t to tert tte fo(t ing; 0ankiog X.odedge,
Commhlcatrd, sQL liowledSe

Any Delre <ompleted .andicates a.e eLigibte of Hetp oesk &enti.
They wlll not have sQI loowtedge - requiremor of SQL k.owledse

Basl. knowledge j. sQL it neded. Howeer Hetp dek jp<ific Set
knowledge to be tmparted tn the t5 dats training bythe Bidder

l
nop. of wori of th6 Eidder

8. Bidd.r'3 R.lpmsiblllty:
sl. No. I (1. Slddeis scop.)
The Bidder ehalt slre that the Help d6k a86tl and !+eM$6,
deoloved by thn, rhall have knowtedae of banking ratine with
good analyti<aland communlcatid skills. Bidder neds to *res the
Candidatei fi.!t to test the foll inS: Banking Knowledge,

Communlcation, sQL Knowtedge

Providing the trdl.i.g by Hdor B erficient o. r6ini.g to be
impaned frorn lh€ etemal agscy . plea* ctadly

6i.in8 provided by Vndo. wllt ruffice. Vsdd needr to isr@
TBlnlng Certiflcate to the 6n.tidar6 at rhe dd of the tainins.
Tr.lnlng Cu.ri.ulum needs to be inthe with rpecification in the cel
btd.

s.ope of Work olth. Bidder

8. Bidd..! R.spondblllty:
51, No. il (A.8ldder! scop.)
The bidder needs to pro!'jde 15 days t6i.ing to *rened agenB prlor

ro their On Soardlng. The tralning !h@ld cos Banhng Dqnain
rndledle pecific to Canaa B..k ircludi.g vanous modul.5 and
functionatity. TEining sio{ld aLio.e^€ at ref.6hd fo. the sQt
routinG used in day-to'day m ing of Hetpderk. Cort incured fo.
therEinlnB 13 ro be bome cmptetely by bidder oly. candidate
neds to be In 06ssio of the Trainina Cenitlcate at the time of

Ct.rlfy wn€ther tGinlm is to be lmpa.ted intemally or qtemat . tf
intmal, the <enillcare irered the bldds i5 okay.

TEining provlded by Vddd witl arfflce. vndor ne€ds to i5@
Trai.l.t certificate to the candr:datB at the dd ot rhe r6ini.!.
T6i.hg Curi@lm ne€ds to b€ lnttne with ip€.ificadon in tn. Gel{
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s.op. of Wqk of th. Bldder

B. Bidd.r'r R*pd3ibluty:
Sl. No. 16 (4. Bldder's scop.)
lf any of the resour.e deployed by tne Bidder i5 d leave or abst o.r

any day or pa^ ol the day, the Bidder lhall eubrtitute them with
resolrce of Equalor Higher quallfi.ation and ssure that the helP

derk work with futt rtrdgth ot rtaff at agreed, Frequent abHce by

resou.ces ejthdt proper replacemenr may lead to termin.tloo of

r ay per permltted to have Leaw R6ere ,€@rcee wirh terer
experience - (Freshe6) Bidder to comp{y wlth G€l'l6id remr and cnditios

s.op. of wort ol th. llddd

B. Bidd.r'r R..Pd3lbillty:
sl. No. 1E (4. Bldd.at scop.)
Reritn.tid.hd N.w Rarourc. Onbdrdin8:HelP Dest .8ents

deoloyed n the proled snall be cquired to ere for mrnimum

duation ol 1 year, b6d of the eme need3 to be ex<uted with
Bidder by the reiource while joinins. Bidder witl be r€quired to glve

undenaklng yearly for the eme

I}lie cl!@ m.y be delet€d as the .torc6 are not .ddy to povlde
.ny bond- wnid Ir not legalty blnding.

Ihe Ger bid ctaur€ is modtfied ar under
"Hetp Dest agdts deployed tn the prcrecr shau be rcqujred to i€m
I mmth nonce perlod befd! quining. lf not, penatty €quiEtdlt ro
t lnoth r satary of the leurce needs to be levied by the Bank from
th€ Bldder.

€
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Sl. tlo. 0(omenVAnnexure N.me Cen 6ld Cl.lr€/T.chnic.l Sp.clfic.tion

&opc of Wqt of th. Bldd€r

B. lldde.'t R.spo.sibility:
Sl. io. 23 (4. 6idd..! s.op.)
The Biddersholld abide by Reipdre SLA ol l0 mlnuter and.I TTR

of,l h@6 for all cas todged in Tlcketlng and Cale I'lanagement
T@1. Nn-adherence to the same may invite finan.ial penalty by the

A{ea. Time To Rftove.y Il TTR) may not be stipulared ar help desk
servicB are catch and depatch *fli.6. H6.e rhis may be deteted

The 6el,l bid clause is modified as under
-The Bidder sh@td abide by Respq* StA of tO minqt6 and a MTTR
of ,l hours for aU .ass lodged jn Ticketing and Cae ruanagement
T@l- ufi.adhecnce ro the eme by the r6ource wi[ be <msiderei
ar n@ rP.fomance and repracement shall be 1eghr.

3

scope of work of the Eidd.r

B. Dlddcr'r Rerp@slblllty:
51. t{o. I (8. t.op. oa Hclp Dlrk lgcnt/Sup.Mi6)
Ihe hetpd..* ih@ld have crp..lty to h.ndle asaSe 5000 (aEcge)
Ca5es logged per day l. the t@l {hi(h may $a.ge due to
modificati@ in c8s.nd allled apptlcatlons. The helpdegt shall be the
fiEt Polna of Cmta.t (sPOC) ld aU b6in6 eE of the Bank ..d
Bank'r lT *.vl<6 statt

Nomatly oe re@rc6 can handle ort an aErdge 60 tickets p€r d.y
(Help 0e*). Attoding t00o tickete with the proposei r6@rcB
rtrsgth of 70 *ill b€ on hlgher ride. More @r 70 resr.es ..e to
be rcAed ln ihiftt - Reorc€ etrength may b€ increar€d

Eiddd to.mpty with Ge bid term5 a.d c@ditjnr

s.ope ol \Yort of the Bidder

c. T&h.l..l r.qulrd.ntr of R6@rc.r:
5t. No. 1 (n hpd*, Exr.rl.^.. &d qo.lifi.!tln):
1 . Appuotao 5!p9on sup€Mror
L sh@ld have cornoleted Gcd@tid l.m a.y reoq.ized
CoueSe/UniwBity duly.pprov€d by AICTE/uGC. Should have,
ni.imum exp€rien e of I ye.R as ropflis In Helpdeit related
prole.r or a (hduled <mmerci.l bant or 5 y€6u as Suppon &€nt
in Helpdesk related prol€.r fo. a rdeduled coomercial ban&.

Candidat6 wltn howledg€ of sQt *itt b€ p.efened.

Llinlmm experid(e of I yeaR as $pe.vsor in Helpderk rctated
prol€t of a rhedul€ cmme.<ial bank may b€ modified i5 :

Ltinlmum expendce oi 3 yea6 as spe.visor In Helpde5r rebred
proje.t or ally BFSI rector

oidde. to .mply with 6e bid tems a.d c6<,itions.

lcope of Work of the Bidd..

c. Tkhnl..l r.qol..mlntr ot R.tourc.s:
sl. rio. 2 {r'bnpower, Expon.nc. md Q!,.Inc.!on):
2. applicati@ Suppon Engineer:

1, sh@ld have cmpleted oegre frm any reogni2ed
Coll€ge/UniEdty duly approv€d by AICTE/UGC.

2. Candidate lhould h.Ea minimun experience ol 12 monthr ar an

Appli6tio Suppon Arent i. supponi.g any support prej*t ln
Scheduled Cmmercial Bank. Attematiwly, shald have a ml.imum
experidce ol 12 monrhr i. sQL Derclop,nent/adminrstrarlon ln.
reputed lT firm prefehbly for. proj*t in 8FS domain.

Cenification in 5QL irom .ny reputed instlrute is Prefe d

Requested to include Diplo al$ in tducatidal Quialificarion
eligibllity. i,{ininum expe.ience ol12 nooths as a. Application
Soppon Arot ln apponinq a.y suppon pro,e.t ln rchedule
.ommerdal brnk may be modilied as: Minimom elperidce of t2
mdthr as an Appli.atidr suppon lSent ln tupportl.g any 3uppon
projEt ln a.y BFSI Gtor

The G€itl bid cla6e it modified as under:
?. Appli6tion Sr+port Engineer:

1 . Should ha€ cornpleted DeSree frm any r<olnized
Couege/l.lniEdry duly apprcved byAtCrt/UGC or Shoutd have
cmp{eted Diptma in Complter s€ience frcm any potytednic
couege .(ognis€d by rhe c@mntrL
2. Candldate sh@ld have a ninimum erperience of iZ monrhs a5 an
Appucation Suppo.t Ar6t in rupponing ary tupport proj<t in
Scheduted Comme.cial Ba.l. Altemarlvely, rh@rd havea minimum
exp€rjence of 12 mootht i. 5QL oevetopment/Admintstration h a
,epured lT frm preterably lor a pro)(t in 8F5 dmain.

Certification h sQL flm any reputed lnstitute ir prefered
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ANNEURE.2

l. Pen.lti6s/Llquld.ted D.m.g.r:
2.1. ln case the rnources goer on leave/abrent, replacmdt' having

equl6lent or more experience and quauficatlon has to be aranged
by the Bidder to ensure that regular functioing ol the bran.h/ofil(e
dcr not hamper- ln case reptacements a.e not arra.ged, bank ihall
pay oly the proportionate amount of Reident rerource charges

during the particutar quaner. The Bank shatl also impGe. pen.tty as

ALy be modiried on billlng of shon fall rcsurcB mly insread enrte
monthly bllung, Further clarlfication is required in on ...h Bidder to refer corigendum,l for lpdated penalry clauE.

\
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Document/Annexur. Name Cel,l Bid Claure/Te(hnic.l specif i.at{on

r2
ANI{EURE "I

2. P.naltlei/Llquld.t.d D!m.gei:
2. 1 . ln case the rei@rc6 gc on teave /abssrt, reptacmentt having

equlvalent or more exprisce and quauflcatioi has to be a.ranged
by rhe Bidder ro osure that r€gutar functionlng of the branch/offlce
does nor hampe.. ln (ae reptacelnenis arc not .r.nged, bank shatl

oay onty the proponionrte amount of Resldent rerource charget
dunng the pani.ular qlaner, Tle BankihaU atro impore a psatty as

Thh.lae js dupucation ot aboE clalse. Bs.e thlr may be deleted Bldder to ref€r co.riBsdum.3 for updated penatty clat,'€.

ANNEURE.2

2. P.o.ltiorLlquld.t.d D.m.ac:
2.2. H*der, total penaLty under tiis cLaue will be Limited to 20*
(Ptur GSI) ol the paymnt to be made to the Endo. fo. an year
(Exclusi* of GsT) payable for Residenr Re@rce ch..86 ftr ttEt

Total psatty of 20* is rery high, whi.h may be ttmjred ro 3t of the
paynent ro be mrde to the wndor fo. an year payable for Rende.r
Rerource daBei for that moth.

Bidder to.dnpry with GeM bid remi and conditios

ANNEURE.2 1. P.nrltlerllquld.t.d o.m.!.i:
2.10.!D Itnot appliGble for the rearonr atributable to the 8a.k C@id 19 pandmic may be lnctuded ln Force l aJare cta6€ Bldder to cmply with GeA,l bid rem! and cmditlds
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ATNEURE.! (ATC)

Euilbility Crlterh D*l.rltion

b. Eliglbility Crlt.rl.:
Ihe Bidder snouLd haE minimum tumoEr of Rs.20.00 Crore eactr
yea. for tie lair rhR tinancial yeaB {i.e. 2018.19,2019.20.nd 2020

21) from lndlan Opeatio.s only. Thls must be fie Indl!,jduat company
rum@r and not of any 8ro!p of comPanl6.

Oo.um.nti to b€ tubmltt.d fd Elillbllity Crit.ria CoDPli..<.:
Edder has ro {bm( adrted Balance Shet ld lan .l YeaE [t e. 20t8

19, ?019-20 and 2020 211.

Btdder musr Drodke r certiflcate frm the cmpaoy'r chaftered
accountanr to thir effect,

The dcuments cenified byChartered Accountantr $@ld
nandatonly contaln Unlqe to.ument ldstific.tion Numbs

Requested to Minlmum tlmowr to Rs,7 crors trom the stlpulated
20 cror6 fo. the last thre financlatyea6,

The Gd'l bld claur€ is modified ar under:
b. tlbibllity crh.ri.:
The Bidder should hac mhlmum tummr of Rr.7.oo Crorc each
ye.r lor the tast thre finan.lalyeaE (i.e. 2016.i9,20j9.20 and
2020.21) f.dn lndlan Opeatiois o.!ly. Thir mlEr be the indtvid@l
cmpdrytumowr and not of any lroup o, cmoani6.

Dculn.nt3 to b.3ubmltt.d for Euslblllty Crit.rt. Cmp sce
Bidder harto$bmit luditod Batance Sheet for last I yeaE [i.e.
2018 19, 2019.20 and 2020.211_

AND

Bidder m6t prcd*e a cenlficate f,m the Cornpany r Ch.rtered

do<unent5 <e.ti,led by Charterd acceorants rhdrld
mandatorily contain Uni(ue oeument ldentiiication Nrmher

-e}
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GeM Bid Cl.uee/Techhic.lSl. Xo. oocument/Annex!re Name

d. Ellgibility Crit.ri.
The Bidder should have the er,pe.ie.ce of providlng nmllar Hetp D6k
se.vlce at a kiedlld C@mercial aanl having at teart 2oo0

bran.hes (either directly or thrdrgh a System lntegmtor). Th€ hetp

de* Ervl<er provlded to tiei. <6tmn m6t haE CBs a3 a (op€.

oocuments to bc submittad for Eligibillty Caterla Compllanc.
Bidder has to provide referdce lerter in thei..ame with the

duration and type of seMces provided from 5.hedu{ed .ohmer.ial
Banks or the 5l Panner.

Client re,e6(6 and cotact details (€mall/ tandun€/ mobile) of
orrome6 for {horn rhe Bidder has ex<sted simllar prol4ts in
lndla. (srart and End oate ofthe Project to be mentloned) in the
past (At leatt 2 client referen.e aE required)

Subintno ol Cti6r refffie may be modifled to I <teint instead of
7

nle Ge bid clau* is modiried .s under:
d. E lisibl lity Crltqrl.
The Sidds rhould haw the exp€.ience of provjdjng ih{ar Herp OeJk
5eMce at a s.hedu(ed Comherclal Bank ha!,j.g ar least 2OOO

branchg (elther diredly orthrclgh a Syrtem Integraror). The hetp
des& pMc6 provlded to tieir cusromer m6r have CBS as a scope.

D€oments to bc tubmtued td Eigtbltty Crlre.i. Cmpltrnce:
The Bidder har to provlde rererence terrerin theirname with the
duration and type of S€rvic6 prcvtded frcm Scheduled commercial
Bank d tI€ Sl Panner,

Climt refersc6.nd coitact det.ilt (matu landtine/ moblte) ot
€ustome6 for whom rhe Eidder has exccuted stmilar proi4ts in
lndia. (sun and End Oate of rhe Proj<t tob€ nntiqed) in the
past (at leasr 1 clist.erernce ir.equked)

4- Deptoyng Resou.cer for Help Detk

4.2 Bidderrhould ensrre deployment of Resurces within I m@th
Irom tie date of a<ceptance of the order (or the date tp<ified by
the Bank) to the addrBs giren in tle purdae orderls€nt reparately

Deploymeot Of reu.<6 *,ithin I mMth lrom the dat€ of
a.ceptanc€ of Po ii too l6s. The sme ir to be lncreased to 2

from lhe dare o, a.ceptance of PO.

11 Amended ATc document Blddertocomply with Gel'{ bid termr and condirtons.

Providing the L PTOPS to the r@rcer during the mri frm hme il IAPTOPI wlll be protided to the regr.6 during the wort
Bidder tocomply with Gern bid terms and.onditions

Oat6:25t11/2O71

k

ANNEURE .3 (ATC)

Ellalbiliry Cnten. De.laration
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