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1. Background
Brac Bank Limited is currently using Microsoft Windows Server platform for different mission critical applications. Also, different Microsoft solutions are in-place to support business. Based on different incidents, problems and security investigation requirement now a day’s an advance, reactive and advisory Support Service is required. To fulfil this necessity, technology team analyzed detail requirements and accordingly proposing for Microsoft solutions’ support service through Local Service Provider. 
This RFP is floated to procure Microsoft solutions’support service through competent Microsoft partner (Service Provider) for advanced support with advisory/root cause analysis service as required to support business to resolve any problem within shortest possible time based on a defined Service Level Agreement (SLA).
2. Scope of Microsoft Product or Solution Support Service

	SL
	Specification of the item(s) as per BRAC Bank Limited requirement

	1. 
	[bookmark: _GoBack]The service provider shall provide 24*7*365 support services for all the features of the Solution as per SI # 21.
The service provider will ensure 24*7*365 support from Microsoft when required.

	2. 
	Service Provider must be able to faciliate Microsoft Premier support. Brac Bank may require number of hours/yeraly basis for Reactive Support ( Break-fix) with auto extenstion as and when required. Service Provider must arrange Microsoft Root cause Analysis (RCA) for any specific issue requested by Brac Bank Limited.

	3. 
	Service Provider must arrange Root cause Analysis (RCA) from Microsoft Premier Support for any specific issue requested by Brac Bank Limited.

	4. 
	Service Provider has to provide product updates including all critical patches by themselves or through original software. Service Provider has to install the updates into the live systems ensuring prior MOP communication with BRAC Bank Limited along with roll-back plan if any irresolvable risk arises.

	5. 
	For any revision/patch/update of software or application, Service Provider must share objective, benefits and take approval from BRAC Bank Limited accordingly.

	6. 
	Service Provider has to provide vulnerability mitigation and patch management assistance for all the in scope solutions.

	7. 
	Method of access to support:
1) Local: BRAC Bank Limited will inform local Service Provider about any issues, errors, cases through telephone, email and/or SMS.
2) Microsoft directly: Local Service Provider will facilitate to escalate the critical issue to Microsoft so that Bank can directly communicate with assigned engineer if the issues not solved by Local Partner.

	8. 
	Service Provider’s must provide support summary report (automatically/manual) to identify weekly/monthly/quarterly/yearly status of total support of Microsoft Premier support status. Based on the review of the report and need BRAC Bank can place further support hour order to the Service Provider.
If they don’t have such support system they have to manually track and submit their support summary quarterly.  BRAC BANK LIMITED should have access to Service Provider support website if any.

	9. 
	The Service Provider must follow the Technical specification, SLA, responsibility matrix throughout the agreement period and act accordingly.

	10. 
	BRAC BANK LIMITED should have access to Service Provider discussion forums and knowledgebase.

	11. 
	BRAC BANK LIMITED should have un-limited number of support requests during the AMC agreement period with Service Provider.

	12. 
	For any support that will be carried out through phone call, must be initiated from Service Provider end. In Some cases BRAC BANK LIMITED should have facility to have direct consultaion with Microsoft.

	13. 
	Service Provider shall bear all necessary transportation charge for manpower, service materials, tools etc for service and maintenance works.

	14. 
	Service Provider has to provide a fault escalation procedure diagram.

	15. 
	Service Provider has to provide a detail contact information table mentioning all support staffs, their supervisors and time period for which they have been assigned for.

	16. 
	Before doing any activities (upgrades/apply patches/any change) on the production system, Service Provider/principal must have to provide MOP (method of procedure) along with impact and/or risk mitigation plan.

	17. 
	BRAC BANK LIMITED would also appreciate the availability of a product team to manage the life cycle of the service.

	18. 
	End of life/support continuity of proposed product need to be communicated with BRAC BANK LIMITED 3 years prior to product EOL/support.

	19. 
	Any unexpected discontinuity of the proposed product will not have any impact on BRAC BANK LIMITED existing support agreement. Service Provider must ensure end to end support as per initial agreement.

	20. 
	For information request, Service Provider must response within 1 day and provides necessary information within 3 working days.

	21. 
	Service Area:
▪ Windows Operating System including Role, Role Services, and Features
▪ Microsoft Exchange Server  
▪ Microsoft Skype for Business Server  
▪ System Center Virtual Machine Manager (SCVMM)  
▪ System Center Configuration Manager (SCCM)  
▪ System Center Operations Manager (SCOM)  
▪ System Center Service Manager (SCSM) 
▪ Microsoft SharePoint Server  
▪ Microsoft SQL server and database



3. High Level Service Level Agreement (SLA):

	Severity Level
	Description
	Response Time
	Restoration Time

	Critical/Severity Level 1
	The service/system is non-performing, halted, is not giving usual performance.
	1 Hours
	4 hours
(24x7x365)

	Major/Severity Level 2
	The service/system is running with degraded performance lower than minimum expectation.
	2 Hours
	8 hours
(24x7x365)

	Minor/Severity Level 3
	The service/system is working fine but requires change/modification for some enhancement, improved performance.
	4 Hours
	24 hours
(Bussiness Hours)



4. Service Provider Eligibility 
· Service Provider must have Microsoft Solutions partner designation
· Service Provider having Microsoft Advanced specializition will be preffered.
· Service Provider must have 10 Microsoft Certified resources in different Technology
· Service Provider must have 10 Active SLA among them 5 should be in financial services institute
· Service Provider must have Microsoft Premier support agreement with Microsoft.

5. Penalty Clause on Service Failure
If the Service Provider fails to attain and start the support services and provide the resolution of the problem within the time mentioned in the earlier section and unless it proved that the failure is not for the Force Majure BRAC BANK LIMITED shall have the right to impose penalty according to below guideline or may resolve the problem by BRAC BANK LIMITED own source or any other party and expenditure regarding this shall be paid by the Service Provider or same payable amount shall be realized from the bill.

6. LD During and After Warranty Period:
Response, Remedy & Restoration time (any of them failure mentioned in section SLA)
Critical/Severity Level 1:
LD: 1% of total yearly retention amount for each 1 hour delays beyond the agreed lead time for each ticket. Maximum cap value is 5% of the total retention amount.
Non-critical/ Severity Level 2-3: 
LD: Fixed 0.5% for each 4 hours delays beyond the agreed lead time for each ticket. Maximum cap value is 3% of total yearly retention amount.
NB: A detailed Service Level Agreement (SLA) with Scope of Work covering above clauses but will be not limited to, will be signed after the work is awarded between the awardee and the Bank.
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