[bookmark: _GoBack]RFP for BBL Disaster Recovery Site Passive items AMC

Date: September 26, 2022
[bookmark: _Toc482194112][bookmark: _Toc482194162]Scope of AMC

	Maintaining 100% uptime, periodic (Daily/Bi-Weekly/Monthly/Quarterly) maintenance along with support (Service, troubleshooting with product) for all issues of below items.

	SL. No
	Item
	Description of Item
	Unit
	Qty

	1
	UPS & Battery
	Brand: APC (Symmetra)
160 kVA
	Nos
	2

	2
	AVR
	Brand: ORTEA
500kVA
	Nos
	2

	
	
	Moon Power
100 KVA
	Nos
	1

	3
	Precision Air Conditioner
	Brand: Uniflyer (30 Ton)
Model: TDAV3342AN004
Refrigerant: R22
	Nos
	2

	4
	Environment Monitoring System
	Brand: AKCP
	No
	1

	5
	Rodent Repellent System
	Brand: Maser, VHFOTM Digital Mini
	Nos
	4:21

	6
	Water Leakage Detection System
	Brand: AKCP
	Nos
	4

	7
	Power Plant Controller (PPC), Rack Power till PDU 
	ATS, MCO, MDB, SDBs, Power Connectivity to Rack including Industrial Socket and PDU
	Full
	1



Terms & Conditions

· AMC to be started from 1st january’2023.
· Bidder should submit AMC Execution plan.
· Bidder should provide escalation matrix to manage and track the AMC components to achieve SLA.
· Bidder should maintain trouble tickets and keep track of trouble ticket till closure the issue
· Bidder should provide Daily/Bi-Weekly/Monthly/Quarterly and as and when required reports on AMC.
· Any licenses renewal required for the support of different products shall be done.
· In case of failure of any part/s of the equipment’s need to consider in the scope, the bidder shall replace the same within AMC value within minimum time to maintain the SLA as defined.
· All items will be under comprehensive Annual Maintenance Contract. That means, if any of the parts of the DRS is defective or fails to work and requires to be replaced then it is vendor’s responsibility to procure, supply, transport, install and commission and pay all required Tax, VAT, levy, duty as per government rule, engineering cost, etc. BBL will not pay any additional cost of the items. 
· The bidder will act as the single point of contact for all issues relating to the service levels.
· Bidder shall have to provide 24 hours x 365 days highest level of support for the device including onsite support.
· It is assumed that bidder maintains a stock/inventory of spare parts to provide support services to BBL to avoid any critical level disaster. Also, a panel of qualified engineers will be employed by the Bidder. Bidder should share the stock/inventory and information of their engineer pool with BBL monthly. BBL or its auditors will hold the right to audit the bidder on this information anytime. Bidder have to submit their license, agreement copy with OEM also.
· [bookmark: page21][bookmark: _Toc482194115][bookmark: _Toc482194165]Bidder should do periodic proactive maintenance (Daily/Bi-Weekly/Monthly/Quarterly) of the DC (DRS) items and provide a technical certificate mentioning their actions and findings.
· Responsible for daily basis power and cooling status reporting or if any specific reports has to be shared. 
· For any issue Bank will ask for submit root cause report for any specific incident.
· Any configuration, maintenance and support for data center (DRS) related infrastructure equipment, existing in the mentioned location or added in future. 


Service response and resolution deadline
[bookmark: _Toc482194121][bookmark: _Toc482194171]
Critical Level Service Level Agreement (SLA):

	Severity Level
	Description
	Response Time
	Restoration Time

	Level 1
Critical Business 
Impact
	A problem that critically effects on ability of doing regular business. System functionality is unavailable or down due to hardware or software failure.
	15 Mins
	1 hours

	Level 2
Major Business 
Impact
	Any Hardware or software component failure that leads to unavailability of redundancy.
	30 Mins
	4 hours

	Level 3
Minor Business 
Impact
	System is having minor issue. Insignificant error without impacting usual business or system performance.
	60 Mins
	12 hours




Penalty Clause on Service Failure:

1% of the AMC value will be penalized on each failure to meet service level.
If resolution time is greater than agreed service level, then 0.25% will be penalized for each hour delay for severity level ‘High’ and 0.1% will be penalized for each hour delay for severity level ‘Medium’ and ‘Low’.



NB: A detailed Service Level Agreement (SLA) covering the above clauses but will be not limited to, will be signed after the work is awarded between the awardee and the Bank.
