Technical Specification of Oracle Hardware for AMC 

Below the product name & Serial number: -
	SL
	Product
	Support Identifier
	Serial Number
	Contract Expire Date
	New Contract Period

	1
	SPARC T7-2 server
	21095324
	AK00397576
	04-Mar-2020
	05-Mar-2020 to 04-Mar-2021

	2
	SPARC T7-2 server
	21095324
	AK00397577
	04-Mar-2020
	05-Mar-2020 to 04-Mar-2021

	3
	SPARC T7-2 server
	21095324
	AK00397578
	04-Mar-2020
	05-Mar-2020 to 04-Mar-2021

	4
	SPARC T7-2 server
	21095324
	AK00397579
	04-Mar-2020
	05-Mar-2020 to 04-Mar-2021

		Terms
	Description
	Vendor Response

	Penalty Clause: 0.07% of the work order value will be penalized on each failure to meet service level.
	If resolution time is greater than agreed service level, then 0.04% will be penalized for each hour delay for severity level ‘High’ and 0.02% will be penalized for each hour delay for severity level ‘Medium’ and ‘Low’.
	

	Scopes of Warranty Service
	Maintain all the Hardware support by 24/7/365 days without any interruption
	

	
	[bookmark: _GoBack]Provide patch, upgradation, Security Enhancement, bug fix, New project integration as required to maintain compliance and standard practice preferably without any service interruption.
	

	
	Bridge between OEM and BRAC Bank to troubleshoot the problem

	

	
	Ensure that BRAC Bank can raise support ticket via OEM portal
	

	
	To ensure single point of contact, backup contact and support contact escalation matrix.

	


5
	SPARC T7-2 server
	21095324
	AK00397580
	04-Mar-2020
	05-Mar-2020 to 04-Mar-2021



Note: - Please share the details of Premium Support & ACS model support criteria. 

Technical Compliance for Oracle Hardware
	Severity Level
	Severity Description 
	Response Time (24/7/365)
	Resolution Time (24/7/365)
	Vendor Response

	Severity 1
	Major system disruption (e.g., a major disruption in business-critical system operability or functionality, server crash or total system failure)
	5 Minutes
	
04 Hours
	

	Severity 2
	Severe system disruption (e.g., A severe disruption in business-critical functionality that does not impact the entire system such as: significant number of workstations/terminals unable to perform or post transactions, loss of ability to perform payment functions, total Loss of reporting (local or hosted), loss of all printing, failure to reset totals or complete EOD/SOD/Night Audit, reposting for a given date or range of date, an error within the portal that is preventing the customer from doing any function within the My Micros portal, or very slow page or image loading, inaccessible tools interface
	    2 Hours
	12 Hours
	

	Severity 3
	Single function failure (e.g., a minor disruption in operability or functionality that does not impact the entire system such as: timekeeping issues, isolated printing failure, isolated  workstation/terminal failure, My Micros unable to review one report within the portal password resets for Oracle Cloud Applications, or Icare loyalty program that is not functioning or has stopped working)
	8 Hours
	NBD
	

	Severity 4
	Minor/Procedural issue or question (e.g., programming or configuration related questions, questions relating to functionality, operability, or formatting or cosmetic problems)
	24 Hours
	Two Business Days
	


High level Service Level Agreement (SLA):

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


