1. Scope of ManageEngine Product implimentation and support Service

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

	1. 
	Vendor shall provide implemention support of proposed product.

	2. 
	Vendor has to provide product updates including all critical patches by themselves or through original software vendor. Vendor has to install the updates into the live systems. Before doing the activities (upgrades/apply patches/any change) on the live system, vendor/principal must have to provide MOP (method of procedure) along with impact and/or risk mitigation plan. 

	3. 
	Vendor shall provide 24*7*365 support services for all the features of proposed product`
Vendor shall ensure 24*7*365 support from OEM as well at no extra charge..

	4. 
	Method of access to support:
1) Local: BRAC Bank Limited will inform local office about any issues, errors, cases through telephone, email and/or SMS.
2) OEM directly: Local vendor will facilitate to escalate the critical issue to OEM so that BBL can directly communicate with aggaigned engineer.

	5. 
	The Service Provider must follow the Technical specification, SLA, responsibility matrix throughout the Agreement Period and act accordingly.

	6. 
	BRAC BANK LIMITED should have access to Vendor discussion forums and knowledgebase.

	7. 
	BRAC BANK LIMITED should have un-limited number of support requests during the AMC agreement period with Vendor.

	8. 
	For any support that will be carried out through phone call, must be initiated from vendor end. In Some cases BRAC BANK LIMITED should have facility to have direct consultaion with OEM.

	9. 
	Vendor  shall bear all necessary transportation charge for manpower, service materials, tools etc for service and maintenance works.

	10. 
	Vendor has to provide a fault escalation procedure diagram.

	11. 
	Vendor has to provide a detail contact information table mentioning all support staffs, their supervisors and time period for which they have been assigned for.

	12. 
	BRAC BANK LIMITED would also appreciate the availability of a product team to manage the life cycle of the service.

	13. 
	End of life/support continuity of proposed product need to be communicated with BRAC BANK LIMITED 3 years prior to product EOL/support.

	14. 
	Any unexpected discontinuity of the proposed product will not have any impact on BRAC BANK LIMITED existing support agreement. Vendor must ensure end to end support as per initial agreement.

	15. 
	Vendor have to trained up BRAC BANK LIMITED staffs for regular administration of proposed product .
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2. 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)



3. 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 Majeure 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.
LD During and After Warranty Period:
Response, Remedy & Restoration time (any of them failure mentioned in section SLA)
Critical/Severity Level 1:
LD: 3% of total retention amount for each 1 hour delays beyond the agreed lead time for each ticket. 
Maximum cap value is 20% of the total retention amount.
Non-critical/ Severity Level 2-3: 
LD: Fixed 1% for each 4 hours delays beyond the agreed lead time for each ticket. Maximum cap value is 30% of total retention amount.
