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E-mail Address for Correspondence for this RFP:
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The information provided by the bidders in response to this RFP Document will become the property of the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD and will not be returned. The State Bank Operations Support Services Pvt Ltd reserves the right to amend, rescind or reissue this RFP Document. However,  amendments will be advised to the bidders, and thereafter, amendments will be binding on them. The State Bank Operations Support Services Pvt Ltd also reserves its right to accept or reject all or any response to this RFP Document without assigning any reason, cost or compensation. 
This document is prepared by STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD for its “Outbound Cloud-Based Calling Solution with Number Masking” requirement. It should not be used, reused, or copied, partially or fully, in any form.
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[bookmark: _bookmark0]Location: New Delhi
[bookmark: _bookmark1]About STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD: The State Bank Operations Support Services Pvt Ltd (SBOSS) is a wholly owned subsidiary of State Bank of India (SBI).

[bookmark: _bookmark2]Introduction: We, the STATE BANK OPERATIONS SUPPORT SERVICES PVT
LTD invites your quotes by email with password-protected PDF attachments for procuring an “Outbound Cloud-Based Calling Solution with Number Masking”.

The State Bank Operations Support Services Pvt Ltd is issuing this RFP document (hereinafter referred to as “the RFP” which expression shall include all attachments and annexures hereto as well as all amendments, addendums, modifications and alteration hereto) to service providers/vendors, (hereinafter referred to as “the Bidder”) to enable them to participate in the competitive bidding for a “Outbound Cloud-Based Calling Solution with Number Masking”.


0. Important dates:

	Date of issue
	19.05.2025

	Queries to be mailed by Date & Time
	19.05.2025, 5.00 pm

	Response to Queries by Date & Time
	22.05.2025, 5.00 pm

	Queries to be mailed to
	Ith1@sboss.net.in
fh1@sboss.net.in

	Last Date and Time for submission of a proposal by e-mail

	

02.06.2025,	5.00 pm

	Online Technical Bid Opening Date &
Time
	
03.06.2025,	1.00 pm

	Date and time of online Opening of
Commercial Bid
	
04.06.2025,	5.00 pm

	









Email ID Address	for	Communication	and Contact Person
	STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD,
Regd. Office: 2 Floor, NBCC Place, East Wing, Bhisham Pitamah Marg, Pragati Vihar, Lodhi Road,
New Delhi – 110003

     Mr. Ashok Lohmod (DGM)
                  fh1@sboss.net.in
      Mr. Prateek Saxena (CTO)          
              Ith1@sboss.net.in




Proposal submission: - Three separate emails with the details of Eligibility Criteria, Technical Bid and Commercial Bid in PDF formats attached to these mails respectively to be submitted by the interested bidders within the stipulated Date and time, to the e-mail address: “ith1@sboss.net.in” & fh1@sboss.net.in.

State Bank Operations Support Services Pvt Ltd wants and invites bidders to submit their Eligibility Criteria, Technical Bid and Commercial bid as mentioned in the RFP above in PDF format as attachments and mailed to “ith1@sboss.net.in” and “fh1@sboss.net.in. At the time of bid submission, the attachment containing the Commercial bid must be a password-protected PDF file, and this password must not be shared with anyone before the Date and Time of the online opening of the Commercial Bid. The authorized representative of the Bidder is required to be present virtually, through MS-TEAMS meeting at the time of online opening of the Commercial Bid on 04.06.2025 at 5.00 pm to share the password to open the password-protected PDF file containing the  Commercial  Bid of the  Bidder.  The Bidder, through its authorized representative,  if unable to attend virtually,  can mail the password to ith1@sboss.net.in between 05.00 pm to 05.30 pm on 04.06.2025 for opening of their Commercial Bid. Required links for this virtual meet on MS-TEAMS will be sent in advance to the e-mail address mentioned in the authorisation letter (Appendix-03) submitted by the bidder. Failure on the part of the Bidder in providing the password by 5.30 pm of 04.06.2025 will render its Bid disqualified/invalid.


0. [bookmark: _bookmark3]Terms & Conditions :

STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD reserves its right to exercise at any time .-, 
1. Reject any or all proposals received in response to this RFP.
2. Waive or change any responsibility in the proposal.
3. Negotiate with the final shortlisted proposer on any aspect of the proposal to derive the optimum value for SBOSS.
4. Extend the time for submission of all proposals.
5. Select the most responsive proposer as deemed suitable.
6. Share the information/ clarifications provided in response to the Terms of Reference by any proposer, with any other proposer(s)
7. /others, in any form.
8. Cancel the Terms of Reference at any stage, without assigning any reason whatsoever.
9. Bidders will be selected based on the proposed techno-commercial documents submitted by them. 
10. [bookmark: _Hlk198206542]The agreement will be signed with the selected bidder as per the State Bank Operations Support Services Pvt Ltd.’s Service Level Agreement.  
11. To change the scope of the RFP, considering the size and variety of the requirements and the changing business conditions.
1. Scope of work:

The State Bank Operations Support Services Pvt. Ltd. (SBOSS) invites proposals from qualified and experienced vendors for the supply, deployment, and maintenance of a secure and scalable “Outbound Cloud-Based Calling Solution with Number Masking” capabilities. The solution must be robust, compliant, and fully integrable with existing systems across the SBOSS and SBI application landscape.


1. [bookmark: _bookmark4][bookmark: _bookmark5]Project Scope – The tentative need and requirements from the solution for the State Bank Operations Support Services Pvt Ltd are as under. The Technical Bids will be evaluated based on the modules and features mentioned in the following table :

	Module
	Feature
	Descriptions

	1.)Agent Dialer Interface Module
	Web/App-Based Dialer
	Accessible from browsers or mobile apps on tablets

	
	Click-to-Call
	Initiate calls directly from CRM

	
	Dialing Modes
	Preview dialling.

	 
	Call Notes & Disposition
	Allows agents to add call notes and select call outcomes (e.g., Connected, Not Answered, Callback)

	2.) Number Masking Engine
	Virtual Number Mapping	
	Customer numbers are replaced with dynamic virtual numbers

	
	Anonymized Call Routing
	Calls are routed through cloud infrastructure without revealing original numbers

	
	One-Time Mapping
	Temporary number pairing is valid only for the session to prevent misuse

	3.) CRM Integration & API Module
	Secure API Access
	Integrates with internal CRMs to pull customer details without exposing PII

	
	Data Tokenization
	Customer numbers are tokenised before display or dialling

	
	Click-to-Call APIs
	Enable CRM-triggered outbound calls with masked numbers

	
	Event-Based Sync
	Call status, notes, and recordings pushed back into CRM post-call

	4. Admin Dashboard
	Role-Based Access Control (RBAC)
	Define admin, supervisor, and agent roles with appropriate permissions

	
	Campaign Management
	Create, monitor, and modify outbound calling campaigns

	
	Live Monitoring
	Real-time view of active calls, agent status, and system health

	
	Reports & Analytics
	View call volumes, success rates, agent performance, and masking logs

	5.) Call Recording & Storage Module
	Call Recording
	Automatic or on-demand recording of all calls (masked)

	
	Encrypted Storage
	Recordings stored securely within India as per data protection rules

	
	Playback & Download
	Admins can access and export recordings for audits or training

	
	Retention Policies
	Set custom retention periods for compliance (180 days)

	6.)Security & Compliance Module
	TLS/SSL Encryption
	All communication is encrypted in transit

	
	Data Localization
	All data, logs, and recordings stored in India (Tier-III data centre or higher)

	
	CERT-In Compliance
	Meets Indian cybersecurity and incident handling guidelines

	
	Detailed Audit Trails
	Tracks all activity including user logins, data access, and API calls



The Bidder shall provide the module-wise cost breakdown of the “Outbound Cloud-Based Calling Solution with Number Masking” as an OPEX as well as CAPEX (operation & capital expenditure) with one-time installation & implementation charges and per user recurring cost basis. On-the-go customization cost and Integration to other applications cost to be quoted separately. The aforesaid table is not exhaustive and may undergo addition and/or deletion by the management as per the needs of the business, without any advance intimation. 


1. [bookmark: _bookmark6]Licenses:
The State Bank Operations Support Services Pvt Ltd will not be responsible or liable for any infringements or unauthorized use of the licensed products by the Bidder in performance of any activity/obligations undertaken by the Bidder in terms of this RFP. In the event of any claims against the State Bank Operations Support Services Pvt Ltd from any quarter for any license-related issues, the selected Bidder will have to act upon the same, and all liabilities and claims will have to be settled by the selected Bidder.

Further, if the selected Bidder missed out on providing any required licenses to the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD, then the
State Bank Operations Support Services Pvt Ltd will not bear any additional amount/cost for the procurement of such licenses at a later date.

1. The timeline for the implementation of the project is 60 days from the date of execution of the contract, which shall be adherence to by the successful bidder and is subject to the “Liquidated damages for delay”. However, the timeline may be extended only on mutual agreement. 

1. [bookmark: _bookmark7]RFP Response Instructions: -
2. [bookmark: _bookmark8]Rules for responding to the RFP:
· Bids received by means other than e-mails to the designated email-id would be rejected.
· Mails received without PDF attachments related to the Technical Bid and Commercial Bid (password-protected PDF attachment) would be considered as incomplete/deficient Bid and would be rejected.
· All responses received in e-mail after the Bid-submission due date/time would be considered late and would be rejected.
2. [bookmark: _bookmark9]Price:
· The Bidder is requested to quote in Indian Rupee (INR) only.

· The prices quoted by the Bidder shall be all inclusive, that is, inclusive of all taxes, duties, levies etc. except GST; GST (wherever applicable) will be paid extra.



· Any variation (upward or downward) in Government levies/taxes/cess/excise / custom duty, etc., which have been included as part of the price, will be borne by the Bidder. Local entry tax and octroi will be paid on actuals based on the receipt provided. If the Bidder makes any conditional or vague offer, without conforming to the RFP terms & conditions, the State Bank Operations Support Services Pvt Ltd will treat the prices quoted in the bid as in conformity with the said RFP terms and conditions and proceed accordingly. Local entry taxes/octroi, whichever is applicable, if any, will be paid by the State Bank Operations Support Services Pvt Ltd on production of the relevant invoices/payment receipts/documents. Necessary documentary evidence should be produced for having paid the customs/excise duty, sales tax, if applicable, and or other applicable levies.
  

· If any Tax authorities of any state, including, Local authorities like Corporation, Municipality etc. or any Government authority or Statutory or autonomous or such other authority imposes any tax, charge or levy or any cess / charge other than VAT or GST & entry tax or octroi and if the State Bank Operations Support Services Pvt Ltd has to pay the same for any of the items or supplies made here under by the Vendor, for any reason including the delay or failure or inability of the Vendor to make payment for the same, the State Bank Operations Support Services Pvt Ltd has to be reimbursed such amounts paid, on being intimated to the Vendor along with the documentary evidence. If the Vendor does not reimburse the amount within a fortnight, the State Bank Operations Support Services Pvt Ltd shall adjust the amount out of the payments due to the Vendor from the State Bank Operations Support Services Pvt Ltd, along with the interest calculated at the commercial rate.

2. [bookmark: _bookmark10]Price Comparisons:
· The bidder will be required to submit, in email password password-protected PDF files containing commercial bids as part of the bid submission. The State Bank Operations Support Services Pvt Ltd will open the commercial bids of technically qualified bidders only, which may be attended by the bidders or their authorized representative, through a virtual meeting on MS-TEAMS on 03.06.2025, 1.00 pm. he bidders or their authorized representative choose to do so. 
2. Others:

· Bids in response to this RFP by the Bidders shall not constitute an obligation on the part of the State Bank Operations Support Services Pvt Ltd to award a contract for any services or combination of services. Failure of the State Bank Operations Support Services Pvt Ltd to select a Bidder shall not result in any claim whatsoever against the State Bank Operations Support Services Pvt Ltd and the State Bank Operations Support Services Pvt Ltd reserves the right to reject any or all bids in part or in full, without assigning any reason whatsoever.
· The terms and conditions specified in the RFP, addenda and corrigenda issued thereafter by the State Bank Operations Support Services Pvt Ltd are final and binding on the Bidders. In the event the Bidder is not willing to accept the terms and conditions of STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD or to execute by signing the SBOSS’s Service Level Agreement SLA), the Bidder may, in sole discretion of STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD, be disqualified and the SBOSS shall be free to negotiate with L2 Bidder. 
· All terms and conditions, such as payment schedules, time frame for implementation, and expected service levels as per this RFP will remain unchanged unless explicitly communicated by State Bank Operations Support Services Pvt Ltd in writing to the Bidders. The Bidder shall at no point be entitled to excuse themselves from any claims by State Bank Operations Support Services Pvt Ltd whatsoever for their deviations in conforming to the said terms and conditions, payment schedules, expected service levels, time frame for implementation, etc. as mentioned in this RFP.
· The Bidder covenants and represents to STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD, the following:
· It is duly incorporated, validly existing and in good standing under the laws of the jurisdiction of its incorporation.
· It has the corporate power and authority to perform its obligations hereunder and to execute appropriate contracts in terms of this RFP. The performance of terms and conditions under the RFP by it and the performance of its obligations hereunder are duly authorized and approved by all necessary action
· The Agreement’s execution, delivery or performance thereof, by the bidder  :
· Will not violate or contravene any provision of its documents of incorporation.
· Will not violate or contravene any law, statute, rule, regulation, licensing requirement, order, writ, injunction or decree of any court, governmental instrumentality or other regulatory, governmental or
public body, agency or authority by which it is bound or by which any of its properties or assets are bound.
· The selected Bidder shall undertake to provide appropriate manpower as well as other resources required, to execute the various tasks assigned as part of the project, from time to time. The State Bank Operations Support Services Pvt Ltd has the right to interview any and all of the resources deputed by the selected bidder and only upon satisfaction will allow the resource to work on the project.
· All RFP response documents would become the property of the State Bank Operations Support Services Pvt Ltd and the State Bank Operations Support Services Pvt Ltd also would not return the bid documents to the Bidders.
· State Bank Operations Support Services Pvt Ltd will not bear any costs incurred by the Bidder for any discussion, presentation, demonstrations etc. on proposals or proposed contract or for any work performed in connection therewith.
· State Bank Operations Support Services Pvt Ltd reserves the right to reject a proposal for award if it determines that the Bidder recommended for award has engaged in corrupt or fraudulent practices in competing for the contract in question.

2. [bookmark: _bookmark12]Other RFP Requirements:
· State Bank Operations Support Services Pvt Ltd reserves the right to cancel this RFP at any time or any stage without any reason/notice to the vendor or change/add any terms and conditions of the RFP by issuing addenda/corrigenda or by sending emails to all bidders. 
· State Bank Operations Support Services Pvt Ltd reserves the right to extend the dates for submission of any and all responses to this document.
· Bidders shall have the opportunity to get their doubts clarified pertaining to the RFP in order to clarify any issues they may have, prior to finalising their responses. All questions are to be submitted to the contact officer, not later than the query submission date noted in the RFP and as indicated by State Bank Operations Support Services Pvt Ltd from time to time. Responses to inquiries and any other corrections and amendments will be distributed to all Bidders by electronic mail format.

· If there are conflicting points in the RFP, the State Bank Operations Support Services Pvt Ltd reserves the right to take a position on the conflicting issue which will be binding on the selected Bidder any time during the period of contract. No appeal will be entertained.
· Preliminary Scrutiny – State Bank Operations Support Services Pvt Ltd will scrutinize the offers to determine whether they are complete, whether any errors have been made in the offer, whether required technical documentation has been furnished, whether the documents have been properly signed, and whether items are quoted as per the schedule. State Bank Operations Support Services Pvt Ltd may, at its discretion, waive any minor non-conformity or any minor deficiency in an offer. This shall be binding on all Bidders and State Bank Operations Support Services Pvt Ltd reserves the right to make such waivers, and STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD’s decision in the matter will be final
· Clarification of Offers – To assist in the scrutiny, evaluation and comparison of offers, State Bank Operations Support Services Pvt Ltd may, at its discretion, ask some or all Bidders for clarification of their offer. State Bank Operations Support Services Pvt Ltd has the right to disqualify the Bidder whose clarification is found not suitable for the project requirements.
· No Commitment to Accept Lowest bid or Any bid – State Bank Operations Support Services Pvt Ltd shall be under no obligation to accept the lowest price bid or any other offer received in response to this RFP. State Bank Operations Support Services Pvt Ltd will not be obliged to meet and have discussions with any Bidder, and/or to listen to any representations in respect of the rejection. 

2. Other RFP Requirements:

1) Bidder is required to deposit ₹2,00,000/- (Rupees Two Lakh only) in the form of a Bank Guarantee issued by a scheduled commercial bank valid for 6 months, with a claim period of 3 months after the expiry of the validity of the Bank Guarantee as per the statutory provisions in this regard. No interest will be paid on the EMD. The hard copy of the BG must reach the SBOSS Office before the last date of submission of the bid along with other documents. 

2) Return of EMD;
 The EMD of successful Bidder/s shall be returned/refunded after completion of delivery as per the delivery timeline in all respects.

3) Forfeiture of EMD The EMD made by the bidder will be forfeited if: 

· Bidder withdraws its bid before the opening of the bids. 
· Bidder withdraws its bid after the opening of the bids but before the Notification of Award. 
· Selected Bidder withdraws its bid / Proposal before furnishing the Performance Bank Guarantee. 
· Bidder violates any of the provisions of the RFP up to the submission of the Performance Bank Guarantee. 
· Selected Bidder fails to accept the order within five days from the date of receipt of the order. However, SBOSS reserves its right to consider at its sole discretion the late acceptance of the order by the selected Bidder. 
· Bidder fails to submit the Performance Bank Guarantee within the stipulated period from the date of execution of the contract. In such instances, SBOSS, at its discretion, may cancel the order placed on the selected Bidder without giving any notice.

2. Performance Guarantee:

Performance bank guarantee (PBG) against performance of the contract shall be valid for 24 months from the date of delivery of goods at respective consignee location with claim period of 03 months, for a value equal to 10 % of the basic value of the purchase order which will include all components of the purchase order and will exclude only recurring license fee,  taxes/ duties and Other charges (wherever applicable). The BG issued in Indian Rupees by Banks in India is to be executed on Non-Judicial Stamp paper/e-stamp paper of appropriate value as per Stamp Act prevailing in the State(s) where the BG is submitted or is to be acted upon or the rate prevailing in the State where the BG was executed, whichever is higher. The Stamp Paper/e-stamp paper shall be purchased in the name of the Vendor/Bank issuing the guarantee.

· No deviation for the duration and value of PBG will be permitted 
· PBGs from nationalized banks are also acceptable.
· Bank Guarantee should be enforceable in Delhi. 
· Expired PBGs will be returned only after expiry of the claim period.

1. [bookmark: _bookmark13]Additional Information:
Selected bidder and/or its authorized service providers should have their own employees for execution of projects. However, selected bidder will be fully responsible for the service of their service providers. State Bank Operations Support Services Pvt Ltd will not make any reference to them. In case of any deficiency in service, penalties will be to the selected Bidder’s account.

3. [bookmark: _bookmark14]Numbering of Pages :
All pages of the bid including brochures are to be numbered as Page no in a seriatim along with proper index. The numbering shall be done separately for Eligibility Criteria, Technical Bid and Commercial Bid etc, not section-wise.

3. [bookmark: _bookmark15]Authorized Signatory
The Bidder shall submit the bid authenticated by an authorized person from any of their offices in India. The Bidder's authorized signatory shall authenticate by sign and seal, each page of the bid in original and photocopies including brochures/ pamphlets/ write–up etc.

3. Cost of Preparing the Bids
The cost of preparing the response to this RFP will be the responsibility of the Bidder and State Bank Operations Support Services Pvt Ltd will not be liable for any cost incurred by the Bidder.

3. [bookmark: _bookmark17]Clarification on RFP Document
· The Bidder shall carefully examine and understand the specifications/conditions of RFP, intent of the RFP and seek clarifications, if required,

· The Bidder in all such cases must seek clarification in writing in the same serial order of that of RFP by mentioning relevant page number and clause number of RFP. Such clarifications should be sought, by submitting a list of queries as per Appendix 04 – Pre Bid Query Format in writing to State Bank Operations Support Services Pvt Ltd on or before the timeline prescribed in this RFP under “Important Dates under/at clause - 3.1”
· All clarifications/queries on the bid are to be in writing and are to be addressed to: ith1@sboss.net.in or fh1@sboss.net.in 

Pre-bid queries can be submitted in the format provided in Appendix 03 to the email-id : ith1@sboss.net.in or fh1@sboss.net.in

[bookmark: _bookmark16]
3. [bookmark: _bookmark18]Bidder’s Quote/Offers
· The Bidder must furnish requirements as per the formats provided in the RFP document
The decision of the State Bank Operations Support Services Pvt Ltd shall be final and binding in this regard.
3. Related Parties –
In the following circumstances (but not limited to these) State Bank Operations Support Services Pvt Ltd will have discretion to reject the Proposal/ response or accept the Proposal/ response with some conditions stipulated by State Bank Operations Support Services Pvt Ltd
· Proposal/Response submitted by holding company of State Bank Operations Support Services Pvt Ltd and its subsidiary ;
· Proposal/Responses	submitted	by	companies	having	common director/s ;
· Proposal/ Responses submitted by partnership firms / LLPs having common partners ;
· Proposal/Responses submitted by companies having the same group of promoters/ management ;
· Any other proposal/ response at the sole discretion of the State Bank Operations Support Services Pvt Ltd.


3. Submission of Bids

· All emails with RFP response should be submitted by the authorized person of the Bidder to the email address given in Section 3.1.-Important Details .
· The Bid to be mailed to ith1@sboss.net.in or fh1@sboss.net.in on or before the last date & time of submission of proposal, mentioned in section 3.1.. If the last date of submission of RFP response is declared as a holiday for any reason then the last date for submission of RFP response will fall on the next working day of the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD . The bids which are received after the scheduled date and time will be rejected by the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD .
· The responses/proposals must not be submitted by post or by courier.
· Bidders are required to submit their bids electronically over email only.
· To attend virtual meets for opening of technical and commercial Bids , the Bidder’s representatives are required to mail authorization letter from the authorized signatories as per format specified in Appendix 02 – Authorization letter format.
· The bid proposal should constitute three separate parts. The response should be organized and submitted in the following manner:

· Part I – Eligibility Criteria Bid :
· The Eligibility Bid containing the response to eligibility requirements for the solutions and other applications is to be submitted in an email, with subject of the email being : “ELIGIBILITY BID for selection of Service Provider for providing a Front End Application for Feet-on-Street”.
· The mail must contain attached clearly readable scanned copies of
· A letter on the letter head of the bidder, signed by its Authorized Signatory  furnishing eligibility details (eligibility criteria as
defined in Part-B of Annexure 01) along with supporting documentary evidences /letters/testimonials/purchase-orders from relevant clients ;

· A letter on the letter head of the bidder, signed by its Authorized Signatory authorizing its representative to attend the Bidding process.
· Part II - Technical Bid:
· The Technical Bid containing the response to both technical and functional requirements for the Solution is to be sent over a separate email, subject of the email being  “TECHNICAL BID FOR Selection of Service Provider for providing a Front End Application for Feet- on-Street”
· The Bidders have to note that the Technical Proposal must contain attachments of the clearly readable scanned copies of the following
· Executive summary of Bidder’s response, duly signed by the Authorised signatory.
· Bid undertaking letter (as per Appendix 04) - duly signed by the authorized signatory
· Conformity letter (as per Appendix 05)-- duly signed by the authorized signatory
· Any other relevant information in general

[bookmark: _bookmark19]
· Part III – Commercial Bid
· The bidder will be required to submit commercial bids as a part of the bid submission in a separate email, subject of the email being “COMMERCIAL BID FOR Selection of Service Provider for providing a Front End Application for Feet-on-Street”
· The placement/attachment of scanned/soft copy of commercial bid/quote in the mails containing eligibility bid or technical bid mentioned in Part-I and Part-II, will make the whole bid liable for rejection.
· Response to the commercial bid shall include cost of supply, installation, implementation, integration, training and all the items required for commissioning and functioning of the Solution. It is the responsibility of the Bidder to provide all the items which may or may not have been mentioned in the RFP document to ensure commissioning and functioning of the Solution within the final agreed price between the selected Bidder and STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD ;
· The Bidders have to note that the commercial bid proposal mail must contain password-protected attachment of the clearly readable scanned copy of the Commercial Quote (as per Appendix 01) , on the letter head of the bidder, duly signed by its authorized signatory.

3. Overall Bid
· The three emails , complete in all respect with attachments as described above in clause 6.7 will constitute the Bid of the Bidder. The bidder shall take care to submit the Bid properly filed, so that the documents are intact. The Commercial Bid, which is not in a password protected PDF format as indicated above, is liable to be rejected.

3. Compliance Statement
· The Bidder shall certify the compliance or deviation of all clauses, terms conditions and specifications stipulated in RFP, as per Appendix 05 – Conformity Letter.
· Non-submission of duly filled & signed conformity letter and Data Sheet will make the bid liable for rejection.






3. [bookmark: _bookmark20][bookmark: _bookmark21][bookmark: _bookmark22]Opening of Bids :
Opening of Eligibility and Technical Bids : The Eligibility and Technical bid shall be opened in the presence of Bidders’ representatives who choose to attend virtually on MS-TEAMS on the Date & Time as mentioned in section
  Important Details.
· The Bidders may note that no further notice will be given in this regard. Further, in case State Bank Operations Support Services Pvt Ltd does not function on the aforesaid date due to unforeseen circumstances or holiday then the bids will be opened on the next working day of the State Bank Operations Support Services Pvt Ltd at same time .
· State Bank Operations Support Services Pvt Ltd however reserves the right to change the date & time for opening of Eligibility and Technical bid without assigning any reason whatsoever. In case there is a change in the schedule the same will be intimated to the Bidders by sending an email for enabling them to be present virtually during the Bid opening.
· During opening of the Eligibility and Technical bids, the Bidders authorized representative may attend the opening online on MS- TEAMS.
· The rejection or acceptance of the bid will be done only after evaluation at the discretion of STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD .
· During evaluation of the eligibility and technical bids, State Bank Operations Support Services Pvt Ltd may seek from the Bidder clarifications on the bid submitted by the Bidder. The request for such clarification and the response from the Bidder shall be in writing.
· After the evaluation of the eligibility bids State Bank Operations Support Services Pvt Ltd will finalize the list of eligible bidders whose technical bid will be considered for the technical evaluation stage. The eligible bids will undergo a detailed technical evaluation based on the availability of the modules/features in the Application, its user- friendliness, flexibility in integration and customization.

1. Evaluation Methodology
A two-stage process is adopted for selection of the vendor: 
(Refer Appendix 07)
Stage1: Eligibility cum Technical Bid
Stage 2: Evaluation methodology for eligible bidder




Technical Bid Evaluation : During evaluation of the Bids, STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD , at its discretion, may ask the Vendor for clarification in respect of its bid. The request for clarification and the response shall be in writing, and no change in the substance of the tender shall be sought, offered, or permitted. The State Bank Operations Support Services Pvt Ltd reserves the right to accept or reject any tender in whole or in parts without assigning any reason thereof. The decision of the State Bank Operations Support Services Pvt Ltd shall be final and binding on all the vendors to this document and State Bank Operations Support Services Pvt Ltd will not entertain any correspondence in this regard.

4. Eligibility Bid
Eligibility criterion for the Vendor is clearly mentioned Annexure 01. The vendor would need to provide supporting documents as part of the eligibility proof.
4. Evaluation Methodology for Eligible Bidder.
Parameters for Technical evaluation of Bids will be based on the availability of the modules and features as mentioned in Table in section-4.1, user friendliness, flexibility in integration and customization in the Bider’s FOS Application/Solution/Product. The Commercial Bid of the vendors scoring less than 60 marks out of 100 in this Technical evaluation will not be opened and hence their Bid would not be considered for the final Techno-commercial evaluation.
Based on the submission of documents, Bids getting a minimum score of 60 out of 100 Marks in Technical evaluation would be called for a commercial bid opening. The date and time would be communicated to the shortlisted bidder(s) only.
Bidder will be finalized on Techno - commercial basis, on the basis of the combined weighted score for technical and commercial evaluation, the bidders shall be ranked in terms of the total score obtained. The proposal obtaining the highest total combined score in evaluation of quality and cost will be ranked as H-1 followed by the proposals securing lesser marks as H-2, H-3 etc in that order. The proposal securing the highest combined marks and ranked H-1 shall be recommended for award of contract. In case of more than one vendor securing equal highest score , the bidder with highest Technical Score amongst them will be declared the L-1 Bidder.
The State Bank Operations Support Services Pvt Ltd may in its absolute discretion engage in discussion or negotiation with H1 bidder. The decision of the State Bank Operations Support Services Pvt Ltd shall be final and binding on all the vendors to this document. The State Bank Operations Support Services Pvt Ltd reserves the right to accept or reject an/all offer(s) without assigning any reason whatsoever.
	
1. [bookmark: _bookmark24]Payment terms
The bidder must accept the payment terms proposed by the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD . The commercial bid submitted by the bidder must be in conformity with the payment terms proposed by the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD . Any deviation from the proposed payment terms would not be accepted. The State Bank Operations Support Services Pvt Ltd shall have the right to withhold or deduct (in event of SLA breach) any payment due to the selected bidder, in case of delays or defaults on the part of the selected bidder. Such withholding of payment shall not amount to a default on the part of the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD . If any of the items / activities as mentioned in the price bid is not taken up by the State Bank Operations Support Services Pvt Ltd during the course of the assignment, the State Bank Operations Support Services Pvt Ltd will not pay the professional fees quoted by the vendor in the price bid against such activity / item. The State Bank Operations Support Services Pvt Ltd will pay invoices within a period of 30 days from the date of receipt of undisputed invoices. Any dispute regarding the invoice will be communicated to the selected bidder within 15 days from the date of receipt of the invoice. After the dispute is resolved, State Bank Operations Support Services Pvt Ltd shall make payment within 15 days from the date the dispute stands resolved.

1. Terms & Conditions
6. [bookmark: _bookmark26]General
0. The State Bank Operations Support Services Pvt Ltd expects the vendor to adhere to the terms of this RFP document and would not accept any deviations to the same.
0. The State Bank Operations Support Services Pvt Ltd expects that the vendor appointed under this RFP Document shall have the single point responsibility for fulfilling all obligations and providing all deliverables and services required by STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD .
0. Unless agreed to specifically by the State Bank Operations Support Services Pvt Ltd in writing for any changes to the issued RFP document, the vendor responses/suggestions would not be incorporated automatically in the addendum/ corrigendum RFP document.
0. Unless expressly overridden by the specific agreement to be entered into between the State Bank Operations Support Services Pvt Ltd and the vendor, the RFP document shall be the governing document for arrangement between the State Bank Operations Support Services Pvt Ltd and the selected vendor.
6. [bookmark: _bookmark27]Indemnity
1. The Selected Vendor shall indemnify the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD , and shall always keep indemnified and hold the STATE BANK OPERATIONS SUPPORT SERVICES PVT
LTD , its employees, personnel, officers, directors, (hereinafter collectively referred to as “Personnel”) harmless from and against any and all losses, liabilities, claims, actions, costs and expenses (including attorneys' fees) relating to, resulting directly or indirectly from or in any way arising out of any claim, suit or proceeding brought against the State Bank Operations Support Services Pvt Ltd as a result of
1. STATE  BANK  OPERATIONS  SUPPORT  SERVICES  PVT  LTD  ’s authorized / bona fide use of the Deliverables and /or the Services provided by selected Vendor under this RFP; and/or any act of commission or omission, fraud, negligence, breach on the part the selected Vendor and/or its employees, agents, sub-contractors in performance of the obligations under this RFP; and/or any act of omission of statutory requirement and/or claims made by employees or subcontractors or subcontractors’ employees, who are deployed by the selected Vendor, against the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD ; and/or claims arising out of employment, non-payment of remuneration and non-provision of statutory benefits by the selected Vendor to its employees, its agents, contractors and sub-contractors ; breach of any of the term of this RFP or breach of any representation or false representation or inaccurate statement or assurance or covenant or warranty of the selected Vendor under this RFP/subsequent agreement; and/or any or all Deliverables or Services infringing any patent, trademarks, copyrights or such other Intellectual Property Rights; and/or breach of confidentiality obligations of the selected Vendor contained in this RFP; and/or
1. The acts, errors, representations, misrepresentations, willful misconduct or negligence or gross misconduct attributable to the selected Vendor or its employees or sub-contractors under this RFP/subsequent agreement.
1. Loss of data due to the facility/services provided by the selected vendor or
1. Any deficiency in the services of selected Bidder.
1. Any transaction contemplated under this RFP/subsequent agreement.
1. The provisions of this Clause shall survive the termination of RFP and subsequent Agreement made thereafter.
The selected Vendor shall at its own cost and expenses defend or settle at all point of time any claim against the State Bank Operations Support Services Pvt Ltd that the Deliverables and Services delivered or provided under this RFP infringe a patent, utility model, industrial design, copyright, trade secret, mask work or trade mark in the country where the Deliverables and Services are used, sold or received, provided the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD :
6. Notify the selected Vendor in writing as soon as practicable when the State Bank Operations Support Services Pvt Ltd becomes aware of the claim; and
6. Cooperates with the selected Vendor in the defense and settlement of the claims

6. Assignment
2. The selected bidder agrees that the selected bidder shall not be entitled to assign any or all of its rights and/or obligations under this tender and subsequent agreement to any entity including selected Bidder’s affiliate without the prior written consent of the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD
2. If the State Bank Operations Support Services Pvt Ltd undergoes a merger, amalgamation, takeover, consolidation, reconstruction, change of ownership, etc., this RFP/contract shall be considered to be assigned to the new entity and such an act shall not affect the rights of the State Bank Operations Support Services Pvt Ltd and the Bidder under this RFP.


6. [bookmark: _bookmark29]Inspection of Records
All records of bidder with respect to any matters covered by this RFP shall be made available to the State Bank Operations Support Services Pvt Ltd or its designatees at any time during normal business hours, as often as the State Bank Operations Support Services Pvt Ltd deems necessary, to audit, examine, and make excerpts or transcripts of all relevant data. Said records are subject to examination. State Bank Operations Support Services Pvt Ltd would execute confidentiality agreement with the Bidder, provided that the auditors would be permitted to submit their findings to the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD , which would be used by the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD . The cost of the audit will be borne by the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD .
The scope of such audit would be limited to Service Levels being covered under this RFP and subsequent contract, and financial information would be excluded from such inspection, which will be subject to the requirements of statutory and regulatory authorities. The Bidder’s records and sites managed for the State Bank Operations Support Services Pvt Ltd shall also be subject to Regulator/State Bank Operations Support Services Pvt Ltd’s inspection.
6. Publicity
The Bidder shall not make any press releases or statements of any kind including advertising using the name or any service marks or trademarks of the State Bank Operations Support Services Pvt Ltd regarding the contract or the transactions contemplated hereunder without the explicit written permission of the STATE BANK OPERATIONS SUPPORT SERVICES PVT
LTD . The Bidder shall not, use the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD 's name as a reference, without the express written permission of the State Bank Operations Support Services Pvt Ltd first being obtained, and then only strictly in accordance with any limitations imposed in connection with providing such consent. The State Bank Operations Support Services Pvt Ltd agrees not to use the Bidder’s trade or service marks without the Bidder’s prior written consent.

6. [bookmark: _bookmark31]Solicitation of Employees
During the term of the Contract and for a period of one year after any expiration of the contract period/termination or cancellation of the Contract, both the parties agree not to hire, solicit, or accept solicitation (either directly, indirectly, or through a third party) for their employees directly involved in this contract during the period of the contract and one year thereafter, except as the parties may agree on a case-by-case basis. The parties agree that for the period of the contract and one year thereafter, neither party will cause nor permit any of its directors or employees who have knowledge of the agreement to directly or indirectly solicit for employment the key personnel working on the project contemplated in this proposal except with the written consent of the other party
The above restriction would not apply to either party for hiring such key personnel who initiate discussions regarding such employment without any direct or indirect solicitation by the other party; or respond to any public advertisement placed by either party or its affiliates in a publication of general circulation

[bookmark: _bookmark25][bookmark: _bookmark28][bookmark: _bookmark30]
6. [bookmark: _bookmark32]Visitorial Rights
The State Bank Operations Support Services Pvt Ltd and its authorized representatives, including Reserve Bank of India (RBI) or any other regulator shall have the right to visit any of the vendor’s premises without prior Request or notice to ensure that data provided by the State Bank Operations Support Services Pvt Ltd is not misused. The selected bidder shall cooperate with the authorized representative/s of the State Bank Operations Support Services Pvt Ltd and shall provide all information/ documents required by the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD .


6. [bookmark: _bookmark33]Monitoring and Audit
Compliance with security best practices may be monitored by various periodic security audits performed by or on behalf of the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD . The periodicity of these audits will be decided at the discretion of the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD . These audits may include, but are not limited to, a review of : access and authorization procedures, physical security controls, backup and recovery procedures, security controls and program change controls. To the extent that the State Bank Operations Support Services Pvt Ltd deems it necessary to carry out a program of inspection and audit to safeguard against threats and hazards to the confidentiality, integrity, and availability of data, the selected bidder shall offer the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD 's representatives access to the selected bidder’s facilities, installations, technical resources, operations, documentation, records, databases and personnel. The selected bidder must provide the State Bank Operations Support Services Pvt Ltd access to various monitoring and performance measurement systems (both manual and automated). The State Bank Operations Support Services Pvt Ltd has the right to get the monitoring and performance measurement systems (both manual and automated) audited without prior approval/notice to the selected bidder

6. Force Majeure
8. The Selected Bidder shall not be liable for forfeiture of its performance security, liquidated damages or termination for default, if any to the extent that its delay in performance or other failure to perform its obligations under the contract is the result of an event of Force Majeure.
8. For purposes of this Clause, "Force Majeure" means an event explicitly beyond the reasonable control of the Selected Bidder and not involving the Selected Bidder's fault or negligence and not foreseeable. Such events may be due to or as a result of or caused by act of God, wars, insurrections, riots, earth quake and fire, revolutions, civil commotion, floods, epidemics, quarantine restrictions, trade embargos, declared general strikes in relevant industries, satellite failure, act of Govt. of India, events not foreseeable but does not include any fault or negligence or carelessness on the part of the parties, resulting in such a situation. In the event of any such intervening Force Majeure, either party shall notify the other in writing of such circumstances or the cause thereof immediately within five calendar days;
8. Unless otherwise directed by the State Bank Operations Support Services Pvt Ltd in writing, the Selected Bidder shall continue to perform its obligations under the Contract as far as is reasonably practical, and shall seek all reasonable alternative means for performance not prevented by the Force Majeure event;
8. In such a case the time for performance shall be extended by a period(s) not less than duration of such delay. If the duration of delay continues beyond a period of two months, the State Bank Operations Support Services Pvt Ltd and the Selected Bidder shall hold consultations in an endeavor to find a solution to the problem;
8. Notwithstanding above, the decision of the State Bank Operations Support Services Pvt Ltd shall be final and binding on the Selected Bidder.

6. Governing Law and Jurisdiction
This RFP and subsequent agreement with the Selected Bidders shall be governed and construed in accordance with the laws of India and courts in Delhi will have the exclusive jurisdiction to determine the issues arising out of this RFP.

6. [bookmark: _bookmark36]Corrupt and Fraudulent practice
10. It is required that Bidders observe the highest standard of ethics during the procurement and execution of such contracts in pursuance of this policy.
10. “Corrupt Practice” means the offering, giving, receiving or soliciting of anything of value to influence the action of an official in the procurement process or in contract execution ;
10. “Fraudulent Practice” means a misrepresentation of facts in order to influence a procurement process or the execution of contract to the detriment of the State Bank Operations Support Services Pvt Ltd and includes collusive practice among Bidders (prior to or after bid submission) designed to establish bid prices at artificial non- competitive levels and to deprive the State Bank Operations Support Services Pvt Ltd of the benefits of free and open competition.
10. The State Bank Operations Support Services Pvt Ltd reserves the right to reject a proposal for award if it determines that the Bidder recommended for award has engaged in corrupt or fraudulent practices in competing for the contract in question ;
10. The State Bank Operations Support Services Pvt Ltd reserves the right to declare a Bidder ineligible, either indefinitely or for a stated period of time, to be awarded a contract if at any time it determines that the firm has engaged in corrupt or fraudulent practices in competing for or in executing the contract.

6. Service Level Agreement and Non-Disclosure Agreement: The selected vendor shall execute:
11. Service Level Agreement (SLA), which must include all the services and terms and conditions of the services to be extended as detailed herein, and as may be prescribed or recommended by the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD (specimen SLA
attached);
11. Non-Disclosure Agreement (NDA),
the selected vendor shall execute the SLA and NDA within Fifteen days of the date of acceptance of letter of appointment or as intimated by the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD;
11. The stamp duty or any other associated charges to execute the above-mentioned document shall be borne by the successful bidder;

[bookmark: _bookmark37]
6. [bookmark: _bookmark38]Liquidated Damages Liquidated Damages and penalty
12. State Bank Operations Support Services Pvt Ltd expects that the selected bidder complete the scope of the project as mentioned within the timeframe specified. Inability of the selected bidder to either provide the requirements as per the scope or to meet the timelines as specified would be treated as breach of contract and would invoke the penalty clause. State Bank Operations Support Services Pvt Ltd at its discretion may apply this rule to any major non-delivery, non-adherence, non-conformity, non-submission of agreed or mandatory documents as part of the Project;
12. Thereafter, at the discretion of the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD, the contract may be cancelled. State Bank Operations Support Services Pvt Ltd also has the right to invoke Penalty Clause on delay which is not attributable to State Bank

[bookmark: _bookmark34]
[bookmark: _bookmark35]Operations Support Services Pvt Ltd and is attributable to the selected Bidder.
12. Inability of the selected bidder to provide services at the service levels defined would result in breach of contract and would invoke this clause
12. Notwithstanding anything contained above, no such penalty will be chargeable on the selected bidder for the inability occasioned, if such inability is due to reasons entirely attributable to STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD.

6. [bookmark: _bookmark39]Confidentiality
13. “Confidential Information” means any and all information that is or has been received by the selected bidder (“Receiving Party”) from the State Bank Operations Support Services Pvt Ltd (“Disclosing Party”) and that relates to the Disclosing Party; and is designated by the Disclosing Party as being confidential or is disclosed in circumstances where the Receiving Party would reasonably understand that the disclosed information would be confidential or is prepared or performed by or on behalf of the Disclosing Party by its employees, officers, directors, agents, representatives or consultants ;
13. Without limiting the generality of the foregoing, Confidential Information shall mean and include any information, data, analysis, compilations, notes, extracts, materials, reports, drawings, designs, specifications, graphs, layouts, plans, charts, studies, memoranda or other documents, or materials relating to the licensed software, the modules, the program documentation, the source codes, the object codes and all enhancements and updates, services, systems processes, ideas, concepts, formulas, methods, know how, trade secrets, designs, research, inventions , techniques, processes, algorithms, schematics, testing procedures, software design and architecture, computer code, internal documentation, design and function specifications, product requirements, problem reports, analysis and performance information, business affairs, projects, technology, finances (including revenue projections, cost summaries, pricing formula), clientele, markets, marketing and sales programs, client and customer data, appraisal mechanisms, planning processes, etc. or any existing or future plans, forecasts or strategies in respect thereof.
13. “Confidential Materials” shall mean all tangible materials containing
Confidential Information, including, without limitation, written or

printed documents and computer disks or tapes, whether machine or user readable. Information disclosed pursuant to this clause will be subject to confidentiality forever.
13. Nothing contained in this clause shall limit the selected bidder from providing similar services to any third parties or reusing the skills, know-how and experience gained by the employees in providing the services contemplated under this clause, provided further that the selected bidder shall at no point use the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD ’s confidential information or Intellectual property.
13. The Receiving Party shall, at all times regard, preserve, maintain and keep as secret and confidential all Confidential Information and Confidential Materials of the Disclosing Party howsoever obtained and agrees that it shall not use the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD ’s confidential information or IPR, without obtaining the written consent of the STATE BANK OPERATIONS SUPPORT SERVICES PVT LTD .

6. [bookmark: _bookmark40]Grievance Redressal
14. Any vendor who claims to have a grievance against a decision or action with regards to the provisions of this RFP may file a request to The State Bank Operations Support Services Pvt Ltd at “dgm1.ni@sbi.co.in”. It may please be noted that the grievance can be filed by only that vendor who has participated in Procurement proceedings in accordance with the provisions of this RFP.

6. [bookmark: _bookmark41]Documents Clarification
15. All soft/scanned copy documents including Annexures/Appendices submitted by bidder to have digital signature or approval from an official of the grade equivalent to VP and above or by a person authorized by an official of the grade equivalent to VP or above.
15. The  authorized  person  can  also submit the  bids  in  e-mails to ith1@sboss.net.in or fh1@sboss.net.in
15. The documents (for bigger size files) can be submitted/mailed in parts to ith1@sboss.net.in or fh1@sboss.net.in
15. Please mail in smaller size files, max size of email being 10MB.
15. Documents must be as per the requirement mentioned in the RFP and all the terms and conditions will be as per RFP.
15. Commercial bids submitted over email must be in the form of a password protected PDF attachment and the password is to be shared

with State Bank Operations Support Services Pvt Ltd team by the technically qualified bidders only, at the time of opening commercial bids as detailed earlier. Until then the password must not be shared with anyone .

6. [bookmark: _bookmark42]Acknowledgement: Since physical acknowledgement of documents is not possible, State Bank Operations Support Services Pvt Ltd will email all participated bidders about the updates on RFP.
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Eligibility.docx
Annexure – 1 : Compliance For Eligibility Criteria

(to be printed on Bidder’s Letter Head and included with the Technical Bid Envelope) 



MSE bidders shall be given relaxation from Prior Turnover Criteria, provided the bidder submits

document such as MSE registration certificate. The registration certificate submitted by MSMEs must be valid as on close date of the RFP.





		#

		Eligibility Criteria

		Compliance (Compliant/ Not

Compliant)

		Supporting Evidence



		1.

		The bidder should be a legal entity LLP/private/public 

Limited company in India at least for the last 5 years.

		Y/N

		Certificate of Incorporation or Appropriate Supporting Document



		2

		The Bidder to provide an undertaking on his letter head that all the requirements as part of this RFP Scope are covered in totality in the proposal submitted by the Bidder(s).

		Y/N

		Undertaking



		3

		Bidder must ensure that the App Solution to be supplied will not be End of Life in next 3 years and End of Support in next 5 years

		Y/N

		Letter of undertaking from the Organization/ OEM



		4.

		The vendor should have experience of owning and managing a well-established Infrastructure supporting state of the art inhouse developed front end App.

		Y/N

		Self-Declaration



		5.

		The bidder must submit an undertaking that no Government / undertaking organizations have blacklisted the bidder for any reason. Past/present litigations, disputes, if any (Adverse litigations could result in disqualification, at the sole discretion of the

SBOSS)

		Y/N

		Undertaking by Bidder.



		6.

		Average Annual Turnover should be INR 20 Crores in any of the Preceding last three financial years ie 2020-21, 2021-22, 2022-23 and or 2023-24.

		Y/N

		Auditors Certificate or CA

Certificate



		7.

		Financial statements i.e. Audited Balance sheet and Profit & Loss accounts for last three years (FY2020-21, FY2021-22 and FY2022- 23 and or 2023-24)

		Y/N

		Auditors Certificate or

CA certificate



		8.

		An undertaking that, no penalties/fines have been imposed on their entities by any Regulator or Govt Agency or any Authority for breach of any Regulations

or Laws.

		Y/N

		Supporting Document



		9

		Bidder to have a functioning Disaster Recovery site and approved Business Continuity Plan to support SBOSS.

		Y/N

		Supporting Document



		10

		The bidder should be Meity empaneled cloud service provider with ISO 27001, CMMI Level 3 and PDI CSS Compliance.

		Y/N

		Certificates



		11

		Bidder must have implemented the similar solution with at least one financial Institution.

		Y/N

		Copy of PO
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Commercial Bid.docx
ANNEXURE – I



Commercial Bid Form



(Bidder’s Letter Head, 



(To be included in Commercial Bid Envelop)



To 

State Bank Operations Support Services Pvt Ltd.

2 Floor, NBCC Place, South Wing, Bhisham, Pitamah Marg, 

Pragati Vihar, Lodhi Road, 

New Delhi, India, 110003



Dear Sirs,



Re: RFP No ---------------------------------- 



Having examined the Bidding Documents placed along with this RFP, we, the undersigned, offer to provide the required services in conformity with this RFP documents in accordance with the Schedule of Prices attached herewith and made part of this Bid.





		Sr No

		License Subscription

		Subscription Cost / month in INR



		1

		License per user which includes cost associated with infrastructure all the functionalities and specifications as mentioned in scope of work. 

		 



		2

		Outbound call charges per minute (On actuals)

		



		 3

		Development & implementation (One Time Development and integration) 

In line with the payment terms to be agreed in PO/ SLA when awarded,

		









We undertake, if our Bid is accepted, to provide scoped services within the stipulated time schedule. We agree to abide by the Bid and the rates quoted therein for the orders awarded by SBOSS up to the period prescribed in the Bid which shall remain binding upon us. Until a formal contract is prepared and executed, this Bid, together with your written acceptance thereof and your notification of award, shall constitute a binding Contract between us.



We undertake that, in competing for (and, if the award is made to us, in executing) the above contract, we will strictly observe the laws against fraud and corruption in force in India.









We have complied with all the terms and conditions of the RFP. We understand that you are not bound to accept the lowest or any Bid you may receive.



Dated this…………………… Day of	2024



(Signature)



(Name)	(In the capacity of/Designation)



Duly authorized to sign Bid for and on behalf of
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Authorization letter for bid opening.docx
Authorization letter for bid opening in case bidder/ authorized representative is unable to attend the commercial bid opening 

(On Bidder’s Letter Head)





To

State Bank Operation Support Services Pvt Ltd

New Delhi





Dear Sir,



I have carefully gone through the terms & conditions contained in the RFP --------------------dated --------------- for “----". I here by authorize SBOSS representative to open technical and commercial bids at given date and time.





Yours faithfully,





(Signature of the Bidder) 

Printed Name 

Designation

Seal 

Date:

Business Address:
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Pre Bid Queries.docx
       Annexure-F:  Pre-Bid Queries





		S.

No.

		Page

No

		Section (Name &

No.)

		Statement asper tender

document

		Query	by

bidder

		Reason	for

Query



		1

		

		

		

		

		



		2

		

		

		

		

		



		3

		

		

		

		

		



		4

		

		

		

		

		



		5

		

		

		

		

		



		6

		

		

		

		

		



		7

		

		

		

		

		



		8

		

		

		

		

		



		9

		

		

		

		

		



		10
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BID Undertaking letter.docx
Declaration for Acceptance of RFP Terms and Conditions 

(On Bidder’s Letter Head)





To

State Bank Operation Support Services Pvt Ltd

New Delhi





Dear Sir,



I have carefully gone through the terms & conditions contained in the RFP --------------------dated --------------- for “----". I declare that all the provisions of this RFP/Tender Document are acceptable to my company. I further certify that I am an authorized signatory of my company and am, therefore, competent to make this declaration.





Yours faithfully,





(Signature of the Bidder) 

Printed Name 

Designation

Seal 

Date:

Business Address:




image10.emf
Conformity  Letter.docx


Conformity Letter.docx
Conformity Letter

(On Company letter Head)





To,	Date:

DGM, SBOSS

New Delhi



SUB: Conformity Letter for RFP REF No. :

Further to our proposal dated in response to the Request for proposal (Company’s RFP #: dated hereinafter referred to as “RFP”) issued by SBOSS (“Company”), we hereby covenant, warrant and confirm as follows:

We hereby agree to comply with all the terms and conditions/stipulations as contained in the RFP and the related addendums and other documents including the changes made to the original tender documents issued by the Company. The Company is not bound by any other extraneous matters or deviations, even if mentioned by us elsewhere either in our proposal or any subsequent deviations sought by us, whether orally or in writing, and Company’s decision not to accept any such extraneous conditions and deviations will be final and binding on us.



We also confirm not to disclose any information related to this RFP/Contract to any third party without written consent from SBOSS.

We also hereby confirm that our prices as specified in the Commercial Bid and adhere to the Payment terms specified in the RFP.



Yours faithfully,





Authorized Signatory Designation

Vendor name
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NDA.pdf
ANNEXURE -7
Non-Disclosure Agreement (NDA)

(To be printed on Bidder’s Letter Head and included with the Technical bid Envelope)

THIS RECIPROCAL NON-DISCLOSURE AGREEMENT (the ‘Agreement’) is made at
(Place ) on between:

State Bank Operations Support Services Pvt Ltd. (SBOSS), constituted under the Company’s
Act 2013, having its Regd Office at New Delhi (hereinafter referred to as ‘Company’, which
expression includes its successors and assigns) of the ONE PART;

and

a Private/Public Limited Company/LLP/Firm
<strike off whichever is not applicable> incorporated under the provisions of the Companies
Act, 1956/2013/ Limited Liability Partnership Act, 2008/Indian Partnership Act, 1932 <strike
off whichever is not applicable>, having its Registered Office at
(hereinafter referred to as * ’, which expression shall unless repugnant to the subject
or context thereof, shall mean and include its successors and permitted assigns) of the OTHER
PART,;

and whereas

1. SBOSS is carrying on business of providing operational support to its clients, has agreed to
hire manpower resources for various positions (on-roll and off-roll) for deployment at its
offices or SBOSS Client’s branches.

2. For purposes of advancing their business relationship, the parties would need to disclose
certain valuable confidential information to each other (the Party receiving the information
being referred to as the ‘Receiving Party’ and the Party disclosing the information being
referred to as the ‘Disclosing Party’. Therefore, in consideration of covenants and agreements
contained herein for the mutual disclosure of confidential information to each other, and
intending to be legally bound, the parties agree to Terms and Conditions as set out hereunder.

NOW IT IS HEREBY AGREED BY AND BETWEEN THE PARTIES AS UNDER:

1. Confidential Information and Confidential Materials:

(a) ‘Confidential Information’ means non-public information that Disclosing Party
designates as being confidential or which, under the circumstances surrounding
disclosure ought to be treated as confidential. ‘Confidential Information’ includes,
without limitation, information relating to developed, installed or purchased Disclosing
Party software or hardware products, the information relating to general architecture of





Disclosing Party’s network, information relating to nature and content of data stored
within network or in any other storage media, Disclosing Party’s business policies,
practices, methodology, policy design delivery, and information received from others
that Disclosing Party is obligated to treat as confidential. Confidential Information
disclosed to Receiving Party by any Disclosing Party Subsidiary and/or agents is covered
by this agreement.

(b) Confidential Information shall not include any information that: (i) is or subsequently

(c)

becomes publicly available without Receiving Party’s breach of any obligation owed to
Disclosing Party; (ii) becomes known to Receiving Party free from any confidentiality
obligations prior to Disclosing Party’s disclosure of such information to Receiving
Party; (iii) became known to Receiving Party from a source other than Disclosing Party
other than by the breach of an obligation of confidentiality owed to Disclosing Party and
without confidentiality restrictions on use and disclosure; or (iv) is independently
developed by Receiving Party.

‘Confidential Materials’ shall mean all tangible materials containing Confidential
Information, including without limitation written or printed documents and computer
disks or tapes, whether machine or user readable.

Restrictions

Each party shall treat as confidential the Contract and any and all information
(‘confidential information’) obtained from the other pursuant to the Contract and shall
not divulge such information to any person (except to such party’s ‘Covered Person’
which term shall mean employees, contingent workers and professional advisers of a
party who need to know the same) without the other party’s written consent provided
that this clause shall not extend to information which was rightfully in the possession of
such party prior to the commencement of the negotiations leading to the Contract, which
is already public knowledge or becomes so at a future date (otherwise than as a result of
a breach of this clause). Receiving Party will have executed or shall execute appropriate
written agreements with Covered Person, sufficient to enable it to comply with all the
provisions of this Agreement. If Service Provider appoints any Sub-Contractor (if
allowed), then Service Provider may disclose confidential information to such Sub-
Contractor subject to such Sub-Contractor giving the SBOSS an undertaking on similar
terms to the provisions of this clause. Any breach of this Agreement by Receiving
Party’s Covered Person or Sub-Contractor shall also be construed as a breach of this
Agreement by Receiving Party.

Receiving Party may disclose Confidential Information in accordance with judicial or
other Government Order to the intended recipients (as detailed in this clause), provided
Receiving Party shall give Disclosing Party reasonable notice (provided not restricted
by applicable laws) prior to such disclosure and shall comply with any applicable
protective order or equivalent. The intended recipients for this purpose are:

i. The Statutory Auditors of either party, and





4.

C.

(@)

(b)

(©)

(d)

ii. Government or Regulatory Authorities regulating the affairs of the parties and
inspectors and supervisory bodies thereof

Confidential Information and Confidential Material may be disclosed, reproduced,
summarized or distributed only in pursuance of Receiving Party’s business relationship
with Disclosing Party, and only as otherwise provided hereunder. Receiving Party agrees
to segregate all such Confidential Material from the confidential material of others in
order to prevent mixing.

Rights and Remedies

Receiving Party shall notify Disclosing Party immediately upon discovery of any
unauthorized use or disclosure of Confidential Information and/or Confidential
Materials, or any other breach of this Agreement by Receiving Party and will cooperate
with Disclosing Party in every reasonable way to help Disclosing Party regain
possession of the Confidential Information and/or Confidential Materials and prevent its
further unauthorized use.

Receiving Party shall return all originals, copies, reproductions and summaries of
Confidential Information or Confidential Materials at Disclosing Party’s request, or at
Disclosing Party’s option, certify destruction of the same.

Receiving Party acknowledges that monetary damages may not be the only and/or a
sufficient remedy for unauthorized disclosure of Confidential Information and that
Disclosing Party shall be entitled, without waiving any other rights or remedies
(including but not limited to as listed below), to injunctive or equitable relief as may be
deemed proper by a Court of competent jurisdiction:

i.  Suspension of access privileges
ii.  Change of personnel assigned to the job
iii.  Termination of contract

Disclosing Party may visit Receiving Party’s premises, with reasonable prior notice and
during normal business hours, to review Receiving Party’s compliance with the term of
this Agreement.

Miscellaneous

(@) All Confidential Information and Confidential Materials are and shall remain the sole

property of Disclosing Party. By disclosing information to Receiving Party, Disclosing
Party does not grant any expressed or implied right to Receiving Party to disclose
information under the Disclosing Party’s patents, copyrights, trademarks, or trade secret
information.

(b) Confidential Information made available is provided ‘As Is’ and Disclosing Party

disclaims all representations, conditions and warranties, express or implied, including,
without limitation, representations, conditions or warranties of accuracy, completeness,
performance, fitness for a particular purpose, satisfactory quality and merchantability





provided same shall not be construed to include fraud or Willful Default of Disclosing
Party.

(c) Neither party grants to the other party any license, by implication or otherwise, to use

the Confidential Information, other than for the limited purpose of evaluating or
advancing a business relationship between the parties, or any license rights whatsoever
in any patent, copyright or other intellectual property rights pertaining to the
Confidential Information.

(d) The terms of Confidentiality under this Agreement shall not be construed to limit either

party’s right to independently develop or acquire product without use of the other party’s
Confidential Information. Further, either party shall be free to use for any purpose the
residuals resulting from access to or work with such Confidential Information, provided
that such party shall maintain the confidentiality of the Confidential Information as
provided herein. The term ‘residuals’ means information in non-tangible form, which
may be retained by person who has had access to the Confidential Information, including
ideas, concepts, know-how or techniques contained therein. Neither party shall have any
obligation to limit or restrict the assignment of such persons or to pay royalties for any
work resulting from the use of residuals. However, the foregoing shall not be deemed to
grant to either party a license under the other party’s copyrights or patents.

(e) This Agreement constitutes the entire agreement between the parties with respect to the

(f)

subject matter hereof. It shall not be modified except by a written agreement dated
subsequently to the date of this Agreement and signed by both parties. None of the
provisions of this Agreement shall be deemed to have been waived by any act or
acquiescence on the part of Disclosing Party, its agents, or employees, except by an
instrument in writing signed by an Authorized Officer of the Disclosing Party. No waiver
of any provision of this Agreement shall constitute a waiver of any other provision(s) or
of the same provision on another occasion.

This Agreement shall be governed by and be construed in accordance with the laws of
Republic of India. The parties agree to submit to the exclusive jurisdiction of appropriate
Court in Delhi in connection with any dispute between the parties under the Agreement.

(g) Subject to the limitations set forth in this Agreement, this Agreement will inure to the

benefit of and be binding upon the parties, their successors and assigns.

(h) If any provision of this Agreement shall be held by a Court of competent jurisdiction to

be illegal, invalid or unenforceable, the remaining provisions shall remain in full force
and effect.

The Agreement shall be effective from (‘Effective Date’) and shall be valid for
a period of 36 months thereafter (the ‘Agreement Term’). The foregoing obligations as
to confidentiality shall survive the term of this Agreement and for a period of five (5)
years thereafter, provided confidentiality obligations with respect to individually
identifiable information, customer’s data of Parties or software in human-readable form
(e.g., Source Code) shall survive in perpetuity.





5. Suggestions and Feedback

Either Party from time to time may provide suggestions, comments or other feedback
to the Other Party with respect to Confidential Information provided originally by the
Other Party (hereinafter ‘feedback’). Both Parties agree that all feedback is and shall
be entirely voluntary and shall not in the absence of a separate agreement, create any
confidentially obligation for the Receiving Party. However, the Receiving Party shall
not disclose the source of any feedback without the Providing Party’s consent.
Feedback shall be clearly designated as such and, except as otherwise provided herein,
each Party shall be free to disclose and use such feedback as it sees fit, entirely without
obligation of any kind to other Party. The foregoing shall not, however, affect either
Party’s obligations hereunder with respect to Confidential Information of other party.

Dated this day of (Month) 2023__ at (place)

For and on behalf of

Name
Designation
Place
Signature

For and on behalf of

Name
Designation
Place
Signature







image12.emf
Evaluation  mechanism.docx


Evaluation mechanism.docx
ANNEXURE – 8



Evaluation mechanism







Vendor who have fulfilled the eligibility criteria will be evaluated as per the scoring parameters below : In this stage shortlisted Bidders will prepare technical proposal which shall comprise of 



i) Eligibility criteria	–	10 Marks

ii) Features/functionalities of App	–	60 Marks

iii) Project Plan with Timelines	–	15 Marks

iv) Security Certifications/ Adherence to the   –                                      15  Marks

guidelines

		 



The bidders who have attained the technical score & have complied with the points of Technical Bid shall qualify for Commercial Bid evaluation.



i. Technical Bid will be assigned a technical weightage. Only the bidders whose overall Technical score is 60 % or more will qualify for commercial bid evaluation.



ii. The Final technical score of the Bidder shall be calculated as follows -Normalized Technical Score of a Bidder = {Technical Score of that Bidder / Score of the Bidder with the highest technical score} X 100 (adjusted to 2 decimals)

2.2.1.

2.2.2.

2.2.3.







4.2 Commercial Bid evaluation

i. The Commercial bids for the technically qualified bidders will then be opened and reviewed by the Procurement Committee of SBOSS to determine whether the commercial bids are substantially responsive. Bids that are not substantially responsive are liable to be disqualified at owner’s discretion.

ii. The Commercial Bids of the technically qualified bidders shall be calculated as follows -

Normalized Commercial Score of a Bidder = {lowest discounted quote / Bidders discounted quote} X 100 (adjusted to 2 decimals)



iii. The final techno-commercial score will be Quality and Price based with the following weightage:

a) 6%: Final Technical Score

b)  35%: Final Commercial score

Final Score = (0.65*Final Technical Score) + (0.35*Final Commercial Score)



iv. The bidder will be given ranks in the descending order, i.e. the highest Final score shall be treated as L-1 bidder. 




