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• • 
Institute of Business Administration , Karachi 

ICT Helpdesk Outsource Service 

Provincial 

IT/107/2016-17 

1) NAME OF THE ORGANIZATION / DEPTT. 

2) PROVINCIAL / LOCAL GOVT./ OTHER 

3) TITLE OF CONTRACT 

4) TENDER NUMBER 

PKR 12.000,000/- 7) TENDER ESTIMATED VALUE 

8) ENGINEER'S ESTIMATE 
(For civil works only) 

SINDH PUBLIC PROCUREMENT REGULATORY AUTHORITY 

CONTRACT EVALUATION FORM 

TO BE FILLED IN BY ALL PROCURING AGENCIES FOR PUBLIC CONTRACTS OF 
WORKS, SERVICES & GOODS 

5) BRIEF DESCRIPTION OF CONTRACT 	ICT Helpdesk Outsource Service  

6) FORUM THAT APPROVED THE SCHEME Purchase Committee  

9) ESTIMATED C PL ON RIOD (AS PER CONTRACT)  As per Tender Terms 

10) TENDER OPE 	 ) 	26-Aug-2016 / 11:30AM 

11) NUMBER OF TE 
(Attach list of buyers) 

12) NUMBER OF BIDS RECE VED 

13) NUMBER OF BIDDERS PRESENT AT 

14) BID EVALUATION REPORT 
(Enclose a copy) 

LD Free of Cost avaiable on IBA website 

15) NAME AND ADDRESS OF THE SUCCESSFU 

16) CONTRACT AWARD PRICE 

17) RANKING OF SUCCESSFUL BIDDER IN EVALUATIO 
(i.e. I', 2"d. 3rd  EVALUATION BID). 	M/s. JBS 

M/s. IBL Unisys 

18) METHOD OF PROCUREMENT USED : - (Tick one) 

a) SINGLE STAGE — ONE ENVELOPE PROCEDURE 

b) SINGLE STAGE — TWO ENVELOPE PROCEDURE YES  

c) TWO STAGE BIDDING PROCEDURE 

d) TWO STAGE — TWO ENVELOPE BIDDING PROCEDURE 

PLEASE SPECIFY IF ANY OTHER METHOD OF PROCUREMENT WAS ADOPTED i.e. 

EMERGENCY, DIRECT CONTRACTING ETC WITH BRIEF REASONS 

Domestic/ Local 

Domestic 



No Yes n 
Yes SPPRA 29657/2016 

No 

Yes No 

ENTS? 
23) WHETHER QUALIFICA iN C 

WAS INCLUDED IN BIDDING / TENDE 
(If yes, enclose a copy) 

Yes No 
24) WHETHER BID EVALUATION CRITERIA 

WAS INCLUDED IN BIDDING / TENDER DOCU 
(If yes, enclose a copy) 

Yes No METHOD OTHER THAN OPEN COMPETITIVE BID 

No Yes 

No Yes 

Purchase Committee 

19) APPROVING AUTHORITY FOR AWARD OF CONTRACT 

20) WHETHER THE PROCUREMENT WAS INCLUDED IN ANNUAL PROCUREMENT PLAN? 

21) ADVERTISEMENT : 

i) SPPRA Website 
(If yes, give date and SPPRA Identification No.) 

ii) News Papers 
(If yes, give na 	f newspapers and dates) 

22) NATURE OF COL 	 ' 	R1  

25) WHETHER APPROVAL OF COMPETENT AUTHORI WAS 	 FOR USING A 

26) WAS BID SECURITY OBTAINED FROM ALL THE BIDDERS? 

27) WHETHER THE SUCCESSFUL BID WAS LOWEST EVALUATED 
BID / BEST EVALUATED BID (in case of Consultancies) 

28) WHETHER THE SUCCESSFUL BIDDER WAS TECHNICALLY 
COMPLIANT? 

29) WHETHER NAMES OF THE BIDDERS AND THEIR QUOTED PRICES WERE READ OUT AT 
THE TIME OF OPENING OF BIDS? Yes El No  

30) WHETHER EVALUATION REPORT GIVEN TO BIDDERS BEFORE THE AWARD OF 
CONTRACT? 
(Attach copy of the bid evaluation report) 

Yes  I  pi 	 No n 	

No Yes P P1 

Yes Dawn Jang Daily Aas 

No 

2/3 
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• 

SPPRA, Block. No.8, Sindh Secretariat No.4-A, Court Road, Karachi 
Tele: 021-9205356; 021-9205369 & Fax: 021-9206291 

Print Save Reset 

'i7st' L\9N  ‘c•; • • exe 00\ 
92NA 

FOR OFFICE USE ONLY 

31) ANY COMPLAINTS RECEIVED 
(If yes, result thereof) 

32) ANY DEVIATION FROM SPECIFICATIONS GIVEN IN THE TENDER NOTICE / DOCUMENTS 
(If yes, give details) 

No 

Yes 

33) WAS THE EXTENSION MADE IN RESPONSE TIME? 
(If yes, give reasons) 

34) DEVIATION F 
(If yes. give deta 

T1ON CRITERIA 

35) WAS IT ASSURED BY THE PROCRIIyNCY THAT THE SELECTED FIRM IS NOT 
BLACK LISTED? 

36) WAS A VISIT MADE BY ANY OF ICER/O 	 E PROCURING AGENCY TO THE 
SUPPLIER'S PREMISES IN CONNECTION WIT 	P 	UREMENT? IF SO, DETAILS TO 
BE ASCERTAINED REGARDING FINANCING 	 ROAD: 
(If yes, enclose a copy) 

37) WERE PROPER SAFEGUARDS PROVIDED ON M 	 VANCE PAYMENT IN 
THE CONTRACT (BANK GUARANTEE ETC.)? 

38) SPECIAL CONDITIONS, IF ANY 
(If yes, give Brief Description) 

Signature & Official Stamp of 

Authorized Officer Imra Batada 

Yes (-7- No 

Yes 

No 

Yes 

No 

Yes 

No 



tcrnsl Nlernticr) 

Mr ycd JellanIch 

Assistant Manager 

Dr Raineez Ktialid 

(Chaimtan PC) Professor 

Bid Evaluation Report 

1. Name of Procuring Agency: Institute Of Business Administration. Karachi  
2. Tender Reference No: 	1T/107/2016-17  
3. Tender Description/Name of work/item: ICT Helpdesk outsource Services.  
4. Method of Procurementl 	Single State Two Envelop 
5. Tender Published: SPPRA 	08-Aug-2016 SPPRA-S.No:29657/2016-17 

6. Total Bid documents sold; 	(Available on website) 

7. Total Bids Received: 	 02 
8. Technical Bid Opening date: (if applicable) 26-Aug-2016 
9. No. of Bid technically qualified (if applicable):  02  
10. Bid(s) Rejected: 	0  
II. Financial Bid Opening date: 
12. Bid Evaluation Report: 

26-Sent-2016 

 

S No 
Name of 
Firm or 
Bidder 

Cost offered 
by the Bidders 
Inclusive of 

SST 

Ranking 
in terms 
of cost 

Comparison 
with 

Estimated 
cost 

Reasons for 
acceptance/ 

rejection 
Remarks 

2 3 4 5 

1 
M/s IBL 
Unisys 

PK R 
9,I98,870/- 

2" 
Open 
Market 

High Price High Price 

2 M/s. JBS 
PKR 
8,999.500/- 

I st Open 
Market 

Lowest & Mast 
Evaluated Bidder 

Recommended for 
chard the 

 
contract 

Recommendations: - the offerer amount of Rs. 11,999,500/4With SST) by AM. JOS has been recommended by the 

3ftmtvnient Committee to award the work on the basis of their technical qualifying and In vest offered price bid. 

eras Member) 

Mr.Haris Quash' 

IIEI Karachi University 



Bid evaluation report 

Acquisition of IT Support services 

Tender # IT/107/2016-17 

Technical Sections 
Points 

Vendor 

Section 1 - Organizational Requirements HIS Unisys 

1 

Previous experience in 	providing Human 	Resource for ICT Customer Support in 

Karachi. 
(< S yrs = 0) (> 5 yrs but < 8 yrs = 05) (> 8 yrs but < 10 yrs s 10) (>= 10 yrs = 15) 

15 

. 

15 

. 

15 

2 
Number of IT Resident Engineers on company's own pay roll deputed in Karachi 

(< 25 = 02)(< 50 but > 25: 04)(< 75 but > SO :06)(< 100 but > 75 : 08)(>= 100 : 10) 
10 8 4 

3 
Provide facilities to company employees like EOBI (2.5 points), medical cover (2.5 

points), life insurance (2.5 points), provident fund (2.5 points), 
10 7.5 7.5 

4 

Reimbursement of the exam fee, after successfully clearing the exam, of industry 

standard certifications to Resident Engineers, i.e. Microsoft Certifications (Yes = 10, No 

= 0 marks) 

10 10 10 

5 Provide overtime facility to Resident Engineers (Yes = 10, No = 0) 10 10 10 

6 

Train Resident Engineers in house or through some institute for industry standard, 

international certifications designed and examined by technology giants. 

(If yes 10 marks , if no 0 marks) 

10 10 10 

Section 1 Total 65.0 60.5 56.5 

Section 2 - Complaint Management System 

1 Trouble Ticketing System 

industry standard, web-based user interface 

(5 points) 
10 

5 S 

Integration with major platforms, e.g., SMS 

(5 points) 
5 5 

Section 2 Total  10 10 10 

Section 3 - Services 

1 

Provision of IT Support 

service in major educational 
institutions of Pakistan 

(<3 = 0 marks) 

(>3 but <S = 3 marks) 
(>=5 = 5 marks) 

5 

5 

5 

2 Reserve Pool & Backups 
(<15 = 0 marks) 

(>=15 = 5 marks) 
5 

5 
0 

Section 3 Total 10 10 5 

Section 4 - Corporate Profile 

1 Registration Certificate for Income Tax & Sales Tax and Sindh Revenue Board 5 5 5 

2 Audited Balance Sheet Copy / Income Tax & Sales Tax Returns for the last three years 10 
10 

10 

Section 4 Total 15 15 15 
TOTAL Marks 100 95.5 86.5 



IT/107/2016-17 SPPRA # 29657 Out Source Project 

BIDDER'S ELIGIBILITY QUALIFICATION REPORT 
EligibilityQualification Criteria 

S.No: 

Eligibility 
Qualification 
Criteria 

' Bidder's Name 
M/s. IBL UNISYS 

Bidder's Name 
M/s.JBS 

1 
NTN 

Yes Yes 

2 Sales Tax 
Registration 

! 
Yes t  Yes 

3 
Professional Tax 

Yes Yes 

4 

Registration with 
sindh Revenue 
Board(SRB)If 
applicable Yes Yes 
Qualification 
Criteria 

5 

Minimum three year 
experience of 
relevant filed 

Yes Yes 

6 Required Bid Security 
is attached Yes Yes 
Turnover of atleast 
last three years Yes Yes 
Bid is signed, named 

& stamped by 
8 	authorized person of 

the firm along with 
authorization letter 

Yes Yes 
Qulified/ Disqualified Qualified 	I Qualified 

Note: The procurement agency may modify the criteria as per their requirement. 

Chairman Procurement Committee 

113.4, Karachi 



NIT NO (Tender #): IT/107/2016-17 (ICTlielpdesk Outsourcing) 	SPPRA: 29657/2016-17 

Method and procedure of procurement: National Competitive Biddlna (Sig* State — Two 
Envelopel 

MINUTES OF BID OPEND4GBIEETING iFInanclig 
A meeting of the procurement committee of this department was held on j¢ l9-241* for opening the bids received in 

respect of subject NIT till the deadlines of submission The meeting was artaided by all/ following members of the procurement 
committee and the representative of bidders. 

The following bidders submitted their bids till the deadline of submission 

Si Name of Company Name Person Contact N Signature, t 

I  1&L 	Opilivs. PA-Kiwi-ft 	ittkvI o]oo $ 24 lio 'I 
AI 	- 

TB -----ki, ‘<lckiteN-( 0346 'Iooci31{ 
))°"3r)i---"C  

The bids were opened ai thallit in the presence of the above mentioned participants and the rates quoted by bidden 
were read aloud and encircled by Chairman of the Procurement Committee All die members of the procurement committee signed 
financial proposal/ bids The bids do not contain any over-writing or cutting. (Also mention caning, or over writing ifany) 
Following is the details of bids announced: 

S. No. Name of Bidder 
frejau  

Merl 4:1. . 
Amount 	of 	Bid 
Security 3% 

Pay Order NoJ Date 

1 
Ie. I.— 	Orti.S6r, 1 I 9 8 81-0/7  500i 0-00 I 0 I *7‘ -4933 

2 
31?› ? et c 9 ,Scs a/ IM o33/. ‘037 -.C£4,,c- 

The committee shall examine all the bids as per the Qualification/ eligibility criteria provided in the bidding documents, arithmetical 

checks and verify the documents and bid security submitted by the bidden. 

The meeting ended with the note of thanks to and from the chair. 

4\\k)  

#.1(,\IN$ 

*•' 
Tr. k!Zli 



NIT NO. IT/107120164 7CICT Helpdesk Outsourcing 	SPPRA-ID: 29657/2016-17  

Method and procedure of procurement: National Competitive Bigdint (Steele State - Two 
Envelone) 

MINUTES OF BID OPENING MEETING (TECHNICAL) 

A meeting of the procurement committee of this department was held on 26.08-2016 for opening the technical 
bids received in respect of subject NIT till the deadlines of submission. The meeting was attended by all/ following 
members of the procurement committee and the representative of bidders. 

The following bidders submitted their bids till the deadline of submission: 

S.# Name of Company Name Person Contact # Signature 

1  _ Al °Nis ys PARttthei4 	le.414 0 	t=. s 24 s icor kiii 
.1.,, 

2 
j 	,-C relf,7i /-/-4441-iv C /CO2/.16e6/ 

.... 

3 

\ 4 

\ 
\ 5 

The technical bids were opened at ailLALI in the presence of the above mentioned participants and the 
technical bids submitted/quoted by bidders were read aloud and encircled by Chairman of the Procurement Committee. 
Following is the details of bids announced: 

S. 
No. 

Name of Bidder
Pay 

Technical 
Bid Envelope 

Financial  
Bid Envelope 

Order 
Envelope 

I 
le L On lbs‘t 5 (FcoPlu 6 ) 

(Original+Cooly) 

e) , 	'T 	11  o 	

on 

2......0 (Original+n) 
ch 01. 	4,4i.‘  3e, 

-s+ 
S 66 — rt-t)t 	6.04.0,A ,  e,.) ',1e,` 	...., yes.,, 

3 ✓ ....--7 --  

4 
7 

5 1 

The technical committee shall examine all the technical bids as per the Qualification/ eligibility criteria 
provided in the bidding documents and will announce the results of technical qualified bidders later. 
The meeting ended with the note of thanks to and from the chair. 

z4 	dccA"--)  Ttee("141-4  • 

PPIZ 



ctsm..410  

Rein JBS/04/23082016/AH 

Director IT 
Office Manager ICT Procurement 
Institute of Business Administration, 
Main Campus, University Road, 

Karachi 75270 

Pakistan. 

11°  
i 

1. We jailer Business Systems (Private) Limited • Citi Tower, 33-A, Block-6, PECHS, Shahra-e-Falsal, Karachi. 

having_ read,. understood 	 the Tender Document, including the Addendumisl, if any, offer to 

supply, install. configure, test, train and sup• t of Goods and the Services, in conformity with the said Tender 

Document, to Institute of Business Administrati• , Main Campus, University Road, for the Total Tender Price 

of PKR (In figures 13.999300.00) 	 Ilion Nine Hundred Ninety Nine Thousand Five Hundred

()only, in accordance wail the Pricy Schedule an• se timeline. attached hereto and made part of the Telmer 

ave a minimum validity period of ninety days from the last date for 

submission of the T 	may be accepted at any time before the expiration of that period 

3. We undertake to provide the Performance Security to give satisfactory assurance of our ability and 

intention, for due performance / execution of the Contract in accordance with the terms and conditions of the 

Contract In case of acceptance of the Tender. 

4 We undertake that we are / shall be represented by an agent ,9 that country equipped and able to carry out 

the maintenance, repair and spare parts stocking obligation prescribed  in the Terms and Conditions of the 

Contract and / or the Technical Specifications, :n case of acceptance of the Tender and of not doing bus ness 
within the Purchase's country. 

S We undertake o 	hound by the Tender and tne Acceptance Letter, which shalt constitute a contract, until 
execution of Inc orm Contrxt. 

Gentlemen, 

(In words Eight  

2. We undertake that toe Tender 

Date: 2.0 of August, 201 
.2atfer fsu I 
	tgma1Pika;t11.1.1110 

CNIC I 4210T•15 
Asil Hasan 
Deputy Manage' Custer,.,;, Service 

WITNESSES 

Signature 
CN1C s 1 - 

DeSia 	

( -if: 10 -3 
Name  oit 	,6 C5cx6\1  IK rcUfn nall 
Address 	1:)e1/4te." 	fNe-e 'T 

fc,A.kc 3 - A ) 
cA(.. C , P . E •cf-tc, 1041 

1.141er 9trviii 

Signature 
CNIC 	1.. 	 1g t- -3 
Name 	t-e1,41.4,,,,,,s-Na-,A Pit•A 
Designation ve 	f,1 	 AL, A 	 • 
Addiess 

GI-. C 	>i ti. 	Y.E. 

1-"4•4•••% 	i-Cw.."..1 

e, 

CEN 
. • 



[ 

Sr NO °multi ation 

a  

• I I 
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• • 2 
t .4  -- 

:2 	a 1 
; 
i I 1  
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*cent, ch&ges 

°settInir 
Chmbits in 
(Poo Hone I 

Patton] 

pubes c Taus 
Total colt / 44.04 / 

Month incluanre of all 
down S tat., in PICA 

I 
%ell 

Amount In JUR 
64014 

AnsOosit .4 Natuse (GST / at Amount us 
PAR 

I 
E 

a b c d 	I .0 '0/103—  —2111-1•C/ISO VAIdli‘l  a ,71.9•h Celt. S 

1. 

I 

N1 sap ir,.14,1 / DIIJI s.vnter 

41c 
1: J00 OC: 1: 2 MO DO 14t Wt.,. 1 W. 	,ni 71,. 41 

I 

1 

24,983 

co , 

i 1 t 

I 1 1 

. = 1 
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1141,0011 to 00441. 
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; = , 	i 
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f 1 
4 1 
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i 1 
7 1 t 

:Et 

1.44,4,4,,,I144/.44rmen4 
104 0000 I/ 1:.S34 011 soion , lowbeeti. Cethriblel 

1.0i, ter ote la. • :S 1.6 11E191 

1 
a 	

A
1.7 

i g 
o 
 1 2:6,  

• •  
 l2 	i 
• 
.1 	• 

Oil,,,' benefit 
I • 	t 

2 	limo benelat 

.11 

4.  .1(1 • 	1 1 rVit, 

V. • 	0, .11.11. 

Men.,:al , ti cioaductnin 	Sell • tot ea Ott 
lb 	'AIM(' Ar,,,I,V.• 	 110/1•00(b/R1 
I 	QT YT INTA 	 Al cc. 466:964 meol ,C1100 , alai (Column Cl *At. 6141446:e taw. 
4 	Ow Lase 	 Al actuu t codicil cement wii hoot ramOcine wit <4 myth,* , 

''', 	ihrisdokli Sigletars 	Cunt u ,,,,A1 11151.110 ci t Aporai 3 vino S al 4 um. (tr,  

• E 
v.71RAi4.40 
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1 	Lab Incharges / Data Centel 	25.890 	10 

RE  

Resident Engineers (Desktop 

/ Networt, Support) 
• -----  

Resident Engineers (EP.P )  

4 	t CT HD Superviso• 
	

33.952 

2.5.890 

33.952 

? 5fS 

10 	 .7,589 

10 	 3 395 

10 	 1.395 

:BL- Unisys (Pvt) Limited 

2. Financials 

F 

173 	WHT & 	21% 	5.981 	34 460 ' Thirty Four Thousand. Four 

	 —  SST 	
Hundred and Sixty Only 

173 i WHT & 	21% - 	5,981 - 	4.46C : Thirty Four Thousand, Four 

	

SST 	 Hundred and Sixty Only 

776 	WHT & 7,841 	45.190 Forty Five Thousand, One 

SST 

226 WHT & 	711 	

Hundred and Ninety Only 

	

',1143 	trz t9r.' r 

 

or Frve Thousand. One 

Hundred and Ninety Only SST _ 

Note; 

• The above prices are ini_lustve of fringe benefits 	1081, fli:1 Group life. EFU Medical & Mobile Bulling Please see next page for breakup/details 

• The company will reimburse :raining and certdicat ,uns expense to above employees (if and when completed) However it will be subject to prior 

approval and clearance. 

The persons deployed at IBA will serve in extra hour, it`• and when required), however, it will be calculated with above he.:•ly rate and will be charged 

to IBA separately 

The prices are based on a 12 months contract only 

ti ;n: fi[Xx 



Director ICT 
ICT Procurement & Customer Support Department 

Institute of Business Administration, Karachi 
Karachi University, University Road 

Phone Number: 021-99261506 

ti  0 

IBA 
NIL 
711c 

S 

Institute of 
Business Administratiorr-
,Karachi 

vimmisvP'. - 
Leadership and10,3s for Totharr8v: 

P  ttiit ; 	.q7 	4 ±? • 	.id 

• 

=14, 	 •;.• • 	,cvs-,  ii0=;•;•••1  

• 

Reference to the Tender Notice published in daily Awami 
Awaz on August 07, 2016, the last date for acceptjng 
quotations has been extended to August 26, 2016 

Size = 5x2col 

-C-P're.P41  



Received and Accepted on behalf 

Institute of -Awl= 
Business Administration 

Karachi 
Leadership and Ideas for Tomorrow 

Ref: IT/107/2016-17 

M/s Jaffer Business Systems Pvt Ltd 

Salman Baqi 

Deputy Manager Operations 

City Tower, 33-A, Block-6, 

P.E.C.H.S, Shahrah-eFaisal, Karachi 

Tel: 021-34311812 

Attn: Mr. Salman 

Sub: 
	

INSTITUTE OF BUSINESS ADMINISTRATION — KARACHI 

(IT/107/2016-17 IT Helpdesk out Sourcing Project) 

"LETTER OF AWARD" 

Dear Mr. Salman, 

This is in reference to your bid submitted on 26-Aug-2016, for the subject work. The 

Management is pleased to inform you that your bid has been approved for award of subject 

work to your firm at price of Rs.8,999,500/-(inclusive of SST) for One Year SLA. While payments 

of Service Level Agreement will be made on quarterly bases as per the amount quoted in the 

tender. 

This letter of award is based on the following documents and following terms and conditions, 

which form its part thereof and are the governing documents of the contract: 

a. Your quotation submitted on 26-Aug-2016 

b. Priced Bill of Quantity / Schedule of Requirement 

c. Tender Drawings.(If apply) 

d. SLA will start from 01-01-2017 after the acceptance of this LOA. 

e. Please submit the Performance Security in Finance Dept. as per 

tender. 

You are advised to please return the duplicate copy of this Letter of Award duly signed as an 

acknowledgment of its receipt as well as your unqualified acceptance of the same. 

Thanking you. 

Yours since 

Director I 

Main Campus: University Road, Karachi. Postal Code: 75270 UAN: 111-422-422 Tel: (92-21) 38104700 Fax: (92-21) 99261508 
City Campus: GarderVKiyani Shaheed Road, Karachi. Postal Code: 74550 Tel:(92-21) 38104701 Fax:(92-21) 38103008 

Website: www.iba.edu.ok E-mail: infoOiba.edu.pk  
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ANIL AKHTAR STAMP VENDOR 
=.05. Shop Z 6.1, Nev. Ruby Centre, 

TatoUr Roalbritlie Market. Karachi 
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4%) FEB 

MAINTENANCE AGREEMENT 

THIS Service Level Agreement (the "Agreement") is made at Karachi on this k day of 	2017, 
and will commence 17 day of 1.-1,1L, 2017 (Effective Date) , In the continuation of contracts Bid 
Nos. IT/108/2016-17, reference clause 5.0; 

BY AND BETWEEN 

Institute of Business Administration Karachi, an Institution duly incorporated under the laws of 
Islamic Republic of Pakistan and having its office at Main campus Karachi University, University 
Road Karachi (hereinafter referred to as "IBA" which expression shall, where the context so admits, 

mean and include its successors-in-interest, nominees, legal representatives, administrators and 

permitted assigns) of the One Part; 

AND 

Wateen Solutions (Private) Limited, Incorporated under the laws of Islamic Republic of Pakistan 
and having Its Head office at Main Walton Road, Opp. of Bab-e-Pakistan, Lahore, Pakistan, 
(hereinafter referred to as "WSPL" or "Wateen which expression shall, where the context so 

admits, mean and Include its successors-in-interest, nominees, legal representatives, administrators 
and permitted assigns) of the Other Part. 

(IBA and the WSPL shall hereinafter collectively be referred to as the "Parties" and singly as 

"Party"). 

1 



RECITALS 

WHEREAS: 

a) IBA is an educational Institute desirous of hiring the Services (defined below); 

b) WSPL has represented that it has the requisite resources, necessary infrastructure, 

approvals and skills to provide the Services to IBA as detailed herein; and 

c) Based on the representation of WSPL, IBA has agreed to avail the Services from WSPL on 

the terms and conditions as set out in this Agreement. 

NOW, THEREFORE, THIS AGREEMENT WITNESSETH and in consideration of the mutual covenants 

contained herein, the Parties do hereby agree, undertake and declare as under: 

1. 	INTERPRETATION AND DEFINITIONS 

a) In this Agreement, unless the context otherwise requires: 

References to Clauses and Annexes are references to clauses and annexes of this 

Agreement. 

Words importing gender include the other gender. 

References to persons include bodies corporate, firms and unincorporated associations. 

The singular includes the plural and vice versa. 

References to all or any part of any statute or statutory instrument include any statutory 

amendment, modification or re-enactment in force from time to time and references to any 

statute include any statutory instrument or regulations made under it; 

The recitals to this Agreement shall form an integral part thereof; and 

The headings in this Agreement are for the purpose of reference only and shall be ignored 

in the Interpretation of this Agreement. 

b) In this Agreement, unless the context otherwise requires, the following terms shall have the 
following meaning: 

"Agreement" means this service agreement executed between IBA and WSPL on the date 

mentioned above and any annexure attached hereto; 

"Data" means any data or information which relates to an individual (including but not 

limited to IBA's staff and its students) and which is held by or is under the control of IBA 

and, to the extent the Data Protection Laws apply to data or information which relates to a 

corporate entity.; 

"Services" means the services to be provided by the WSPL to IBA under this Agreement as 

set out in detail under Annexure - A  of this Agreement; and 

2 



"Payments Schedule" means the aggregate charges for the Maintenance Services 

calculated in accordance and set out in Annexure - B; 

"Escalation Matrix" means level wise escalation for the rectification of problem along with 

proper contact details by the WSPL. Changes are detailed in Annexure -  

"Working Day" means: 

(i) Monday through Saturday excluding any public holiday(s). The following working hours 

shall be adhered to in regard to a Working Day: Monday to Friday from 9:00 a.m. to 6:00 

p.m. and on Saturdays from 9:00 a.m. to 2:00 p.m. 

(11) The WSPL will provide maintenance services between 9.00 am to 6.00 pm, Monday thru 

Friday and Saturday 9.00 am to 2.00 pm excluding Sunday, public holidays and other 

designated holidays. 

	

2. 	TERM AND TERMINATION 

a) This Agreement shall take effect from the date of execution of this Agreement and shall 

remain in full force till _day of , 2018 unless terminated earlier by either Party as per 

clause 2 (b). 

b) This Agreement may be terminated by either Party by giving sixty (60) Working Days prior 

written notice to the other Party. However, IBA may forthwith terminate this Agreement 

upon breach by the WSPL for failure to provide the Services without prejudice to any of its 

rights under this Agreement or any applicable laws. 

c) In the event of any material breach by either Party of its obligations hereunder, the 

breaching Party shall have thirty (30) Working Days from receipt of notice from the non-

breaching Party to rectify the breach after which time the Agreement shall stand 

terminated. 

d) Upon termination, neither Party shall have any rights nor obligations to the other Party 

except as stated in this Agreement. However, all rights and obligations accruing prior to the 

date of termination shall continue to subsist. 

	

3. 	SERVICES/OBLIGATIONS OF THE WSPL 

The WSPL shall provide the Services as set out under Annexure - A attached hereto. 

	

4. 	PAYMENT TERMS 

a) In consideration of the covenants and agreements to be kept and performed by the WSPL 

and for the faithful performance of this Agreement, IBA shall pay and the WSPL shall receive 

and accept (as full and final compensation for the Services furnished by the WSPL under this 

Agreement) the payments as per Annexure — B attached hereto. 

b) Notwithstanding anything contained herein, all or any payment(s) to be made by IBA to the 

WSPL shall be made after deducting any or all applicable taxes and levies which IBA under 

the law is liable/entitled to deduct from any such payments. 

c) The payments to be made to the WSPL in terms of this Clause 4 shall constitute the WSPL's 
only remuneration in connection with this Agreement and neither the WSPL nor its 

personnel shall accept any trade commission, discount, allowance or indirect  payment or 
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Amount 	SST 	
Amount with 

SST 

SLA Price for Second Year 	414,849.00 53,930.37 	468,779.37 

other consideration in connection with or in relation to this Agreement or to the discharge 

of the Services hereunder. 	 • 

of the tOlgrelKIMMIMif  be submitted t) the WSPL to 	IBA agin 

Performance 5ectJity in shape of Pay Order or Banif Guarantee, vatic for a paf:od of ;he 

contract term which shall be released after successfui completion of theccintract term: 

5. 	FUTURE DEVELOPMENTS AND UPGRADES 

a) The WSPL shall keep IBA promptly informed of any technological or regulatory changes 

affecting the Services. 

b) Any additional requirements requested by IBA will be subject to mutually agreed additional 

charges based on the complexity of the requirements and/or changes. 

c) From expiry of the service tenure of this Agreement, a new support contract will be signed 

after mutual consent of IBA and the WSPL. Amount of the contract will be charged with 

mutual consent of both the parties, if IBA agree with the performance. 

SLA Price for Third Year 	 535,273.00 69,585.49 	604,858.49_, 

6. 	CONFIDENTIALITY 

a) 	All Information concerning IBA which is provided to the WSPL and vice versa in connection 

with this Agreement ("Confidential Information"), will be kept confidential by either Party, 

its affiliates, agents, advisors, directors, officers, or employees and, without the prior 

written consent of the other, each shall not: 

distribute or disclose any of the Confidential Information in any manner; 

(ii) permit any third party access to the Confidential Information; and 

(iii) Use the Confidential Information for any purpose other than as agreed in writing 

by the Party providing the information. 

b) 	In the event that the receiving Party received a request to disclose all or any part of the 

Confidential Information under the terms of a valid and effective subpoena or order issued 

by a court of competent jurisdiction or by a government body, the receiving third party 

agrees to promptly notify the sending Party of the existence, terms and circumstances 

surrounding such a report so that the sending Party may seek an appropriate injunctive 

relief to safeguard the Confidential Information. If the receiving Party is compelled to 

disclose any of the Confidential Information, it will disclose only that portion thereof which 

it is compelled to disclose and shall use its best efforts to obtain an order or other reliable 

assurance that confidential treatment will be accorded to the Confidential Information so 

disclosed. Confidential Information shall not include any information which: 

(i) has become generally available to the public through no fault or action of the 

receiving Party; or 

(ii) is in the possession of the receiving Party prior to the date hereof, provided that 

such information is not known by the receiving Party to be subject to another 
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confidentiality agreement and further provided that such information was obtained 

independently and without the assistance of the sending Party; or 

(iii) 	Is or becomes available to the receiving Party on a non-confidential basis from any 

third party, the disclosure of which to the receiving Party does not violate any 

contractual, legal or fiduciary obligation such third party has to the sending Party. 

c) Without limiting the generality of the foregoing, neither Party will publicly disclose the 

terms of this Agreement without the prior written consent of the other. Furthermore, 

neither of the Parties will make any use of Confidential Information of the other Party 

except as contemplated by this Agreement; acquire any right in or assert any lien against 

the disclosing Party's Confidential Information except as contemplated by this Agreement; 

or refuse to promptly return, provide a copy of or destroy such Confidential Information 

upon the request of the disclosing Party, save for when destruction of such information 

would result in an impediment in the receiving Party's performance of this Agreement. In 

such an event, the receiving Party shall inform the disclosing Party in writing of its inability 

to do so, state clearly the reasons thereof and the time period in which the request will be 

complied with. The obligations of confidentiality herein shall remain in full force and effect 

during the life of this Agreement and two (2) consecutive years after termination thereof. 

	

7. 	LIMITATION OF LIABILITY AND INDEMNIFICATION 

a) In the event of any breach by the WSPL of its obligations, warranties and/or responsibilities 

under this Agreement, the WSPL shall hold IBA, its subsidiaries, affiliates, officers, directors, 

employees and representatives harmless and indemnified from and against any and all 

losses , damages, claims, costs, liability, payments and obligations and all expenses 

(including without limitation reasonable legal fees) incurred, suffered, sustained or required 

to be paid, directly by or sought to be imposed upon IBA or its subsidiaries, affiliates, 

officers, directors, employees ano representatives. Notwithstanding anything to the 

contrary, total liability of WSPL shall not exceed total consideration amount of this 

Agreement. 

b) The WSPI. shall maintain the highest professional code of conduct in its dealings. The WSPL, 

its partners, employees, contractual staff etc shall be responsible for any loss, delay or 

inconvenience caused to IBA by an act, omission or negligence with respect to the Services 

and disclosure of Confidential Information or breach of any of the terms of this Agreement.  

This is without prejudice to any other rights available to IBA under this Agreement or any 

other applicable laws. 

	

8. 	FORCE MAJEURE 

a) Parties shall not be liable for any non-performance of any obligation under this Agreement 

caused by any cause which is beyond the affected Party's reasonable control, including Acts 

of God, insurrection of civil disorder, war or military operations, national or local 

emergency, acts or omissions of the local or national government (excluding any actions 

taken on account of breach of any legal obligation by the affected Party), or other 

competent authority, industrial disputes which are widespread, fire, lightning, explosion, 

flood, subsidence, electric shock and inclement weather ("Force Majeure"). 

b) Upon the happening of a Force Majeure event which continues for more than fourteen (14) 

Working Days, IBA may elect to terminate this Agreement with immediate effect or suspend 

the performance of this Agreement in whole or in part for the duration of the Force 

Majeure event. In the event of termination, the Parties shall settle all outstanding amounts 

owing to the other immediately prior to the occurrence of such Force Majeure event 
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d) In the event that the Services or any part thereof is suspended on account of any Force 

Majeure event, no fees shall be payable pursuant to this Agreement for the Services or any 

part thereof throughout the duration of such event but IBA shall continue to pay in 

accordance with Clause 4 for all outstanding amounts and all other charges billed for the 

Services preceding the effective date of suspension 

9. 	ARBITRATION / DISPUTE RESOLUTION 

a) The Parties shall endeavor to settle all disputes arising out of this Agreement amicably, 

failing which such disputes shall be settled in accordance with Arbitration Act, 1940 and the 

rules made there under. 

b) Any dispute arising under or in connection with this Agreement, including any question 

regarding its existence, validity or termination, shall be submitted to two joint arbitrators, 

one to be appointed by each of the Party, and failing agreement between the arbitrators, to 

the decision of the umpire, to be appointed by the arbitrators before entering upon the 

reference. The award made by such arbitrators or the umpire, as the case may be, shall be 

final and binding on the Parties. The venue of the arbitration shall be Karachi and the 

arbitration proceedings shall be conducted in English Language. 

10. 	GOVERNING LAW AND JURISDICTION 

This Agreement shall be governed by and construed in accordance with the laws of 

Pakistan. The courts of competent jurisdiction in Karachi, Pakistan are to have exclusive 

jurisdiction to settle any dispute arising out of or in connection with this Agreement. 

11. 	SEVERABILITY 

If any provision of this Agreement is held Invalid or otherwise unenforceable, the 

enforceability of the remaining provisions shall not be impaired thereby. In such case, the 

Parties shall make every effort to replace the ineffective provision with a new provision 

which has the same effect, or as approximate an effect as possible as the said provision. 

12. 	NOTICES 

a) 	Any notice or other communication given or made or in connection with the matters 

contemplated by this Agreement shall be in writing. 

b) 	Any such notice or other communication shall be addressed and shall be deemed to have 

been duly given or made as follows: 

(i) If sent by personal delivery or fax, upon receipt at the address or fax number of the 

relevant part; 

(ii) If sent by first class post or courier, upon delivery to the addressee. 

c) 	The relevant addressee and address of each Party for the purpose of this Agreement are: 
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• Address 

WSPL Technologies (Pvt.) Ltd. 	Suite # 603, 61°  Floor, Parsa Tower, Plot 

#31-I-A, Block 6, P.E.C.H.S, Main 

Shahra-e-Faisal, Krachi — Pakistan. 

Email: Fuzail.hussainPwateen.cOrn 
Telephone: 	  

Institute of Business 

Administration, Karachi 

Address 

IBA Karachi 

Main Campus Karachi University, City 

Campus, Karachi. 

Email• 	  

Telephone. (9221) 	 

Fax: (9221) 	  

d) 	Either Party may notify the other Party to this Agreement of a change to its name relevant 

addressee or address provided that such notification shall only be effective on: 

(i) The date specified in the notifications i.e. the date on which the change is to take 

place; or 

(ii) if no date is specified or the date specified is less than five (5) Working Days after 

the date on which notice Is given, the date falling five (5) Working Days after notice 

of any such changes has been given. 

13. AMENDMENTS 

Any term of this Agreement may be amended or waived with the prior written consent of 
both Parties. 

14. WSPL UNDERTAKINGS 

the WSPL agrees and undertakes: 

i). It shall supervise and direct the performance of Services competently and 

efficiently, devoting such attention thereto and applying such skills and expertise as 

may be necessary to perform the Services in accordance with this Agreement. The 

WSPL shall be solely responsible for the means, methods, techniques, sequences 

and procedures used and to see that the Services, when completed or finished 

complies accurately with the terms of this Agreement; 

ii). It shall exercise all reasonable skill, care and diligence in the discharge of the 

Services agreed to be performed by it under this Agreement. If in the performance 

of the Services, the WSPL has a discretion exercisable as between IBA and any third 

party concerned, the WSPL shall exercise its discretion fairly; 

iii). it shall in all professional matters act as a faithful adviser to IBA; 

iv). In addition to the Services, the WSPL will provide all the expert technical advice and 

skills which are normally required for the class of Services for which it is engaged. 

Where specialist technical advice or assistance is required, beyond that Is 

anticipated under the scope of the Services, the WSPL may with the prior written 

agreement of IBA, will arrange for provision of such services at its own cost. 
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However, the WSPL shall retain full responsibility for all the Services which it is 

committed to render under this Agreement, 

v). It shall give all notices and comply with all the laws and regulations applicable to 

furnishing and performance of the Services. IBA shall not be responsible for 

monitoring the WSPL's compliance with any laws or regulations; 

vi). equipment and materials, if any, that shall be furnished to the WSPL by IBA or 

purchased by the WSPL with funds wholly supplied or reimbursed by IBA shall be 

the property of IBA and shall be so marked. Upon completion or termination of the 

Services, the WSPL shall furnish to IBA inventories of the equipment and materials 

referred to above as it then remains and dispose of same as directed by IBA; 

vii). that the Services will be carried out by professionals qualified to perform in a timely 

and efficient manner and with all reasonable skill and care; 

viii). It will employ such number of persons as may be required for carrying out and 

discharging obligations, duties and responsibilities and for providing adequate, 

effective and efficient Services. All such persons shall be directly employed by the 

WSPL, who shall as employer be directly and solely responsible for all such 

employees and personnel and for the payment of their wages, salaries and other 

benefits; 

ix). It shall not publish descriptive articles, with or without illustrations, with respect to 

the Services either on its own account or in conjunction with any other party; and 

x). The WSPL, its employees and sub-contractors (if any) shall respect the laws and 

customs of Pakistan 

15. WARRANTIES AND REPRESENTATIONS 

a) 	Both Parties warrant to each other that they have duly obtained all necessary consents and 

regulatory approvals from their respective competent authorities to enter into this 

Agreement. 

c) 	Each Party represents and warrants to the other Party that neither the 

execution and delivery of this Agreement, nor the consummation of the 

transactions contemplated herein, will violate or conflict with: (a) its 

constitutional documentation; (b) any material provision of any agreement or 

any other material restriction of any kind to which it is a Party or by which it is 

bound; (c) any material statute, law, decree, regulation or order of any 

governmental authority; or any arrangement whereby it has not paid any 

collateral amounts to the other Party of any of its officer with regard to the 

award of contract hereunder or its performance. 

16. DATA PROTECTION 

a) 	In addition to and notwithstanding any other right or obligation arising under this 

Agreement the WSPL shall (and shall ensure that its sub-contractors shall) take all 

appropriate technical and organizational security measures to ensure that any / all Data is 

protected against loss, destruction and damage, and against unauthorized access, use, 

modification, disclosure or other misuse, and that only the WSPL personnel designated for 

the purpose of Services have access to the Data. 

8 



b) 	The WSPL shall (and shall ensure that its employees, agents and subcontractors shall) in 

respect of the Data: • 
i) comply with any request made or direction given by IBA in connection with the 

requirements of any Data Protection Laws; and not do or permit anything to be 

done which might jeopardize or contravene the terms of any registration, 

notification or authorization under the Data Protection Laws; and not process any 

Data (including personal or private information of personnel, IBA's or customers of 

IBA) as part of the Services unless it is acting on the express written instructions of 

IBA, and such Data shall be treated as Confidential Information of IBA for the 

purpose of this Agreement; and 

ii) use the Data only for the purposes of fulfilling its obligations under this Agreement 

and to comply with instructions of IBA from time to time in connection with use of 

Such Data, and not retain the Data for any longer than is necessary for these 

purposes; and 

in) 	not disclose the Data without the written authority of IBA (except for the purposes 

of fulfilling its obligations under this Agreement), and immediateiy notify such 

member where it becomes aware that a disclosure of Data may be required by law; 

and not transfer Data which has been obtained by or made available to the WSPL 

within one country outside that country, or allow persons outside that country to 

have access to it, without the prior written approval of IBA; and 

iv) observe the provisions of, and comply with any request made or direction given by 

IBA in connection with, any Data Protection laws; and 

v) take all reasonable steps to ensure the reliability of the personnel which will have 

access to any Data and ensure that any employee of the WSPL (or of any of the 

WSPL's sub-contractors) requiring access to any Data gives a written undertaking 

not to access, use, disclose or retain the Data except in performing their duties of 

employment and is informed that failure to comply with this undertaking may be a 

criminal offence and may also lead the WSPL (or, as the case may be, sub-

contractor) to take disciplinary action against the employee; and 

vi) consider all suggestions by IBA's personnel to ensure that the level of protection 

provided for the Data is in accordance with this Agreement and to make the 

changes suggested (at the WSPL's cost) unless the WSPL can prove to IBA's 

reasonable satisfaction that they are not necessary or desirable to ensure ongoing 
compliance with this Clause; and 

vii) Immediately notify IBA when it becomes aware of a breach of this Clause 

c) 	The WSPL acknowledges that any unauthorized access, destruction, alteration, addition or 

impediment to access or use of that Data when stored in any computer, or the publication 

or communication of any part or document by a person which has come to his knowledge 

or into his possession or custody by virtue of the performance of this Agreement (other 
than to a person to whom the WSPL is authorized to publish or disclose the fact or 
document) may be a criminal offence. 

17. 	INTELLECTUAL PROPERTY 

   

   



a) The WSPL agrees It shall not use any of IBA's names, logos, trademarks etc without the 

express written consent of IBA. All rights in any software/database prepared by the WSPL 

under this Agreement will vest in IBA. 

b) Notwithstanding any provision in this Agreement, the WSPL shall indemnify IBA and keep 

IBA fully and effectively indemnified on demand (and shall pay such sums to IBA as would 

indemnify and keep IBA indemnified) aga:nst any and all loss, damage, claims, demands, 

actions, costs (including legal/attorney fees), charges, expenses and liabilities of whatsoever 

nature incurred by IBA arising directly or indirectly out of or in connection with materials 

(including hardware, software, developments and deliverables) provided by the WSPL to 

IBA pursuant to this Agreement containing material in respect of which any intellectual 

property rights or proprietary rights belong to any third party or any claim that the 

possession or use by IBA of the software, the software documentation and any other 

specification, information, goods, service or material produced or supplied by the WSPI. 

under or pursuant to this Agreement infringes at any time the intellectual property rights of 

any third party whosesoever and howsoever arising ("Intellectual Property Infringement"). 

IBA shall in its discretion give the WSPL conduct of the defence to any claim or action in 

respect of any Intellectual Property Infringement and shall not (unless IBA takes back the 

conduct of the defence, which it shall be permitted to do if it does not believe the WSPL is 

conducting the same competently) at any time admit liability or otherwise attempt to settle 

the said claim or action subject to the WSPL providing to IBA's reasonable satisfaction 

security for any costs or liabilities IBA may incur by reason of the WSPL's conduct of such 

defence 

d) 	In the event of any Intellectual Property Infringement the WSPL shall at IBA's option 

procure for IBA the right to continue its use of such infringing items free of charge on the 

terms of this Agreement or forthwith make without charge to IBA such alterations, 

modification or adjustments to such infringing Items (without reducing or adversely 

affecting the functionality or performance thereof) as shall be necessary and acceptable to 

IBA to make them non-infringing. 

18. COMPUANCE WITH LAWS 

The WWI shall comply with all applicable laws, ordinances, regulations, and codes 

concerning the WSPL's obligations as an employer with regard to the health, safety and 

payment of its employees, and identification ano procurement of required permits, 

certificates, approvals, and inspections during the performance of this Agreement. 

19. RIGHTS TO AUDIT AND INSPECTION 

The WSPL agrees, upon reasonable notice, to allow IBA, its auditors and/or regulators to 

inspect, examine and audit any operational and business records of the WSPL which are 

directly relevant to the Services as set forth in this Agreement. 

20. UNAUTHORIZED SOLICITATION OF EMPLOYEES 

During the term of this Agreement neither Party shall without the prior written consent of 

the other Party solicit any person who at the commencement of this Agreement is a full 

time employee of such Party or engaged by the third party contractor providing services to 

such Party. 

21. NON-AGENCY 
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In the conduct and performance of this Agreement, the Parties shall always be regarded as 

independent entities and not as partners, agents or employees of the other Party. 

	

22. 	ASSIGNMENT AND SUB-LETTING 

a) This Agreement is personal in nature, and cannot be assigned by the WSPL without prior 

written permission of IBA. IBA however, shall have the right to assign this Agreement to any 

third party without the consent of the WSPL. 

b) The WSPL shall have no right to sublet or outsource all or any part of this Agreement or its 

obligations, rights and interests hereunder, to any third party without the prior written 

approval of IBA However, any such request made by WSPL shall not be withheld 

unreasonably. 

	

23. 	TIME OF ESSENCE 

The WSPL understands that time is of essence of this Agreement and it shall take all 

necessary steps to commence (and cause and ensure continuance of) the provision of the 

Services to IBA, immediately commencing from the date of signing of this Agreement. 

24. WAIVER 

No waiver by either Party of any default by the other in the performance of any of the 
provisions of this Agreement shall be effective unless In writing duly executed by an 
authorized representative of the Party and no such waiver shall operate or be construed as 

a waiver of any other or further whether of alike or of a different character. 

25. COUNTERPARTS 

This Agreement may be executed in two (2) counterparts and a copy to be held by each 

Party. This has the same effect as if the signatures or the counterparts were on a single 

copy of this Agreement. 

	

26. 	ENTIRE AGREEMENT 

These terms and conditions constitute the entire agreement between the Parties and 

tr  supersede all prior communications, proposals, understandings and agreements, written or 

oral between the Parties with respect to the subject matter of this Agreement. 

11 



For and on behalf of IBA Karachi 
Name: 
Title: 	 \‘'\ 

• IN WITNESS W REOF the Parties, acting through their authorized representatives, have put their 
respectivrin 	n thi. Agreement on the day month and year hereinabove mentioned. 

2 

WITNESSES 

1 	 
Name: r 	rri tOli(r 	.r. 7) ,  • 

CNIC No.: t-090l- iefq gf00-7 
Address: 16 A C113 Cc•wri).5 

2 	  
Name: 
CNIC No.: 
Address: 

DA act C.- ci 

For and on bebal of M/s SPL Technologies 

Name. 
Title: L. 	

i.cy 79/ 	.(7/5e: kA-,  
h' 	o;•?,. 	e ...t4 

WITNESSES ..(s_? 	)14c  

1 	
• 

Name: 	 ' 
CNIC No.: c..;//e, 	-94  V32-4 
Address: A4r.sce-, v0e- 	 - 

4-4VAA-ir•1 Na 
CN o.: 	 6 -10.-15•9 -7 
Address: 	- 7)elR ti2-1,11,4 1,1 CAPC1 
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ANNEXURE — A 

SERVICES / OBLIGATIONS OF THE WSPL 

The following Section provides a detailed list of the Standard Services that are to be delivered to the 

Client under the terms of this Agreement. 

It is hereby specifically agreed between the Parties that during the currency of this Agreement, 

and any renewal tiereof, WSP_ snail be responsible for parts replacement and installation, of all 

or any parts (under warranty) of the Equipment which are or become defective, malfunction, or 

breaks down. The equipment will not be covered if there is any burning or physical damage which 

voids the manufacturer warranty. 

Under this agreement hardware under manufacturer warranty will be covered as mentioned in this 

agreement. Any application software/ signature and OS update/upgrade or data backup is not 

covered. 

Unger this agreement any critical marked hardware becomes faulty, will be replaced by WSPL provided 

backup to operational the environment within 4 hours, whereas replacement of the faulty part wili be 

provided in later phase accordingly. 

Under trli agreement any other than critical marked hardware becomes faulty, will be replaced oy 

WSPI. provided backup to operational the environment within next business day whereas replacement 

*0 the fau.ty part will be provided in later phase accordingly. 

If WSPL is required to replace any equipment which is not repairable or damaged or not covered 

under warranty, then WSPL will submit an estimated cost for approva' from Client. Client will 

be required to provide an approval or purchase order within 15 days 

WSPI. will be providing a centralized 24/7 Service Desk facility to iog calls for servicing with a 

dedicated resource for Client Calls, K.ndly refer to the attached Call Logging procedure document 

which provides detailed description of how to log a call and it's working. 

Operations & Maintenance (O&M) Support 

The following shall be provided to IBA. 

Number of Months 	I 	 Service description 
12 months 	 .24x7x4 

WSPL Technologies will provide O&M support to IBA with its shared 

pool of resources (Cisco Certified) On-Call basis. 

WSPL Technologies will provide the mobile phone numbers of the 

concerned technical persons and escalation. 

WSPL Technologies concerned technical personnel will reach the site / 

remote login / VPN /Telnet the Cisco equipment for trouble shooting 

the problem registered through support call logging procedure. 

During the O&M, WSPL Technologies concerned personnel/ Help Desk 

Support System will update the logged call by IBA staff. In case the 

concerned engineer can not resolve the reported incident, the support 

system will automatically engage the next level of support. 

Support Levels Description: 

Level 1: WSPL Technologies engineer will provide telephonic support 

for minor issues and general queries of IBA. 

Level 2: WSPL Technologies engineer will try to resolve the problem 

remotely and if required will visit the site for onsite intervention. If the 

problem is not resolved at this level, then it would be escalated to Level  
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3. 
Level 3: WSPL Technologies engineer will engage Subject Matter Expert 
(SME) at Level 3 to remotely rectify the problem. SME will remote login 
/ VPN /Telnet the Cisco equipment for trouble shooting the problem. If 
required, WSPL Technologies engineer will open TAC case with Cisco 

and engage Cisco TAC support till the rectification of the problem. 
Business critical issues will be analyzed by the concerned technical 

personnel and will be communicated to IBA through the Help Desk / 
WSPL personnel. 

RESPONSIBILITIES OF THE PARTIES 

WSPL Technologies shall be responsible for the following: 

• Participating in IBA meetings if necessary. 

• RM meetings / Conference calls for quarterly progress. 

ISA SHALL be responsible for the following: 

• Daily operations of all sites. 

• Designating a person to whom all WSPL Technologies communications may be 

addressed and who has the authority to act on all aspects of the services. 

• Providing adequate access to WSPI. Technologies engineer to dial-in/ 

VPN/Console/Telnet port of the equipment. 

• Providing reasonable access to computer equipment, facilities, and 

telephone for WSPL Technologies resource's use for support and services. 

• Site environment monitoring will be the responsibility of IBA. 
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• IBA Network Equipments List for SLA 2016 -2017 (ANNEX IA') 

Cisco Support124x7x 
S 

No 
1 	 Service Product 

Product 	 Number Description 	 Serial i 

1 
DS-C92221- 
1(9 	 ! CON-SNTP-92221 CMG* MDS 92221 Multiservice Modular Switch FOX1405GOKK 

2 
OS-C92221-
K9 CON-SNTP-92221 	I Cisco MOS 92221 Multiservice Modular Switch 	FOX1405GOMJ 

3 
DS-C92221-
)(9 CON-SNTP-92221 	1  Cisco MOS 92221 Multiservice Modular Switch 1 FOX1405GOK3 

4 
0S-092221- 
K9 

I Cisco MDS 9222i Multiservice Modular Switch 
CON-SNTP-92221 

FOX1405GOKE 

Cisco Support (Next Business day) 
F 	 Service 

Product 
S No I Product ! 	Number Description Serial #  

FCQ1629X5GV  
FCQ1629X57N 
FCQ1629X59F 
FCQ1629X5GW  

j FCQ1629X58L  
FCQ1629X598  

; FCQ1629X57Y 
I-FCQ1629X595  
,FCQ1629X57M  

FCQ1630X0JK  
FCQ1629X5GR  
FCQ1629X5A1  
FCQ1630XOJE  
FCQ1629X5GD  
FCQ1629X5DJ  
FCQ1630X0JM  
FCQ1629X58U 
FCQ1629X57G 

LFCQ1629X59H 
FCQ1629X58Z  

_ FCQ1629X5GP 
FCQ1629X5GY 
FCQ1629X5GS  
FCQ1629X5GX 
FCQ1629X58G 
FCQ162OY15Y 
FCQ1620Y16Q 
FCQ1620Y15W 
FCQ1620Y16K 
FCQ1620Y15H 
FCQ1620Y178 
FCQ1620Y15P 
FCQ1620Y15V 
FCQ1620Y18H 
FCQ1620Y15R 

WS-C2960- CON-SNT- FCQ1620Y16S 
24PC•S C24PCS Cisco 2960 switch 24 port FCQ1620Y14Y 
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FCQ1620Y 

FCZ1642W3CC  
FCZ1642W3CH  
FCZ1642W3CN  

I FCZ1642W3CT  
FCZ1642Z32S  
FCZ1642Z32X  

,_FCZ1642Z332  
FCZ1642Z337  

, FCZ1642Z33C  
FCZ1642Z33H  
FCZ1642Z33N 
FCZ1642Z33T  
FCZ1642W3CD 
FCZ1642W3CJ  
FCZ1642W3CP 

 

        

        

        

        

        

        

        

        

        

        

        

FCZ1642W3CU 

 

        

FCZ1642Z32T 

 

        

FCZ1642232Y 

 

        

FCZ1642Z333 
FCZ1642Z338 

 

            

        

FCZ1642Z33D 

 

        

FCZ1642Z33J 
FCZ1642Z33P 

[FCZ1642Z33U  
FCZ1642W3CE 
FCZ1642W3CK 
FCZ1642W3-1CQ  
FCZ1642W3CV 

        

        

        

        

        

FCZ1642Z32U  
FCZ1642Z32Z  
FCZ1642Z334 
FCZ1642Z339 
FCZ1642Z33E 

 

         

        

FCZ1642Z33K  
FCZ1642Z33Q 
FCZ1642Z33V 
FCZ1642W3CF  
FCZ1642W3CL  
FCZ1642W3CR  
FCZ1642W3CW  
FCZ1642Z32V  

_____FCZ1642Z330 
FCZ1642Z335 
FCZ1642Z33A  
FCZ1642Z33F 

L
CZ1642Z33I 
CZ1642Z33R 

        

        

        

        

AIR- 
LAP1041N-E- 

2 	K9 

 

CON- 	A1R-LAPI042N-z-K9 
SNT- 	Dual-band Gambler- 
1.1041E 	based 802.11 
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FCZ1621ZOPX 
FCZ1621Z1A1 
FCZ1621Z003 
FCZ1621ZOPZ 
FCZ1621ZOPV 
FCZ162120PC  
FCZ1621ZOPJ  
FCZ1621ZOPG  
FCZ1621ZOPD 
FCZ1621ZOPT 
FCZ1621ZOPL 
FCZ1621ZOPA 
FCZ1621ZOPS 
FCZ1621ZOPN 

S No 
	

Product 	1 	 Serial 

PUC1628U44w  
PUC1628035G 
PUC1628049B 

CP-6921-
CL-K9+ 

PUC16280493  
PUC162804HR  
pyC16280380 

r-PUC16280461  
PUC162803EM 

FCZ1642Z33W 
FCZ1642W3CG 
FCZ1642W3CM 
FCZ1642W3CS 
FCZ1642W3CX  
FCZ1642Z32W 
FCZ1642Z331 
FCZ1642Z336 
FCZ1642Z33B  
FCZ1642Z33G 
FCZ1642Z33M 
FCZ1642Z33S 
FCZ1642Z33X 
FCZ1621ZOPQ 
FCZ1621ZOPK 
FCZ1621ZOPM  
FCZ1821ZOPR  
FCZ1621ZOPP 
FCZ1621Z000 
FCZ1621ZOPH 
FCZ1621Z0Q2..._ 
FCZ1621ZOPY  
FCZ1621Z001 

WATEEN SUPPORT 
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PUC1628048U 
PUC16280322 
PUC162803N5 
PUC16280300 
PUC16280418 
PUC16280424  
PUC162806CX 
PUC16280411 
PUC16280311  
PUC162804F0 
PUC16280457 
PUC16280411 
PUC1628044T  
PUC162804E4  
PUC1628033P 
PUC1628045R  
PUC16280494  
PUC1628044H 
PXN16160C3G 
PXN161606B6  
PXN161606G9  

FPXN161501G7  
PXN161606X6 
PXN16150NCR  
PXN161606FX  

t
i PXN161606U9  

PXN161606WR 
PXN16160BVE 
PXN16160C77 
PXN16160C3E 
PXN16160BVN  
PXN1616060C 
PXN161606H1 
PXN16160C2Z  
PXN161604LY  
PXN16160C2P  
PXN16160BV9 
PXN161602MJ  
PXN16160B 

AIR- 
LAP1310G- 

E-K9 	 

   

FGL16441.003 

   

FGL1645T004 

   

FGL1621TOOE 

• Wateen Principal will provide support on above mentioned equipment list 
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Price & Payment Structure 

25% at the end of 1" Quarter 	 187,646 

25% at the end of 214  Quarter 	 187,646 

25% at the end of 31° Quarter 	 187,646 

25% at the end of 4th  Quarter 	 J.87,646 

(Including SST) 

• ANNEXURE — B 

  

   

PAYMENTS SCHEDULE 

     

Payment Details 

AMC Payment Details of Service / Support agreement for Cisco Devices installed in IBA. The AMC 

period is starting from 	day of 	, 2017 to 	day of 	2018 

The payment of this contract shall be paid in four installments as follow 

Payment would be made on Quarter Bases i.e. at the completion of each quarter. 

25% of the agreement payment at the end of 1" quarter tenure of service contract 

25% of the agreement payment at tne end of 2' quarter tenure of service contract 

25% of the agreement payment at the end of 3'1  quarter tenure of service contract 

25% of the agreement payment at the end of 4th  quarter tenure of service contract 

Payments will be processed only upon receiving of invoice for the same from the WSPL. WSPL will 

ensure that deductions (if any) are included in the invoice. Tax charges are included in the above 

mentioned amount and will be deducted accordingly. 

The IBA will make payment within thirty (30) working days from the dale of receipt of the invoice. 

jr.  The service charges as mentioned herein are fixed and shall not be revised during the period of this . 

Agreement. 
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• 

.Genarai ;motet — -Sawa Load- 

• 

Generate Sales 
Ticket On PAS 

Generate Inquiry 
on THIS 

Nu 

Call 

Verify - Customer 
Data 

Get Ticket 

Open Ticket on 
CSMS 

Verify — 
Customer Details 

Generate Ticket 

Level 1 Trouble 
Shooting 

Problem 
Resolved 

ANNEXURE - C 

Call Logging System & Escalation Matrix 

FXTENDED WARRANTY SUPPORT (TAC, HARDWARE REPLACEMENT AND SOFTWARE 

SUPPORT) 

	

3.1 	Support services are being provided to IBA. This covers advance replacement and having Cisco -AC 

access for Level 3 support 

	

3.2 	WSPL will provision the following deliverables from the Principal: 

a) Principal Technical Assistance Center Support 24x7 & NBO(Next Business day) basis; 

b) Principal IOS software updates; 

	

3.3 	WSPL will provide the Non-PTA approval Equipment from Wateen support: 

3.4 Vendor is responsible to provide replacement or backup of faulty equipment or each and every 

component within four hours which fails under the SMARTnet 24X7 

• Vendor is responsible to provide replacement or backup of faulty equipment or component within 24 hours 

which is fall under the SMARTnet SX8XN130 

• Provide cisco TAC Access to IBA as part of the SLA 

Replacement of failed hardware as per committed SLA (mentioned in SLA Section: Equipment 

Replacements)Maximize network availability, reliability, and Stability, Reduce cost of network ownership by 

taking advantage of the Principal's expertise, knowledge, and availability 

Increase return on investment (ROI) by having access to the Principal's operating system software 

enhancements. 

4 PROBLEM RESOLUTION METHODOLOGY 

A representation of the problem resolution methodology is presented In the following; 

Yos-- 
Vex 



• 
5. RESPONSIBILITIES OF THE PARTIES 

	

5.1 	WSPL shall be responsible for the following: 

a) Providing a single point of contact for all issues within the scope of the SOW 

b) Conducting a check or request proof of purchase of equipment and software (being taken 

under maintenance) to ensure the equipment and software is authentic to get vendor 

support 

	

5.2 	IBA shall be responsible for the following: 

a) Daily operations of all sites, 

of Designating a person to whom all WSPL communications may oe addressed aria who 

has the authority to act on all aspects of the services; 

c) Providing adequate access to WSPL engineer to dial-in/ VPN/Console/Telnet port of the 

equipment; 

d) Providing reasonable access to computer equipment, facilities, ane te,ephone for WSPL 

resource's use for support and services; 

e) Site environment monitoring will be the responsibility of IBA; 

f) In case of RE, proper sitting place is required. 

6. FAUI.T MANAGEMENT 

61 	WSPL will support in opening RMA requests and replacements from the Principal (Cisco). 

Replacements will be provided on-site while the faulty equipment would be shipped to the Principal 

i.e., Cisco by :BA 

6.2 	Advance/deferred replacement as per this Agreement (24x7x4) or Elx5xNBD principal time. 

7. SUPPORT DESCRIPTION 

	

7.1 	WSPL has a best In class, tried and tested helpdesk facility for problem resolution its customers. IBA 

shall use WSPL's helpdesk structure for support of WSPL's proposed solution. The helpdesk will be 

the first point of contact for IRA in case of any problem occurs 'n the network. 

Phone Number: 111-WATE EN (Preferred) 

CSMS URL: http://wbsLwalgen.comiarppoct/ Email: helpdesk@wateen.com  

	

7.2 	Based on its expertise and knowledge, WSPL las categorized all problems in 3 levels of problems i.e. 

Severity Level 1, Severity Level2 and Severity Level3 (level 3 being the least severe). Each Severity 

Level corresponds to a specific response time by specific predefined resource / team. this response 

time varies as per escalation level of that problem at that given time. 

	

7.3 	When IBA informs WSPL of any problem regarding the network via the helpline or by informing the 

relevant contact person (mobile number provided in escalation matrix) it is registered on WSPL's 

ticketing tool. This tool then keeps track of the problem and escalates it as per predefined structure 

till it gets resolved. The tool also keeps a record of historical tickets 

	

7.4 	WSPL's support structure defines problem escalation process based on global best practices as 

presented in the problem escalation matrix (refer to section 9 of this Agreement). As per the severity 

level, each problem is escalated to the next level in case support team at previous level failed to 

resolve the problem within predefineu timelines. 
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• S. PROCESS OF OPENING A SERVICE REQUEST 

8.1 	he process is as folmws: 

Use WSPIA online web portal (CSMS) for filing service requests 

CSMS URI.; htt0://wbSS.wateen.COmiSuotiorti or Email At: helpdeskra:wateen.com 

Phone Number: *(92) (42) 111-WATEEN 

Or filing/logging the complaint as per the procedure mentionea above, a ticket No., will be 

generated. Client must save the numbe,  for further correspondence with reference to this 

Particular issue. 

Kindiy note that SRs / Trouble Tickets should contain as much detailed information as possible, 

including a show tech (taken from enable mode), show log and any other relevant data captured 

	

8.4 	WSPL and concerned IBA personnel will determine and assign the severity of reported issue/case in 

accordance with the following definitions: 

SEVERITY LEVEL 1 (S1) 

A Problem that criticality impacts customer's ability to do business A significant number of users of the system 

and/or network are currently unable to perform their tasks as necessary. The system down or severely degraded, 

A system or major appration is totally down. Examples Network out of sauce, hardware or software breaks 

down etc. 

SEVERITY LEVEL 2 (S2) 

A Problem that impacts customer's ability to do business, the severity of which is significant end may be repetitive 

in nature. A function of the system, network or product is impacted which impedes the customer from meeting 

daily production deliverables. Examples: a per.oheral (tape drive). Servo( Hard disk is down but business can be 

conducted etc 

!SEVERITY LEVEL 3 (S3) 

A minor problem is one that negligibly impacts customer's ability to do business. These calls also Include questions 

and/or general consultation. Examples. Queries etc 

9 PROBLEM ESCALATION 

	

9.1 	WSPL escalation guidelines as they relate to the support of IBA network are defined in the chart 

below. A combination of an increasing level of technical expertise with increasingly higher levels of 

services management is employed Escalation is triggered at differing times dependent on the 

'Severity Level' of the problem IBA may elevate any Severity level 2 or Severity Level 3 problem to 

the next higher level any time if it is deemed appropriate. For example, an intermittent minor 

problem, which is causing minimal disruption, may initially be reported as a Severity Level 3. However, 

if the problem becomes more frequent and starts significantly affecting operations, it may be elevated 

to a Severity Level 2. 

	

9.2 	The following problem escalation matrix shows the escalation process eno contact details for relevant 

personnel: 
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10. EXCLUSIONS 

	

10.1 	The following components are not the responsibility of WSPL under this Agreement: 

a) Any change, like hardware, connectivity, configuration, relocation and upgrade; 

b) if the ecwiprnent is already faulty before the SLA we will not replace the faulty equ pment 

c) Once we get the SIA well do a health check of all the equipment covered in the SLA so that the 

customer does not ask us to replace already faulty equipment 

d) All operational activities , daily monitoring etc; 

el Environmental services (air .conditioning, dust &humidity control, power and grounding, equipment 

cleaning; 

f) Connectivity/meoia speed issues and maintenance of LAN, cabling, PCs; 

8) Any hardware other than network equipment as mentioned in Annexure 1; 

h) Repair of equipment owing to unsuitable environment or damage/burn out due to factors but not 

limited to events such as power issues, accidents, negligence, inappropriate handling. environmental 

calamities like fire, floods, earthquakes, transportation, misuse, abuse, interconnections with 

equipment for the purpose other than designed for; 

Se,vice repair of equipment that has been damaged or rencered defective; 

i) By the use of parts that are not provided oy WSPL: 

k) By an operation not covered under the usage parameters stated in the product user's guide, or wear 

anc tear; 

	

I) 	By modif.cation of the product; 

ml As a result of service by anyone other than WSPL Engineer, 

n) Service/repair of damaged equipment caused clue to relocation of machine or integration o' new 

equipment or installation of parts in the equipment by a person other than a WSPL engineer; 

Deployments are not part of the scope of 0&M services. 

	

10.2 	All exclusions will be charged on time and material basis if applicable. 

12.CHANGE MANAGEMENT 

12.1 	Maintaining Inc successful performance of the service contract is largely dependent upon an 

effective change management process. 

12.2 	IBA must communicate changes in installed hardware and software. IBA intended changes 

could impact service performance; hence WSPL should be informed of any such changes in 

advance. All critical change requests like replacing an old server with a new should be sent 

to the WSPL Account Manager. While minor changes should be reported to WSPL Manager 

O&M. The Account Manager or Manager O&M will review the Change Request and complete 

the Change Control Request and Evaluation process depending on the criticality. The 

change request evaluation time should not exceed two (2) days. 

12.3 	WSPL will ensure that those changes which impact toe effectiveness of the service are expedited and 

service delivery model is suitably modified. WSPL will make sure that change request ('CR') will not 

impact the system performance 
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12.4 	For CR, a signed CR form will be submitted from DP WORLD. This request will then be analyzed and 

approved by WSPL Manager O&M After the approval, action will be taken accordingly. A change 

request form is attached in AnnexL re 2 WSPL will charge for these change reouests on time and 

material basis 

15. TIME AND MATERIAL CHARGING 

15.1 	For Services not covered under this scope of work, WSPL will provide T&M maintenance services 

with minimum response time of four hours plus travel time. 

Maintenance support 	 $100 per hour 

r-- 
Minimum charges would be for 4 hours + Traveling expenses on actual. 
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Change Request Form 

Change Request Form 

RFC status:0 Logged 	0 As.essed 	0 Rejected 	0 Accepted 	0 W1P 0 Sleeping 	0 Completed 

Control Number il•er Admm C,e only): 	 Request Type: 

Requester Information 	 Date: 

Employee ID Full Name 

Location Email Id 

Phone No. Address 

Depat t ment/Division 

Details of Change: Sys em (OS, Hardware, Network, Enterprise) 

: 
System Involved 	1 : If Others (Please specify): 

—1---- 
1 Activities Involved 	• 

i 	• —r- 
1 Remarks 	I : 

Details of Change: 

!lost Involved 

' Database Involved : 

Activities Involved : Tables Involved : 

i Reason for Change: Effect of not implementing the change: 

1 Incident Reference: 
I 	 .......l 

Application Change: 0Bug Fix 0 Enhancement 

Priority: 0 Emergenev 0 High 0 Medium ❑ I Am 	Impact: 0 Minor ❑ Signifk-ont ❑ Major 

Impact & Resource assessment: 
	

CAB/EC members: 

1. 

Down Time Required? Yes 0 No Off yes, pls provide the following informahon: 

Start Time: 	End Time: 

Inform Business Yes 0 No 0 

If yes: C9 0 Finance 0 Sales 0 HR 0 Engineering 0 

CAB recommendations : 
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►  

Back out Plan: Test Results Attached • 

Attached 

Change Plan Attached. 

Task / Activity Resource Start Date End Date Status 

Change builder/ Implementer name: Tel. no.: 

Change Review Date: Success against Business needs: • Yes 0 No 

Change Successful 	: • Y 	• N 
I 

LRequester  Manager (Name/Signature/Date): 

IApproved By (Manager Name/Signature/Date): 
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