SINDH PUBLIC PROCUREMENT REGULATORY AUTHORITY

CONTRACT EVALUATION FORM

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

Institute of Business Administration , Karachi

1) NAME OF THE ORGANIZATION / DEPTT.
2) PROVINCIAL / LOCAL GOVT./ OTHER Provincial

3) TITLE OF CONTRACT Fire Suppression Gas for Main Campus Server Room
4) TENDER NUMBER IT/124/2016-17

5) BRIEF DESCRIPTION OF CONTRACT Fire Suppression Gas for Main Campus Server Room
6) FORUM THAT APPROVED THE SCHEME Purchase Committee

7) TENDER ESTIMATED VALUE PKR 4,000,000/

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

9) ESTIMATED l. . RIOD (AS PER CONTRACT) As per Tender Terms
. . 28-March-2017 / 11:30AM

(Attach list of buyers) 4

¥

12) NUMBER OF BIDS RECEIVED
13) NUMBER OF BIDDERS PRESENT AT

i

3

14) BID EVALUATION REPORT v
(Enclose a copy)

15) NAME AND ADDRESS OF THE SUCCESSFUI

16) CONTRACT AWARD PRICE

17) RANKING OF SUCCESSFUL BIDDER IN EVALUATIONIR]
(ie. 1%,2" 3 EVALUATION BID). M/s. Britlite Engineeri

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

a) SINGLE STAGE - ONE ENVELOPE PROCEDURE M

b) SINGLE STAGE - TWO ENVELOPE PROCEDURE _ 'ES m

c) TWO STAGE BIDDING PROCEDURE l:

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:

1
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W

Purchase Committee

19) APPROVING AUTHORITY FOR AWARD OF CONTRACT

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

|Yes|.v/ |No |.|

21) ADVERTISEMENT :

Yes | SPPRA 31990/2017

i) SPPRA Website
(If yes, give date and SPPRA Identification No.)
No
ii) News Papers Yes | Dawn Jang Daily Aas
(If yes, give namgs.of newspapers and dates)
22) NATURE OF CON{ pes Wy o || ]
23) WHETHER QUALIFICA N C
WAS INCLUDED IN BIDDING / TENDE ENTS?
(If yes, enclose a copy) Yes [1 v | INo
24) WHETHER BID EVALUATION CRITERIA
WAS INCLUDED IN BIDDING / TENDER DOCUMEN Yes || v | [No
(If yes, enclose a copy) :

25) WHETHER APPROVAL OF COMPETENT AUTHORITY WAS
METHOD OTHER THAN OPEN COMPETITIVE BIDDING

26) WAS BID SECURITY OBTAINED FROM ALL THE BIDDERS?

[ ves [V [[ ]]

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

28) WHETHER THE SUCCESSFUL BIDDER WAS TECHNICALLY | Yes I ./ | No | [ | |

COMPLIANT?

29) WHETHER NAMES OF THE BIDDERS AND THEIR QUOTED PRICES WERE READ OUT AT
THE TIME OF OPENING OF BIDS? ‘ Yes | . INO I . |

30) WHETHER EVALUATION REPORT GIVEN TO BIDDERS BEFORE THE AWARD OF
CONTRACT?

he bi ;
(Attach copy of the bid evaluation report) | Yes | . |No ”_I
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31) ANY COMPLAINTS RECEIVED Yes
(If yes, result thereof)

No

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

Yes
No
33) WAS THE EXTENSION MADE IN RESPONSE TIME?
(If yes, give reasons) Yes
No
34) DEVIATION FR TION CRITERIA
(If yes, give deta Yes
No

35) WAS IT ASSURED BY PROCUR
BLACK LISTED?

GENCY THAT THE SELECTED FIRM IS NOT
Yes ] v | |No

E PROCURING AGENCY TO THE
UREMENT? IF SO, DETAILS TO
ROAD:

36) WAS A VISIT MADE BY ANY OFFICER/OFFIC
SUPPLIER’S PREMISES IN CONNECTION WIT
BE ASCERTAINED REGARDING FINANCING QFVIS
(If yes, enclose a copy)

Yes No

VANCE PAYMENT IN
Yes No

37) WERE PROPER SAFEGUARDS PROVIDED ON MQB
THE CONTRACT (BANK GUARANTEE ETC.)?

38) SPECIAL CONDITIONS, IF ANY

(If yes, give Brief Description) Yes

Signature & Official Stamp of
Authorized Officer Imran Bata

FOR OFFICE USE ONLY

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

Ref: QR-17-054(M1)-IBA-OJ June 26, 2017
M/s. Institute of Business Administration

Main Campus, University Road, Karachi 25270
Tel: 021-38104700-1 Ext: 2107

Attn:  Manager Procurement - ICT

Subject: Extension of Bid Validity — IBA Tender # 1T/124/2016-17
Supply & Installation of Suppression Gas & SLA for Fire Alarm System at Main
Campus IT Room

Dear Sir,

Reference to the commercial opening of tender # 1T/124/2016-17 for the supply of suppression gas
& SLA for fire alarm system at main campus IT rooms, we confirm to extend our bid reference no.
QR-17-054-IBA-0J dated March 27, 2017 validity till September 20, 2017.

Please feel free to contact for any clarification if required.

Yours Faithfully
For Britlite Engineering Company

—
W

Owais Jamil

(Project Engineer)

1

Page 1 of 1
Britlite Engineering Company

Office ¢ 12-C, First Floor, Seher Lane No. 9, Phase 7, D.H.A., Karachi, Pakistan
Tel: (92-21)-35341732-6 Fax: (9221)35850163, E-mail: bec@britlite.net URL: www.britlite.net
Display : Plot# 18-C, 4" Sunset Commercial Street, Phase-4, D.H.A., Karachi-75500, Pakistan.




NIT NO (Tender #): IT_124_16-17 (Gas for MC IT Rooms) SPPRA ID: 31990

Method and procedure of procurement: National Competitive Bidding (Single Stage — Two
Envelope)

MINUTES QF BID OPENING MEETING (Financial)
A meeting of the procurement committee of this department was held on 29-05-2017 for opening the 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 R

I | BtV Laginetrivg 0 e Tastit |22 )- 293432 '
Cﬂ'ﬂ’f"“‘“l ;-

X

The bids were opened at 11:00AM in the presence of the above mentioned participants and the rates quoted by bidders
were read aloud and encircled by Chairman of the Procurement Committee. All the members of the procurement committee signed
the page of financial proposal/ hids.

Following is the details of bids announced:

S.No. | Name of Bidder O Ve ) ;::::; (5;) Bid | pay Order No. Date
Bsittile 75:.:35.5«:25!_: Re 13505 /;fg";'::p:'ﬁo
Engineet.vp 4. 3450008 o 17:0-2007

| Conmpomy R, 36 85 bok )

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 bidders.

The meeting ended with the note of thanks to and from the chair.
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Quotation No, QR-17-034-I1BA-0)
Doc. No, TSR-17-026-1B3A-0)

PORL o L

o

Innovative & Optime ¢
Solution Provider °

e
@

M/s. Institute of Bi!
Administratio -

Tender No. IT/124/2016-17 |

I

{ommercial Proposal |
Supply Suppression Gas & SLA for |
Fire Alarm System at Main Campus 1T |
Rooms |

Britlite Engineering Company 2t
Office . 12-C, Firsl Floor, Seher Lana No. 9, Phasa 7, DH.A | Kar hi r
Tel 0 (92-21)-35341732-6 ;
E?:lall E:lge?‘u‘;:)r)ll?:fig:% B mq _ é
URL  : www.britlite.net HET‘I:;L:ijF bk :ih ]
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Innovative & Coptmum
Solution Prowvide:
Reft QR-17-031-1BA O March 27, 2017

W, Institute of Business Adainisteation
Main Campus. University Bead, Karaehi 73270
LPh 021381047001 Lot 2107

Summary

Manager prococonent - 1C7

Price Summary - Supply of Firetruee - USA Suppression Gas & SLA Tor Five Alarm System at Mais
Campus I'l' Roams

_ Tender Referenve Noo T 2Z22006-17

© Dew Sir,

ThanL vou for the subject enguiry, we are pleased 10 guots om hest prices as [ollows:

p———

kb1 v w Annexure - A - SLA (Part A) R U EH
Service Level Avreament
Annus! nuintenanee e existite Fire Adurm Sysiem on momby basis, 20000
Refer atiached guotation "QR=-17-US4-1BA{A )OI
Gy T EServiees) @@ 13% in PRR 13.600
A - Amount in PKR 135,600

: 3 Ansexure - A - Novee (230 Gas(Pact ) 7 = F &
Supply of Fireteace - US A Novee 1230 Five Supprossion Sysicin
Data Center Roon - Disesssions: 230" x B x 12701 hIAN F (1

Reter attached guotittion "QR-1T-054-TEA (-0
Supply of Firctrace - USA Nuvee 1230 Five ‘u.ppuwu.a \)’\lu..
2 Testing Aven & UPS Komn- Dimensions: 767 x 8 x 12 #1505 107212 (1) 048,420
Refer aneched quotation "QR-17-034-1BA( IS}-U J*
Supply of Firetrave - USA Sonvee 12 30 Fire Suppu“m.u Sysiem

3 Batwerye Room & MELA Roong - Dinsensions: 100 x 10712 131008 12701 678 IHG
Rerer atizehed guolabion "QR-17-054-1BAB)-01" _—
Supply of Firetrace - CSA Novee 1230 Five ‘ﬂlppluuim Sastent o N,

4 Data Center Room - Uimniensions: 23%" x4 L0 T (As Bacleup S Spae) 728,360 '
Reter atached quotation "OQR-17-054-1BA{B}-04" Y

} . ——H_—__ Amount in {’l{}( 2.884.620

GST (Supplics) «@ 17% in PHR| 499,383 ‘
Bnstadiation Charges in PRI 75,000 )
B - Amount in PKR| 3,450,065

(AB) Tolal Amountin PKR] 3,585,605
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- : i e BARLE it I‘ A ." RONASE 2 "“u-‘ Page10l7
Bntlste Eng :.:t".a Company el At 5

Office T ARG ual Elsar, Seher Lane Mo, 9, Phase 7, ..J H.A\. Karachi. f'..ir’l t-:h 5
Tel: (92-21)- 26311750 € l ax (822113 3165 Eanall pesa@biclite nat URL: www briflite: ne!
'Dlsplay : Plot # 120, 4" Sunset Comimreashs St s, Plase-a. Lad :\ Fanuehi- 75500, Palistan




NIT NO. 1T/124/2016-17(GAS for MC IT Rooms) SPPRA-ID: 31990/2016-17

Method and procedure of procurement: National Competitive Bidding (Single Stage - Two

Envelope)
MINUTES OF BID OPENING MEETING (TECHNICAL)

A meeting of the procurement committee of this department was held on 28-03-2017 for opening the tcchm.cui
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 # Signatyrg
' —_ 0240R64%112

Q&hm [k RML\J %/gg_gh _égias@a,ff,’m,, 4
2 - - . QG" - S_% D=,

BT UNEESY L aeuan a2 | O3%6 828229 ,

DR&yﬁem ) D-A._Ja]‘m
3 | ByiAl ¥ = ) ¥

Cva. Company Owpr YoMl | 0321-2%8y32( ) _
4 ) ‘ .Jl 7 p—— T >
3 5

s ’ ! l‘-//?;!g(ﬂ

The technical bids were opened at |1:30AM 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 Technical ‘ Financial Bav Gisder
N'o Name of Bidder Bid Envelope Bid Envelope E Y .
' (Original+Copy) (Original+Copy) vepe
|| A 3baa Tech Yes + No | yes +=No | Yeg,
2 | poien Cready Cyseem| Vg YR Y 4
B (Bt £oa, /onﬂ;?. 7 eg ¥ e,
4
3 -

The technical committec 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 mecting ended with the note of thanks to )md from the chair, *
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NIT NO (Tender #): I'l' 124 16-17 (Gas for MC IT Rooms) SPPRA ID: 31990

P‘hod and procedure of procurement: National Competitive Bidding (Single Stage — Two
Envelope)

2 MINUTES OF BID OPENING MEETING (Financial)
A meeting of the procurement committee of this department was held on 29-05-2017 for opening the 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 i

DB Lagmenrind e Tastie p3a)- 298 4321 | ‘
C_c;-n{fmv\j

Y

The bids were opened at 11:00AM in the presence of the above mentioned participants and the rates quoted by bidders
were read aloud and encircled by Chairman of the Procurement Committee. All the members of the procurement committee signed
the page of financial proposal/ hids.

Following is the details of bids announced:

i ' =
‘ S. No. Name of Bidder Offered Price .».\mou-nt of Did Pay Order No Date
i N Security (E‘:/o)
| Byt [ Rs. 135,400 (2 [ V3565P ,'25{ T::i“;’?:;o
| “n gy : Rs. coS /s .
| 1 it = SS25S f; 27032007
' Lomrffry R, 36 25 boS)s

The committee shall examine all the bids as per the Qualification/ eligibility criteria provided in the bidding documents, arithmetical
checks and verify the documents und bid security submitted by the bidders.

The meeting ended with the note of thanks 1o and from the chair, )A"S
PO
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Institute of
Business Administration
Karachi

Leadership and Ideas for Tomorrow

Bid Evaluation Report

I. Name of Procuring Agency: Institute Of Business Administration. Karachi

2. Tender Reference No: I1/124/2016-17
3. Tender Description/Name of work/item: Gas for Main Campus IT Rooms.
4. Method of Procurement: Single Stage Two Envelope
5. Tender Published: SPPRA 11-March-2017 SPPRA-S.No: 31990/2017
6. Total Bid documents sold: (Available on websile)
7. Total Bids Received: 03
8. Technical Bid Opening date: (i applicable) 28-March-2017
9. No. of Bid technically qualified (if applicable): _ 01
10. Bid(s) Rejected: 02
1. Financial Bid Opening date: 29-05-2017
12. Bid Evaluation Report:
.' g Name of Cost offered by | Ranking Crm:,: ;:;;fs(m Reasons for
: Firm or the Bidder in terms s ucceptance/ Remarks
No g . S Estimated il
Bidder Unit Price of cost cosi | rejection
] __ oS
| 0 1 . 3 | 4 5 6
| b 2 595 S/ a Lowest & Most Recommended
| M/s. Britlite I K.R':)”Eb_'ﬁn:” 1 Opt’_]:t Evaluated for award the
I all inclusive Market Bidder sonteact

Iic_cg'm mendations: - Ihe offered amount of Rs, 3,585,605/-Com plete Project Cost (Inclusive of all applicable taxes) by M/s,

Britlite has been recommended by the Procurement Committee 1o award the work on the basis of their jcehmical-quatifyhg and

lowest offered price bid. //// /
i b d

IBA (Internal Member) 1A (Internal Member) IBA (External Memboer)
Mr Syved Jehanazch . Rumeer Khalwd Mr.Hans Quersin
Manager Finunee Acidemic Director HE) Karachi University

Main Campus: University Road, Karachi. Postal Code: 75270 UAN: 111-422-422 Tel: (92-21) 38104700 Fax: (92-21) 99261508
City Campus: Garder/Kiyani Shaheed Road, Karachi. Postal Code: 74550 Tel:(32-21) 38104701 Fax:(92-21) 38103008
Website: www.iba.edu.pk E-mail: info @iba.edu.pk '



Technical Evaluation of SUPRESSION GAS & SLA FOR FIRE ALARM SYSTEM AT MAIN CAMPUS IT ROOMS

1T/115/2016-17

Evaluation Criteria:

Al Jibra
Techonologies

Orient Energy
System

BritliteEngineering

S.no. Company
Vendors who will meet the following conditions and submit the
documents / statements / information as mentioned in tender documents,
will be declared Qualified Vendors while others will be classified as Non-
Qualified Vendors.
For qualifying in Technical responsiveness, bidders shall fulfill ALL the
1 |requirements as laid out in Annexure A, If any of the requirements is not met Yes Yes Yes
by the bidder, the bid will be rejected straightaway.
3M is the principle
2 Holding Valid Dealership Certificate for nglstan from the principal/ Notcovide Hotteoiniod manufacturere ‘_:r NOVEC
manufacturer of the Products (Copy to be provided). Gas- 3 M letter is
attached.
Successful completion of at least three (03) similar projects completed Génaral Clisnt Lst Project details is provided
3 |within last two years. Testimonial from Lhe customer or can be confirmed by Not provide provided vly but person contact
IBA, Karachi, through the contact detail provided. details are not provided.
Proof of Company being in operation for at least 3 years or above in Pakistan . .
4 |. . Not provide Provided Provided
in relevant business.
Financial proposals of only those vendors will be opened who found . _—
technically successful. Financial bids of successful technical bidders will be oz:::::llz:FiianZiral Bid
5 |open and check the complete BOQ with the requirement and compliant of Non Responsive Non Responsive e mns‘i’dw A
technical and then award the contract to the lowest evaluated responsive Bidder
bidder, other vendors treated as disqualified.
" Support, warranty will be offered for One-year plan for Nih N )

accessories/Equipment and Ten-year expiry for Novec 1230 Gas.

IBA reserves the right to accept any model/brand /solution depending upon
challenged.

e
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Finacial Evaluation Sheet Procurement of Fire Suppression GAS & Support for Main Campus Server Room

1T/124/2016-17

SLA-A
M/s Britlite
S.No. Item Engineering
Company
1 Annual maintenance for existing Fire Alarm System for one year 120,000
GST (Services) 13% in PKR 15,600
Total 135,600
Supply & Commissioing of Novec 1230 Gas - B
M/s Britlite
S.No. Item Engineering
Company
1 Data Centre Room - Dimensions: 23'6 x 14' x 12 (ft) 832,160
2 Testing Area & UPS Room - Dimensions: 7'6 x 8' x 12 + 13'x 10" x 12'(ft) 648,420
3 Battery Room & MDA Room - Dimensions 10' x 10' x12'+ 13" x 10' x 12 (ft) 675,480
4 Data Centre Room - Dimensions: 23'6 x 14' x 12 (ft) (As a Bakup / Spare) 728,560
Amount in PKR 2,884,620
GST (Supplies) 17% in PKR 490,385
Installation Charges in PKR 75,000
Amount in PKR 3,450,005

Total Amount in PKR ( A + B)

3,585,605
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TTHIS AGKEERENT is made at Karachi on 2% day U’.[}j‘”. Uwo Thousand and Seventeen (20173, i

BETWEEN ” :

Institution of Susiness Administration, iKarachi, an institetion duly incorporated and existing
_ uhider the lavws of Pakisian, having its office at Main Campus Karachi University, University Road
arachi (hereinafier refairod o as 1BA vihicl exprassion shall where the context s2 admits, : J

inciude its successars and assigns);

Al
i Il
Wiiteen Velecam Limited, 2 company ticorposated mder the laws of Pakistan and izving iig
resistered office at Main Walton Road, G, Rab-e-Pakistan, Waiton Cantt., Lahore
{hereinafter reforred to ps "Technology Partner or Supplier” which expression shall, where the {r
cantext so permits, be deemed to mean and include ite successers-in-interest and posniited | i
assipns), through its duly nutherized representalive. -"]
|
1

A and the Technology Partner shall hereirafter alsa be roferced Lo individualiy as o
and cellectiveldy as the “Parties”)

RNOW THEREFORE in consideration of the mutual covenants hereinafter setout and for good and
vaiuable consideration, the adequacy of which i haraby acknowledged, the Parties have agresd
s undar:

4

1. Yechnolagy Pariner wiil provitde a publiz noo! afhree ditierom stlnzis o IBA with tho listed .
nhars,

s

4 i




a} Aseparate point to point pool of 2 addresses for Internet Gateway address and at the ISP
termination device. :

b) Subnet mask of /27 for public IP addresses.

c) Subnet mask of /29 for public IP addresses.

d) Subnet mask of /29 for public IP addresses.

2. Technelogy Partner will provide a dedicated CIR bandwidth of 60 Mbps for City Campus with
voice & video communication enabled license, Minimum monthly service availability of 99.5% is
required.

3 Techno?agy Partner will provide redundant Infrastructure (Transmission, Power Supply,
Metwork, etc and provide Multiple Fiber connectivity from Cable Landing Station to National
Wide POPs.

13 Installation Site:
a. IBA, City Campus — Kiyani Shaheed Road, Karachi.
‘Technology Partner will provide services to the Customer at the following site:

ot

IBA,
City Campus

+ Kiyani Shaheed Road
Garden, Karachi

1.3 1Offices:

Technology Partner has its registered office in Lahore and regional offices at Karachi.
1.4 .~ Contract Price: (Mention in Pakistan Rupees)

Monthly recurring charges of the link are PKR 128,282 /- (Including all applicable taxes)
(“the Contract Price”)

Payment Schedule:

e Monthly recurring payment would be made after end of each month,
o Payments will be cleared within thirty (30) days of submission of invoice to
finance department.

Note:  All the payments will be made in Pakistani Rupees.

W

1. Terms and Conditions Y :
-ty s c’)
v ? A
¥ ‘ @ ',*’".
: T 2 W Sdes A !
a).Upgrade or downgrade of Capacity S P o
8440 -
! s v®”
i. IBA may request an upgrade of the capacity at-any time during the Term. The

upgrade will be confirmed once IBA sends a written request on its letterhead, duly
signed and stamped, to Wateen/Technology Partner at the mutually agreed new

rale,. 42
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Tl i z
) Termination of Agreement

i If either Party commits any material breach of the terms and conditions of this
Agreement and fails to remedy the same within a reasonable time period on
receiving written notice from the other Party, then that Party may, by 30 days’
written notice to the other Party, terminate this Agreement forthwith.

ii. Wateen reserves the right to terminate this Agreement with immediate effect, if:
a. IBA fails to provide Wateen with the documents listed in Clause 2 (a), or

# h. IBA fails to pay any invoice within forty five {45} days from the date of invoice.

c¢) Effect of termination
In the event the Agreement is terminated, the following shall be the consequences:

i. Unless otherwise agreed in writing by Wateen, all or any sums payable by IBA to
Wateen under this Agreement and which are unpaid at the date of termination
shall forthwith become due and payable by IBA.

i The provisions of this Agreement shall, to the extent stated or necessarily
implied, survive the termination thereof.

iii. Unless otherwise provided in this Agreement, termination is without prejudice to

any other right or remedy of the Parties. Termination of this Agreement does not

1 release either Party from any liability which, at the time of termination, has

already accrued to the other Party or which may accrue in respect of any act or

omission prior to termination or from any obligation that is expressly stated to
survive the termination.

4.0 Pérformance Bond Guarantee:

© Within fifteen (15) days after the notification of award of the contract, Technology
Partner shall furnish Performance Bond Guarantee in the form of Bank Guarantee of an
amount equivalent to 10 % of the total Contract Price. Performance Bond Guarantee
shall be payable te IBA as compensation for any loss resulting from the Technology
Partner’s failure to compiete its obligations under the Agreement. .

5.0 Support Services

Seffvice/ Network Availability
Each designated Customer site is being allocated a specific bandwidth and connectivity
. link for network operations. These include last mile(s), Aggregation Point{s), ant
backbone network. - .55-\ \a
Bandwidth Availability g 3 L
Technology Partner shall render bandwidth : lelabrllty ﬁf,’% S%j ok
designated Custumer sites. g ,":. ¥

. a ---.-r*’ ;,_T
Network Availability 1 ( & u ih‘* _
Technology Partner shall render network avallablhty U.

“ Cusiemer sites.

1

-5% for designated

Penalties Covered under this SLA
If Technology Partner fails to provide a minimum of 99.5% uptime, the rebate/
Penaity would be charged to the Technology Partner. Amount would be calculated
as:



K

{Monthly charges /720 Hours) X Actual Downtime (Hours)

This would be charged up to a maximum of 5% of the total monthly service charges.
Upon failure of link up time compliance (i.e. uptime of 99.5%)of three or more
times, IBA Karachi can terminate this Agreement .

6.0 FORCE MAJEURE

1

1

For the purposes of the Agreement, a "Force Majeure” event is a circumstance or
situation for which in no event shall the Technology Partner be responsible or liable for
any failure or delay in the performance of its obligations hereunder arising out of or
caused by, directly or indirectly, forces beyond its control, including, without limitation,

Acts of GOD, war, riots, civil disorder, earthquake, fire, explosion, storm, flood, unauthorized
digging by various agencies or other adverse weather conditions, strikes, lockouts or ather
industrial action.

2.

7.0 Ex.tbnsion of time

Force Majeure shall not include:

a) An event, which is caused by the negligence or willful action of a Party or its
,  Subcontractor;

b) An event which a diligent Party could reasonably have been expected to:

(i) Have taken into account as at the Effective Date, or
] (ii) Have avoided or overcome in the course of carrying out its obligations
i under this Agreement,

c) Force Majeure shall not include insufficiency of funds or circumstances arising from
a failure to make any payment required by or under this Agreement.

The failure of a Party to fulfill any of its obligations under this Agreement shall not be
considered to be a breach of, or a default under, this Agreement insofar as the inability
arises from an event of Force Majeure, provided that the Party affected by that event
has taken reasonable precautions, due care and attempted to put in place reasonable
alternative arrangements all with the objective of carrying out the terms of this
Agreement without delay.

Measures to be taken

A Party affected by an event of Force Majeure shall take all reasonable measures to
remove its inability to fulfill its obligations under this Agreement with a minimum of
delay and shall notify the other Party in writing of the event concerned as soon as
possible, and in any event not later than 7 (seven) days following the occurrence of the
event concerned, and shall similarly give notice of the restoration of normal conditions
as soon-as possible. The Parties shall take all reasonable measures to minimize the
consequences of any Force Majeure event.

* Any period, within which a Party must, pursuant to this Agreemeii_L Géﬁfylet N ,
or task, shall be extended day-for-day up to a period equal to the limg_?uri 18 §
Party was unable to perform such action as a result of Force’M_a_jeuré'

_!f at any time during performance of the Contract, the Su‘ﬁ :l‘ievhi g
should encounter conditions impeding completion of related Servites the Supplier shall
promptly notify IBA in writing of the delay, it's likely duration, and its cause. As soon as
practicable after receipt of the Supplier's notice, IBA shali evaluate the situation and
may at its discretion extend the Supplier's time for performance, in which case the

- extension shall be ratified by the parties by amendment of the Contract.

Except in case of Force Majeure a delay by the Supplier in the performance of its
. Delivery and completion of obligations shall render the Supplier liable to the imposition

Fl
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of liquidated damages pursuant to contract Clause, unless an extension of time is agreed
upon by IBA in writing. -

i
8.0 Consultation

Not later than 30 (thirty) days after a Party has become unable to perform a material
portion of the Services as the result of an event of Force Majeure, the Parties shall
consult with each other with a view to agreeing on appropriate measures to be taken in
the circumstance.

9.0 CONFIDENTIALITY

‘{a]‘ The Parties shall not, either during the term, or after the expiration of this Agreement,
disclose any proprietary or confidential information relating to any of the Parties’
Services, this Agreement, or business or operations without the prior written consent of
the concerned party, unless such disclosure is required by law or regulation or such
information has entered the contractual domain other than by a breach of this
Agreement. The Parties agree that they will use their best efforts to ensure that their
subcontractors and personnel are bound by and comply with the requirement of
confidentiality set out in this clause.

Notwithstanding the provisions of the above paragraphs of this clause the Parties may
require each other to sign a Confidentiality Agreement on a case-by-case basis before
specific information can be made available

(b

10.0 GOVERNING LAW

The Agreement shall be governed by the Laws of Islamic Republic of Pakistan and the
Courts situated at Karachi shall have the jurisdiction.

11.0  FAILURE TO PERFORM

Notwithstanding any remedy that IBA may have againstTechnology Partner in terms of
the Bank Guarantee referred to in Clause 4 hereof, IBA shall have the right to forfeit the
Products, or any of them, to claim damages from Technology Partner due to a failure on
the part of Technology Partner to perform its obligations in accordance with the terms
of this Agreement, by serving 30 days prior written notice if the failure is not cured
within notice period of 30 days

12.0 NOTICES

Any notice, requast, instruction or other document to be given hereunder shall be
delivered or sent by courier or by facsimile transmission (such facsimile transmission
notice to be confirmed by courier posted within twelve (12) hours) to the address or to
the facsimile number of the other Party set out hereunder:

For IBA;
' Name : imran Batada
Director ICT

N i g s

Address: IBA City Campus, Kiyani Shaheed Road, Ga}

No. ~,
021-99215528 éf




1 ALL22- Suite # 603, 6th Floor, Parsa Tower, Plot #31-1-A, Block 6, P.E.C.H.S, Main Shahra-
e-Faisal, Krachi — Pakistan.
T:92
F: 92

13.04° CONFLICT OF INTEREST

No director, employee, agent or any other tier of representative(s) of either Party or its
subcontractor shall give to or receive from any director, employee, agent or any other tier of
representative(s) of the other Party any commission, fee, rebate, or anygiftor
entertainment of significant cost or value in connection with the negotiation, settlement,
fin?lizatio[‘l or performance of any agreement, or enter into any business arrangement with
any director, employee or agent of the other Party, without prior written notification
thereof to that Party. In case of disregard and/or violation the violating party shall promptly
notify to the other party of any violation and/or any consideration received as a result of
“such violation. Additionally, if any violation has already occurred prior to the date of this
Agreement resulting directly or indirectly in the consent of the other party to enter into this
Agreement with the violating party, the other party may, at its/his sole option, terminate
this Agreement at any time. Neither any party nor its employees, agents, subcontractors nor
any other tier of representatives shall make any payment or give anything of significant
value to any official of any government or public international organization, including any
officer or employee of any government department or agency to influence his or its
decision, or to gain any other advantage for the other party in connection with the
petformance of this Agreement. In case of violation the violating party shall immediately
notify to the other party of any such violation and shall immediately reimburse the other
party out of any or all monies paid by the other party to the violating party, an amount
equal to the amount of the payment or the value of gift to the government official which
gives rise to such violation. Each party shall defend and indemnify the other party from and
against all losses and expenses arising from and/or due to such violation. In the event of
any violation each party may also, at its sole option, terminate this Agreement at any time.

14.0 RECORD RETENTION AND RIGHT TO AUDIT:

IBA shall ensure that it and its representatives maintain true and correct records in
connection with the Services to be performed under the Agreement and all related
transactions and retain all such records for at least twelve (12) months after termination of
this Agreement for any reason to audit any and all records of IBA and its representative for
the purpose of determining whether there has been compliance with the this Agreement.

15.0 REGULATORY COMPLIANCE
{(a) Both parties

“The Parties ackriowledge and agree that both shall comply with all the natjonal laws that
are applicable to the Parties under this Agreement and shall inder‘ﬁriify_;‘!,ﬁe ther party
of all the losses, damages and other expenses incurred by ?echrfolﬁg"erarglerEdue to
the breach of such comipliance “ o o

Yo

(b) Changes in Law and Regulations

in the event of any change in relevant law, regulation or policy, which is prejudicial to
the business interest of the parties involved, the Parties shall have the right to terminate ;‘

this Agreement without further liabilities upon issuing a one (1) month notice.
q




16.0  Entire Agreement

. This Agreement constitutes the entire agreement between the IBA and the Technology
Partner and supersedes all communications, negotiations and agreements (whether
written or oral) of the Parties with respect thereto made prior to the date of Contract.

17.0  Corrupt Practices
« IBA as well as Bidders, Suppliers, Contractors, subcontractors, Architects and
Consultants, observe the highest standard of ethics during the procurement and
execution of such contracts. In pursuit of this Contract, the IBA:

(a) Defines, for the purposes of this provision, the terms set forth below as follows:

. (i) "corrupt practice” means the offering, giving, receiving, or soliciting of
anything of value to influence the action of a official in the procurement
process or in contract execution; and

(i) “fraudulent practice” means a misrepresentation of facts in order to influence

a procurement process or the execution of a contract to the detriment of the

ot IBA, and includes collusive practices among Bidders (prior to or after bid

submission) designed to establish bid prices at artificial, non-competitive

levels and to deprive the borrower of the benefits of free and open
competition;

(b)  will 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;

(c)  will declare a firm ineligible, either indefinitely or for a stated period of time if it at
any time IBA determines that the firm has engaged in corrupt or fraudulent practices
in competing for, or in executing Contract.

IBA will cancel the portion of a Contract for goods, works, or services if it at any time
détermines that corrupt or fraudulent practices were engaged by representatives of IBA or
by Supplier during the procurement or the execution of contract.

18.0 Incoterms
(a) Unless otherwise specified, the meaning of any trade term and the rights and
1 obligations of parties there under shall be as prescribed by Incoterms.

(b) The terms EXW, FOB, FCA, CIF, CIP, and other similar terms, when used, shall
be governed by the rules prescribed in the current edition of Incoterms,
published by the International Chamber of Commerce at the date of the

P Invitation for Bids.

19.0 Amendment

No amendment or other variation of the Agreement shall be valid unless it is in
writing, is dated, expressly refers to the Agreement, and is signed by a duly
authorized representative of each Party thereto. 3

20.0  Non-waiver S‘“"-«M“"

(a)  No relaxation, forbearance, delay, or indulgence by either..‘ji
any of the terms and conditions of the Agreement or the granting of time by
either Party to the other shall prejudice, affect, or restrict the rights of that
party under the Agreement, neither shall any waiver by either party of any
breach of Agreement operate as waiver of any subsequent or continuing
breach of Agreement,

(b)  Any waiver of a Party’s rights, powers, or remedies under the Contract must

be in writing, dated, and signed by an authorized representative of the Party

1 pranting such waiver, and must specify the right and the extent to which it is
being waived.



21.0

22.0

A

Severability

If any provision or condition of the Agreement is prohibited or rendered invalid or
unenforceable, such prohibition, invalidity or unenforceability shall not affect the
validity or enforceability of any other provisions and conditions of the Agreement.

Settlement of Disputes

The IBA and the Technology Partner shall make every effort to resolve amicably by
direct informal negotiation any disagreement or dispute arising between them under
or in connection with the Agreement.

If the Parties fail to resolve such a dispute or difference by mutual consultation
within fourteen (14) days from the commencement of such consultation, either
Party may adopt the following formal mechanisms:

Adjudication:
Either Party may move to the notification of Arbitration.

The, Adjudicator shall give his or her decision in writing to both Parties within
twenty-eight (28) days of a dispute being referred to the Adjudicator. If the
Adjudicator has done so, and no notice of intention to commence arbitration has
heen given by either IBA or the Supplier within fifty-six (56) days of such reference,
the decision shall become final and binding upon IBA and the Supplier. Any decision
that has become final and binding shall be implemented by the parties forthwith.

The Adjudicator shall be paid an hourly fee plus reasonable expenditures incurred
in the execution of duties as Adjudicator, and these costs shall be divided equally
between the IBA and the Supplier.

Should the Adjudicator resign or die, or should IBA and the Supplier agree that the
Adjudicator is not fulfilling his or her functions in accordance with the provisions of
the Contract; a new Adjudicator shall be jointly appointed by IBA and the Supplier.
Failing agreement between the two within twenty-eight (28) days, the new
Adjudicator shall be appointed at the request of either party or by the IBA, or if no
Adjudicator can be appointed the Contract shall from this point onward and until
the parties may otherwise agree on an Adjudicator or an Appointing Authority, be
implemented as if there is no Adjudicator.

If either IBA or the Supplier is dissatisfied with the Adjudicator’s decision, or if the
Adjudicator fails to give a decision within twenty-eight (28) days of a dispute being
referred to him or her or if both parties are unable to appoint the new adjudicator,
then either the IBA or the Supplier may, within fifty-six (56) days of such reference,
give notice to the other party, with a copy for information to the Adjudicator, of its
intention to commence arbitration, as provided below, as to the matter in dispute,
and no arbitration in respect of this matter may be commenced unless such notice
is given.

Any dispute, in respect of which a notice of intention to commence Arbitration has
been given, shall be finally settled by Arbitration. Arbitration may be commenced
prior to or after delivery or Installation of goods or system.

Notwithstanding any reference to the Adjudicator or arbitration:
(a) The parties shall continue to perform their respective obligations under the
Contract unless they otherwise agree;

(b) IBA shall pay the Supplier any monies due the Supplier

Other rules of procedure for arbitration proceedings are: /';;',_:: .

The arbitration shall be conducted in accordance with: the riiles g"ﬁ-‘bm Julrg
forth in the Pakistan Arbitration Act 1940 subsequently z_i_mpnded'f:‘gan L garyy shall
nominate one Arbitrator. The two Arbitrators shall initiate a}Bijrat: iplede
at Karachi. In case the two arbitrators do not reach dny-ageeerie
Arbitrator shall be selected by the two Arbitrators. If two Arbitrators cannot reach
an agreement on the nomination of the 3rd arbitrator, then the third arbitrator will
be nominated by the Chairman HEC. The award of the majority of the arbitrators
shall be final and binding on both parties .Each party shall bear the cost of its own
Arbitrator and the cost of the third Arbitrator shall be borne equally by both
parties. In the event of an arhitrator resigning or becoming incapable or unable to
act, the party nominating such arbitrator shall be entitled to appoint another in the
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24.0

25.0

26.0

piace of the outgoing Arbitrator. Proceedings shall continue without recommencing
as if such Arbitrator had been originally nominated. The Chairman of the HEC shall
nominate an arbitrator for a party, who fails to do so.

Subcontracting

The Supplier shall notify the IBA in writing of all subcontracts awarded under the Contract if
not alfeady specified in the bid. Subcontracting shall in no event relieve the Supplier from
any of its obligations, duties, responsibilities, or liability under the Contract. In case of
conflict between the terms of the present agreement and a subcontract for services to be
provided by the Technology Partner in pursuance to this Agreement, the Terms of the
Present Agreement shall take precedence over the terms of the Sub-Contract. The
Techhology partner hereby undertakes that any and all such clauses shall be considered
null and void by either the parties if it is in direct or indirect conflict with the terms of this
Agreement.

Specifications and Standards
Technical Specifications and Drawings

(a) The Supplier shall ensure that the related Services comply with technical
specifications and other provisions of the Contract.

(b)  The Goods and Related Services supplied under this contract shall conform to the

Standard Bidding document mentioned in Annexure A, Schedule of Requirements

«" and, when no applicable standard is mentioned, the standard shall be equivalent or

superior to the official standards whose application is appropriate to the goods and
country of origin.

(c)  Wherever references are made in the Contract to codes and standards in accordance
with which it shall be executed, the edition or the revised version of such codes and
standards shall be those specified in the Schedule of Requirements. During Contract

‘oxecution, any changes in any such codes and standards shall be applied only after
approval by the IBA.

Packing and Documents

The Supplier shall provide such packing of the goods as is required to prevent their damage
or deterioration during transit to their final destination, as indicated in the Contract. During
transit, the packing shall be sufficient to withstand, without limitation, rough handling and
exposure to extreme temperatures, salt and precipitation, and open storage. Packing case
size and weights shall take into consideration, where appropriate, the remoteness of the
goods’ final destination and the absence of heavy handling facilities at all points in transit.

The eacking, marking, and documentation within and outside the packages shall comply
strictly with such special requirements as shall be expressly provided for in the Contract,
including additional requirements and in any other instructions ordered by the IBA.

!'pspections and Tests

The Supplier shall at its own expense and at no cost to the IBA carry out all such tests
and/or inspections of the Goods and Related Services as are specified in the Schedule of
Reqguirements.

The inspections and tests may be conducted on the premises of the Supplier or its
Subcontractor, at point of delivery, and/or at the Goods’ final destination, or in Aanolher
place in Pakistan, if conducted on the premises of the Supplier or its S}chontr ctor, all

reasonable facilities and assistance, including access to drawings and’prod AMata,
shall be furnished to the inspectors at no charge to the IBA.
The IBA or its designated representative shall be entitled b 3 sts and/or

|nspect|0ns, provided that the IBA bear all of its own costs and expenses incurred in
“connection with such attendance including, but not limited to, all traveling and board
and lodging expenses.

Whenever the Supplier is ready to carry out any such test and inspection, it shall give a
reasonable advance notice, including the place and time, to the IBA. The Supplier shall
obtain from any relevant third party or manufacturer any necessary permission or
c:msent to, enable the IBA or its designated representative to attend the test and/or
inspection.
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The IBA may require the Supplier to carry out any test and/or inspection not required by
the Contract but deemed necessary to verify that the characteristics and performance of
the Goods comply with the technical specifications codes and standards under the

. Contract, provided that the Supplier's reasonable costs and expenses incurred in the
carrying out of such test and/or inspection shall be added to the Contract Price. Further,
if such test and/or inspection impedes the progress of manufacturing and/or the
Supplier's performance of its other obligations under the Contract, due allowance will
be made in respect of the Delivery Dates and Completion Dates and the other
obligations so affected.

The Supplier shall provide the IBA with a report of the results of any such test and/or
inspection.

The IBA may reject any Goods or any part thereof that fail to pass any test and/or
inspection or do not conform to the specifications. The Supplier shall either rectify or
replace such rejected Goods or parts thereof or make alterations necessary to meet the

«" specifications at no cost to the IBA, and shall repeat the test and/or inspection, at no
cost to the IBA.

The Supplier agrees that neither the execution of a test and/or inspection of the Goods
or any part thereof, nor the attendance by the IBA or its representative, nor the issue of
any report pursuant to shall release the Supplier from any warranties or other
obligations under the Contract.

L]

27.0 Change Orders and Contract Amendments

IBA' may at any time order the Supplier through notice to make changes within the scope of
the Contract in any one or more of the following:

. the Related Services to be provided by the Supplier.

° If any such change causes an increase or decrease in the cost of, or the time
required for, the Technology Partner’s performance of any provisions under the
Contract, an equitable adjustment shall be made in the Contract Price or in the
Delivery/Completion Schedule, or both, and the Contract shall accordingly be

©  amended. Any claims by the Technology Partner for adjustment under this Clause
must be asserted within twenty-eight (28) days from the date of the Technology
Partner’s receipt of IBA’s change order.

. Any expenses/Prices to be charged by the Technology Partner in pursuance of such
- a change order or otherwise or for any Related Services that might be needed but
which were not included in the Contract shall be agreed upon in advance by the
Parties in writing and shall not exceed the prevailing rates charged to other parties

by the Technology Partner for similar services.
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IN WITNESS WHEREQF the parties hereto have
first above written.

Notices:

For ayid on Behalf arachi

set their respective hands on the day and year

Behalf of Wateen Telecom Limited

Name;. \'W‘ITOV\"" %M% Name: Junaid Sheikh

Designation: \? -ﬂ:.:D—a 2 L Cﬂ

i

Witnesses-1:

&

1) Signature
e Y0l Mol W0 Dot

Designation: Chief commercial Officer

Witnesses-2: '

2) Signature
Name: Syed Fuzail Hussain

Address: Wateen Telecom Limited
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Service Level Agrcement

Service level agreement has to be finalized prior to the issuance of Purchase Order

o

1. Scope 1

1.1 This agreement shall be Operational Support Services (OSS) to be provided to
customer by Watcen telecom
I.‘Q Wateen Shall provide OSS inclusive of
1.2.1  Incident reporting and tickel service available 24x7x36.5
1.2.2  Helpdesk support service available 24x7x365
1.2.3  On-call and on-site support services available as per agreed term
Jl-.{-!'S]mc,iﬁ(‘;llion ol communication mlrastructure services shall be as
© L3 VPN Data Services
1.3.1.1 End-to-Iind connectivity between customer edge routers [or layer 2
and layer 3 data VPN links
1.3.2  Internel Services
q © 1.3.2.1 Connectivily between customer edge device and Walteen's upstream
service provider [or aceessing the internet
1.4 OM service covers VPN and Internel services on the following platform
1L OFC network (FI'Tx, GPON, Ethernet)
112 Pomt-to-Point Wireless Bridges
1L.L3 DVBR/VSAT
L5 Incident defmition

o

1.5.1  The customer encountering a problem that causes the network (o fail from
(lt]:vmng services including
5.1.1 Lower Bandwidth than the designate d bandwidth lor the specilic
1 ‘ customer sile

=

.2 Bit-crrors or non-availability ol conneelivily

i
Yt

3 Inadent would comumence when the incident 1s locked/reported at
Waleen Enterprise Network Operations Center (ENOC)
& 1.5.2  Other incidents classilicd as lollows shall not be considered in this
Operation and support agreement
1.5.2.1 Testing Request: Any testing request about Wateen services by
customer in order o verily parameters ol customer end network
1.5.2.2 Request lor support: any additional request lor support (c.g.
conliguration changes) (hat is not covered under this operation and
support
1.5.2.3 Service up gradation and / or down gradation

2, §erviccs

2.1 Incident Reporting and Ticketing '
211 The customer shall record the meident at the Watcen I \()( with (ILS@;Q!. d Shil
Lngineer, only il initial troubleshooting steps (defined in € l(l_usl, ’\‘(Lj,
- B K (3
2.1.2  The contaect number for cuslmncr to call illc Walcen ENOC s[EHTF

resolve the problem locally,

9.1.3 The W'.nlu n Shifl l'mgmcc:l !-.l'l.l“ pulm m inilial Um:blcshoolmg and shall issuc a
Trouble Ticket (171 for the incident reported by the eustomer
211 The issued "IN shiall be the relerence number for all customer calls and
% correspondence with Watcen, regarding that specilic incident
2.2  Enterprise NOC Support
2.2.1  Walcer(

Shilt Engincer shall @templ Lo resolve the problem identified by the
- Hifing the Inrulcn{ e pmlmg Call (IRC) '
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2,22 Inthe event the incident is nol re ~.uhrccl tlunng lhl. IR(,. the W’.llLLn Shilt

Ingineer shall engage respective back end subject matter expert teams to resolve

the issue remotely and shall lorward the TT to the designated Wateen ficld

engineering support team with respect to the type ol problem

2,23 In case the problem requires Field Engineering Suppont, the designated Waitcen
'L shall subsequently contact the customer with the relerence 171 . Wateen FIE
shall attempt to resolve the problem identified by the customer during the Incident

i Reporting Call (IRC)

2.3  OnsSilc Support
93,0 In the event that FE is unable to resolve the reported ticket remotely then the
] designated Wateen FE shall visit the designated customer site
2.3.2  Onesite support call shall be provided by Wateen as lollow:
2.3.2.1 Within 06 hours; in citics where Wateen has permanently stationed FL(s)
2.3.2.2 Within 21 hours; where a Wateen FE is not permanently stationed and the
customer sile is reachable by Air, with a minumum ol 2 [lights a day between
the customer site and the nearest Wateen ollice
2328 Within 48 hours: Where a Wateen FLE is not permanently stationed and
the customer site 1s reachable by road and/or by vail [vom the nearest
Waltcen ollice
233 In the event that an IRC remains unresolved beyond 72 hows. the customer shall
a have the privilege to escalation the IRC to higher level at Wateen as delined

Iscalation Matrix

3. Initial Troubleshooting Steps
Wateen is striving 1o enlance and maintain the quality of service. One ol our primary goal is lo
minimizg the dowh time and tarnaround time. Below mentioned are some ol the areas where our
valued enterprise customers can assist and add value to avoid unnccessary outages as well ag

reduce down time:

1. On observing link connectivity alarms / Lailure, lollowing steps may resolve problem:

“a. Power Status at branch side
b. Power cord along with the power supply status ol end device
¢.  All cords are firmly plugged in correct ports
. LED status of the CPLE (Customer premises equipiment)
¢. Power - Lot Rebooting CPL il resolves issue
|

2. In ease ol issues where physical status of device is found UP but Customer conneelivity is
Tound down, lfollowing steps may resolve problem locally:
a. Port status ol corresponding switch / router
b. Ethernet cable re-plugging at switch side
¢, Port sellings are manually set lo:
t.  Negotiate ~ No Negotiale
i Speed = 100 Mbps (depending on interface)
. Duplex = Full

"m

A Inorder 1o narrow down issue, 1 is important that correet naltessl IWEQ. 15 Fit
time ol kunching complaint, In case of 1.2 / 1.3 LOI'III(.GU'}IU“IS dov yryfisically link
(end deviee) is UP, then it may be accordingly mentioned. Prefe ﬁ'f£ ﬂl\wl cascs, below
stats / traces ol elient side swilch / router will be of great llclp or®

a. Pomt to Point Ping result (CE [P - Wateen PE) For L3 only

h. Show Interface and Show Logs stats (o check below important |'ir.:||l:i:1

1. CRC {Cyclic Redundancy Cheek) errors on micrface
i, Physical status ol Imteilace
Verily il any specilic routing protocol is allecting trallic cle

sedl al the

o’

e Trace route logs.
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4. Servicé Duration
3.1 The dwation ol this agreement shall be 01 vear(s) startimg [vom the <ssoanee o
At ovdes Dt and Signing ol Narecment between hoth panties™,

3.2The term ol this agreement would be antomatically renewed lor next three months unless a
termination nofice is received from either party

5. Site Coverage
LI Wateen shall provide the maintenanee support services for the link istalled at sites

~Insttne of Busieess Mdmiastranon , Civ Campus, Kaachi>, Pakistan

6. EINOC Scrvice Desk
Wialtcen has a best in class, tried and tested service desk facility. Customer shall use the
Csamie service desk struchure Tor receiving operation and maintenance support lor required
network

Service desk will be the Tivst point ol contact [or Customer in case ol any problem oceurs in
]
the network:

Thone Nimnhey o . .|T]T\_\.'.-\;.l;l'il:f§

Famal 112 servicedeski@wateen.com

i
5.1  How to open Trouble Ticket
5.1 I assue 1s not resolved by the above troubleshooting steps (delined m clause
No. ) then, Customer shall contact Wateen by dialing 11 1-Watcen or email at
servicedesk watccneom and copying smenoc@waleen.com

5020 On hling/logging the complaint, ENOC will issue 1 to customer.
Y403 Customer must save the number lor [uture correspondence with relerenee 1o
this particular issue.
5000 Nature ol issue along with below information must be shared by customer lor
locking / vegistering complaimt.
A

| Branch | o e Adiieon llaslMileMadia VLAN/IP

e |

POC Available at Site POC Available in Head Office /

i Code along with Voice Contact NOC along with voice contact

5.2 ' Hours of coverage
5.2.1 "Witeen service engineer shall be available on —call 21x7x365

5.3 . Wateen Engincers Permancently stationed
A3.10 To provide Onssite support services, Watcen Field Fngineers (FEs) are
permanently staboned in the cities ol:

54.1.1 Lahore
58.1.2 Karachi
53.1.3 Islamabad =
¥ 53.1.4 Rawalpindi
i MR Abhottabad
5316 Peshawar
5.3.1.7 D.1.Khan
i 5.3.1.8 Jhelum

5319 Gujral
53110 Gupranwala
H3.011  Salkot

S0 12 Sheilkbupura
580137 Okara
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generation of trouble ticket will be done as per lollowing:
For aggregation/ Critical site (Severity - 1)
Non-aggregation site (severily -2)

15 minules
30 minules

In case proper updates are not given by ENOC or KPT for restoration of services is
lapsed / delayed, issue may escalated to next levels as per below guideline

Lawvel |

Level 2

Level 3

Fewel |

Witecen ENOC

j If\r\"::lcm
111 928 336

Shili Mamagey
0324- 002157 «

NMuzzamimil Havoon Jan
[ead of NOC

08918420861

Janhwer A

Director Network
I ey

03211002123

network

Immedite

Alier 2
howrs

Alier 6
hows

Alier 12
hours

6. Scrvice/ Network Availability
Each designated customer site is being allocated a specilic bandwidth and connectivity link
" or network operations. These include Iast mile(s), Aggregation Point(s), and backbone

1
5.3.1.1 1 Sahiwal
53015 Sargodha
5.3.1.16  Fasalabad
¢ 5.3.1.17  Multan
5.3.1.18  Bhawalpur
5.0.1.19  RY.Khan
53.1.20  Sukkur
5.3.1.21  Hyderabad
. 53.1.22  Quelta
54  Escalation Procedure
> Hal
i 5.1
5112
55 Problem Escalation Matrix
i
o

Tmmedinte Immediate
Aller 4 Aller 12
hours howrs
J'\Ilcr 4 24 howrs
10r's
Alier 6 26 hours
hows
i e SO ¥

Immedite

Aller 24

howrs

48 hours

A0 haowars

ENOC initial response which includes perforning mitial iroubleshooting and




Service Level Agreement

6.1  Bandwidth Availability

6.1

Wateen shall render bandwidth avalability of 90,54 Tor designated customer
sie

6.2, Nctwork Availability

621

Witcen shall render network swvailability ol 1900 Tor designated customer site

6.3 General

0.1

6.3.2

6.3.3

6.3.1

6.5

6.3.6

0.3.7

The measurement ol availability of services shall become ellective when the last

Ink s deployed by Wateen for the customer and project implementation

signed-oll, hereinalier to be referred to as the conmencement date for STLA

SEA measurement shall be conducted one cach quarler o assess (he

perlformance ol service and to decide the penalties lor [ailure to conform to the

SLA

In the mternim period, i.e. from the date ol deployment of the livst link until the

deployment of the last ink, Watcen shall perform Bandwidth Availability and

Network Availability measurement for customer

Alter the commencement date of SLA, in the cvent that Watcen lails to

conform to the SLA in a specilic month, the customer shall grant Wateen a

ace period ol L days to improve the services to a level such that services

conlorm to the SLA

1M Wiiteen lails to conform to the SLA alter 11 days ol the Grace Period given

by the customer, then Wateen shall be liable Tor penalties, as delined below, lor

the mumber ol days ol non-conformant to the SLA [rom the last day ol grace

period up to the date that services are conformant (o the SLA

To ensure all Availability services are in conlormance 1o the SLA, the customer

shall ensure that all customer equipment and soltware is operational and in

goorl working condition

Any impact ol Watcen services caused due 1o reason stated below shall be

beyond the scope ol this SLA:

6.3.7.1 Customer equipment/sollware faulty

6.3.7.2 Actions undertaken by customer personnel in contravention (o
recommendations by Wateen

6.3.7.3 Failure on part ol the customer to allow Wateen personnel access to
the Customer Site or Equipment or Services arca required to render
by Waleen

6.3.7.4 Reason ol Foree Majeure

7. Penaltics Covered under this SLA

Il service provider is Lals 1o provide mimimum 99.5% uptime, rebate/ Penalty would be

" charged to service provider. Amount would be caleulated as:

(Monthly charges /720 Hours) X Actual Downtime (Hours)

< T'lns would be clvuged up to a maximum 01 59 ol the (otal monthly service charges.

Fatlure ol three more tmes in terms of link up time compliance (i.e. uptime of 99.59),

IBA Karacht can terminate the contract.
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