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	[bookmark: _Hlk74776545]Product
	Qty
	Unit of Measure
	Number
	AMC Start Date
	AMC End Date

	Oracle WebLogic Server Enterprise Edition
	6
	CPU(s)
	21983491
	Dec-10,2021
	   Dec-09,2023




[bookmark: _Hlk74778613][bookmark: _GoBack]Scope of the AMC service:

· Maintain all the software of the WebLogic hosted application/system running 24/7 without any interruption.
· Provide support during WebLogic patch, version upgradation as required.
· Bridge between OEM and BRAC Bank for knowledge transfer, problem troubleshoot and best use of the product.
· Ensure that BRAC Bank can use all the product facilities as and when required.
· Vendor must provide first hand support to ensure upgrade of any product feature within WebLogic infrastructure, including enhancement of any security feature.
· Vendor to provide name of the contact persons of the dedicated Support Service team along with their contact numbers. These contact numbers will be hot numbers and will be answered immediately 24/7/365. Vendor to nominate one person as the single contact point with one backup contact.
· Vendor to provide a quarterly report of the health status of all WebLogic environment.
· Vendor should provide a detail support escalation matrix.
 









High level Service Level Agreement (SLA):

	Severity Level
	Description
	Response Time
	Resolution Time

	 
High
	A problem that critically effects on ability of doing regular work of the system. System is down because of software malfunctions. 
	15 minutes for remote response. 60 minutes for onsite physical presence and Severity Level declaration
	 
2 Hours

	Medium
	Any redundant Hardware component fails, and system is giving alert message. OS tuning or re-configuration change is required, and Business application is performing degraded.
	
	4 Hours

	Low
	System is having minor issue. Insignificant error is posted from OS. Application is not affected at all. Users are able to work.
	
	24 Hours


 
 

Penalty Clause on Service Failure:

1% of the product purchase work order value will be penalized on each failure to meet service level.
If resolution time is greater than agreed service level, then 0.25% will be add as penalized for each hour delay for severity level ‘High’ and 0.1% will be penalized for each hour delay for severity level ‘Medium’ and ‘Low’.




