[bookmark: _Hlk32924411][bookmark: _Hlk32924372]Annexure 1 :
Scope of Support Subscription of VMware license renewal for 3 years

	[bookmark: _Hlk32924458]Account Number
	Account Name
	Product
	Qty
	Unit of Measure
	End Date
	Required

	506294445
	Brac Bank Ltd
	vCenter Server 6 Standard
	1
	INSTANCE(s)
	April 9, 2020
	Renewal of VMware vCenter Server for 3 years from April 9, 2020 to April 8, 2023

	506294445
	Brac Bank Ltd
	vRealize Operations 7 Standard (CPU)
	20
	CPU(s)
	April 9, 2020
	Upgrade VMware vSphere Enterprise Plus to vCloud Suite Advanced with 3 years SnS from April 9, 2020 to April 8, 2023

	506294445
	Brac Bank Ltd
	[bookmark: _GoBack]vSphere 6 Enterprise Plus
	20
	CPU(s)
	April 9, 2020
	




 
Scope of the AMC service:
· Maintain all the software of the VMware hosted application/system running 24/7 without any interruption
· Provide support during VMware guest & host patch, firmware, software 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 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 VMware environment
· Vendor should provide a detail support escalation matrix
· Vendor to provide a quarterly maintenance operation report
 





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. 
	3o minutes for remote response. 90 minutes for onsite physical presence and Severity Level declaration
	 
4 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.
	
	8 Hours

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


 
 

Penalty Clause on Service Failure:

1% of the AMC 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’.


Evaluation Criteria will be as follows:

1. Footprint in Relevant Field
2. Experience with quoted or Similar Class Product
3. Support & Service Level with evidence of Positive Experience from Client
4. Resource strength relevant Certifications and quantity
5. SLA Compliance as per RFP

Evaluation Criteria:

Technical: - 70%
Commercial: - 30% 

