Request for Proposal (RFP)
Outsourcing of Voice BOT Solution Services

REQUEST FOR PROPOSAL (RFP)
For
Outsourcing of Voice BOT Solution Services

RFP No. SBILIFE/OPS/RCR/2022-23/01

O SBl Life

Apne liye. Apno ke liye.

SBI Life Insurance Co. Ltd.

SBI Life Insurance Company Limited invites bids fOutsourcing of Voice BOT Solution
Services.The detailed scope is mentioned in the RFP document

Confidentiality — All information included in this RFP and contaihin any subsequent
communications is confidential and only for theipeant’s knowledge. No information included
in this document or any subsequent communicatioisglosed in any discussions connected to

it can be disclosed to any other party. Receipt\vaeming of this document imply acceptance of
the above confidentiality norms.

Tender documents can be downloaded from the welaaeshilife.co.in
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Particulars

Details

RFP Number

RFP No. SBILIFE/OPS/RCR/2022-23/(

RFP Title

REQUEST FOR PROPOSAL for
Outsourcing of Voice BOT Solution
Services

Date of Publishing the RFP on SBI Life Website
www.sbilife.co.in

17/05/2022

Last Date for submission of Pre-Bid Query

27/05/2022 by 15.00 Hrs. (IST) (queries
must be mailed to
Operations.Solutions@sbilife.co.amly)
Please mention the tender reference in
Subject Line. Queries sent on any

other mail-l1d and after scheduled time a|
date shall not be considered.

Date & time of Pre-Bid Meeting

01/06/2022 15.00 HIST)

Last date for submission of Technical Proposal

~

D

0®2022 15.00 Hrs. (IST)

Date and Time of Opening of Technical Propos

als 0®Q022 15.00 Hrs. (IST)

Last date for submission of Commercial Propos

als/0&12022 15.00 Hrs. (IST)

Date and Time of opening of Commercial Bids

To be notified later to the qualifying
bidders only

Place of Opening of Bids

SBI Life Insurance Co. Ltd.

8th level, Seawoods Grand Central,
Tower 2, Plot No. R-1, Sector 40,
Seawoods, Nerul Node, Navi Mumbai
400706
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Any change in the above-mentioned timelines wilcbexmunicated through corrigendum on the
website of the company.

1. Introduction and Background

1.1. About SBI Life

SBI Life Insurance ('SBI Life' / 'The Company'),eoof the most trusted life insurance companies
in India, was incorporated in October 2000 ancegistered with the Insurance Regulatory and
Development Authority of India (IRDAI) in March 200

Serving millions of families across India, SBI L#aliverse range of products caters to individuals
as well as group customers through Protection,iB®enSavings and Health solutions.

Driven by 'Customer-First' approach, SBI Life peggeat emphasis on maintaining world class
operating efficiency and providing hassle-free rolaettlement experience to its customers by
following high ethical standards of service. Adalitally, SBI Life is committed to enhance digital
experiences for its customers, distributors andleyegs alike.

SBI Life strives to make insurance accessible ltonalh its extensive presence across the country
through its 952 offices, 18,515 employees, a lange productive individual agent network of
about 146,057 agents, 50 corporate agents, a wehgbpancassurance network of 14 partners,
more than 29,000 partner branches, 114 brokerstued insurance marketing firms.

In addition to doing what's right for the customele company is also committed to provide a
healthy and flexible work environment for its emydes to excel personally and professionally.
SBI Life strongly encourages a culture of givingchdo the society and has made substantial
contribution in the areas of child education, Headte, disaster relief and environmental upgrade.

In 2021-22, the Company touched over 2 lakh dirfeeneficiaries through various CSR
interventions.

Listed on the Bombay Stock Exchange ('BSE') andNbBonal Stock Exchange ('NSE'), the
company has an authorized capital of Rs. 20.0hilind a paid-up capital of Rs. 10.0 billion. The
AUM is Rs. 2,674.1 billion.

For more information, please visit our website-wshilife.co.in and connect with us on
Facebook, Twitter, YouTube, Instagram, and LinkedIn

(Numbers & data mentioned above are for the yede@March 31, 2022)
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1.2. Objective

“SBI Life” invites proposals from interested participant{d) repute for providing services
mentioned below.

Scope -Voice BOT Solution Services provided by Particigaht
This RFP is an invitation to the market playersihgexperience and expertise and the requisite
licenses and permissions in providing activitiegletailed in the scope und8ection 20f this

RFP.

No contractual obligation of whatsoever nature Istwdde from the RFP process unless and until
a formal contract is duly signed and executed betv&BI Life and the selected participant(s).

2. Scope of Work

“SBI Life” is looking at a service solution that@mpasses following activities/functionalities as
mentioned below in Scope.

Contacting the Customers/Sales Force/Any other mroiu SBI Life spread across India by
outbound calling in English and/or in regional laages through voice BOT solution services.

Voice BOT Solution Services

Outbound Calling Services are having Sub activit@ssidered by SBI Life under outbound Tele-
calling are mentioned below as ‘Sub Scope’

Sub Scope-

SBI Life considers below mentioned important atyivinder outbound tele-calling services.
Calling for Renewal Premium Collection

The Renewal Calling is an outbound calling actidtne for the follow up/ reminder calling
for renewal premium collection. The renewal calls made to the customers for whom the
policy renewal premium is due. The intention ofthalling activity is to inform / intimate
regarding due premium and help to improve the raheuwllections.

1. Voice of Customer (VOC) disposition details to bevded by Participant(s) as per
requirements of SBI Life. Frequency of sharing V@@orts will be as per requirement of
SBI Life.

. Participant(s) may be required to integrate with SB’'s CRM & other applications.
. The calling intensities & call duration will diffdor each category based on the nature of
calling.
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Any other used cases of outbound calling activities future.

1. Pre-issuance Welcome Calling (PIWC) is an outbatallihg activity done prior to
issuance of the policy. The welcome calls are ntadlee customers who have
applied for SBI Life policy. The intention of theslling activity is to verify and
confirm correctness of the customer detalils.

2. Lapse revival calling.

3. Surrender prevention calling.

4. Calling for Maturity/Foreclosure/Data Enrichmenlidav-ups

5. Other Miscellaneous Calling Services

2.1. Solution Capabilities
(A) Mandatory Features

(1) Conversational voice BOT solution service — Al (Aiificial Intelligence)

I. Design, develop and deploy Atrtificial Intelligeg, Machine Learning and Natural Language
Processing based conversational voice BOT solution

ii. The voice BOT solution deployed should be cdpaib having an end to end conversation
with the Customers. The bots should restrict thevecsation using a certain template or pattern.

iii. A soft skilled Indian style persona has todeveloped for the BOT/Voice Assistant to make
the interactions more engaging & humane.

iv. The solution should support continuing conveosa without losing context. Support for
continuity in conversation, to anticipate and usteand Customer intent.

v. During voice interactions (Voice-only) the voi&OT solution should give cues when a
customer needs to respond

1 It should prompt the customer at the right timd aat assume that the customer knows what to
do

1 The options prompted to a customer should be eledrconcise

1 The options presented to a customer are limiteldogemned

vi. The voice BOT solution should act smartly witedefined workflows like greeting on entry
or exit, response to customer inputs.

vii. The voice BOT solution should work optimallytivnoise conditions, different Indian accents,
age groups etc.

viii. It is expected to have Insurance Domain sfiesiocabulary which is required to develop
voice BOT solution in the scope of this RFP.

(2) Integration (through APIs/ SFTP)
* To process data in external systems through APthvban support data fetch /
push from / to multiple data sources & basic ETatdees.
* To consume SBIL APIs for data fetch from CRM & Mi8 data push &
transaction execution. Further this can be use®k& triggering & Email push.

RFP — SBILIFE/OPS/RCR/2022-23/01 Page 6
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» The application APIs are able to support statustgzdfor the calling data shared

by SBI Life.
(3) Language Capabilities

» Participant should be capable of providing regidaafuages such as Hinglish,
Tamil, Telugu, Malayalam, Odia, Bangla, Kannadasasese, Marathi, Punjabi,
Gujrati along with English and Hindi right from theginning of the go live.
Calls should be made in all major Indian languages.
Ability to handle Dialects & Accents of differerggional languages as mentioned
above.
Voice BOT solution should be capable of switchiagduages during the call
based on customer request.

(4) Voice synthesis
» The voice BOT solution should have high accuraay stmould be clear & like
highly human voice, it has to deliver kind of humanch and required to be
understand customer emotions at times.
Customization is one of the basic requirementsdaseahe different call
scenarios.

(5) Custom Dashboards
* All the MIS reports, calling dispositions & logs be made available on real time
basis for the calling done.
* The analytics to be made available for all thescdtine and customer intent
recognition and exceptions to handle.

(6) SMS & Call Transfer Facility .

¢ The voice BOT solution system has to support for sending real-time SMS, using either
own SMS Pipe or SBI Life’s service provider. Whitelisted templates provided by SBI Life
shall be used with SBIL’s sender ID for this activity.
If voice BOT solution is unable to handle particular call, if necessary call transfer facility
to human agent to be available.
If customer is asking for call back there must be provision to call back to the customer as
per preferred date and time asked by the Customer.

(7) Call Recording & Storage
* API service to be made available for SBI Life uderfetch call recordings on
request
e The recordings can be transferred & purged asqugrirement of SBIL.

(8) Ability to integrate with any external dialer footh inbound and Outbound calls if
needed
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(B) Other optional Features & Differentiators

(1) To maintain Call Transcripts- speech to text

(2) Speech analytics is considered as added advamtagelérstand customer emotions /
sentiment detection.

(3) Voice bot assisted web browsing for existing indédigins with payment gateways

(4) Indian Language Support (other than mandatory laggsi in Section A)

(5) Ability to switch over to SBIL’s own telephony irrif required in future

(6) Response speed & quality of intent recognition.

(7) The voice BOT solution is expected to listen wisilistomer is speaking & interruption
handling (take input in between a conversationjligtio handle multiple intents and
take a new intent & remember old one when integdpt

(8) Auto reconnect on call drop is expected for botioimd & outbound callings.

(9) Ability to retain the context in case of a call py¢o amend the context without having
the caller to explicitly repeat the query/issueiaga

(20) Share information that the customer requests thramgemail or SMS in real-time

(12) Customizable user interface for payment link

(12) Out of the box recognition of insurance specifititees and intents like pay
premium, enquire premium due and/or date and eaquaturity value and/date. Also, to
recognize the entities like Policy Number, Salesi@tel, Insurance product types (term,
ULIP, Savings.) and Insurance Service Names (Fwvitt, Surrender, Discontinue,
Frequency change ...)

(13) Solution extendable to handle inbound calls & aca &mart IVR if needed in
future

3. General Requirements:
General requirement will cover all the scopes iditig their sub-scopes.

3.1Requlatory & Mandatory Requirements

l. This shall be an offsite activity at vendor’s prees (private/public cloud)

Il The participant should have been registered asialieter with TRAL.
Participant(s) should be complying with TRAI redidas & all other stipulations
with respect to tele-calling
Participant(s) should adhere to IRDAI regulationd guidelines and other applicable
laws & regulations applicable from time to times(ied from time to time) including
outsourcing policy of SBI Life.
The participant(s) should conform to SBI Life’sdnfnation Security Policy for third
party & cloud security policy also.

It shall be the responsibility of the participahti® ensure that they possess necessary
skills, expertise, manpower, infrastructure, liGssauthorities and approvals in case
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of any third-party patents, trademark, copyrights] intellectual property rights. Any
statutory or regulatory approvals and complianbeseof shall be the sole
responsibility of the participant(s). SBI Life shabt be a party to and shall not be
made a party to any violation of any Laws / Regafet / Statutes / Intellectual
Property Rights of whatsoever nature by the paeici(s).

Design Conversational voice BOT solution to cabethie need of the business teams
of SBI Life for the policy renewal reminder and etluse cases.
a. Configure, train & deploy voice BOT solution fortbound calling
i. Multi language
ii. Automated intelligent retries with analytics
iii. Objection handling
. Deliver the defined use cases with speech enabtethctive services in the
required languages
. End to end process flow design and deployment
. Tune, refine & optimize communication parameteradbieve highest
performance parameters

3.2Calling Data & Intensity of calling

V.

The data of the customers to be contacted shabriwaded by SBI Life daily or at
regular intervals as per SBI Life requirements.

All the cases have to be called till phase outicomattion is received from SBI Life.
The call intensity may vary for different categerset of data as per SBI Life
requirements from time to time.

It shall be the responsibility of the participas)s{o ensure that calling is done in all
cases and status is updated in real time.

3.3 Calling Infrastructure Requirements

GSM based lines, PRI lines or any other tele-agllines will be installed & managed
which are true caller certified. by the particigahtone time & recurring charges will
be borne by the participant(s). The infrastructwsted in co-location DCs in India.
Participants should provide the module/ link, tiglbwvhich SBIL official will be able
to hear the recordings of the customer for theogkitiis required to be stored by the
participant.

There should be a provision to hear the call raogsidwhich are not shared with SBIL
through a module of the participant which shouldibeessible to SBIL.

3.4. System integration Capabilities

Participant to integrate with SBIL’s secure welvgms for SMS and Email campaigns
and execute the campaigns as per instructions &®H. At the same time participant
should have facility to push the SMS with bitlyliat their end.

Participants should have the capabilities to irgegwith SBI Life systems, work-flow

& CRM as per requirement from time to time. APkgtation to be done for all critical

services.
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[l Masking of sensitive Data if needed.

3.5Manpower Requirements & Job Roles

1. The Vendor should execute NDA from each of its eypé/agent and make available it to
SBI Life officials during the audits.

3.6 Call Recording

100% call recording, storage and retrieval cap@dsliof calls made to the customers
and providing complete access to such d¥gs as per SBI Life’s

requirements.

Call recordings should be made available to SBe& bifi same day for requests raised.
Exceptional cases to be handled differently. Afsoyision should be made to
transfer recordings to SBIL through SFTP daily #iaad when as per the defined
frequency.

3.7 Operating Window
Calling is to be done on all the days of a weekvbenh 9.00 am to 8.00 pm. The
calling/hours may be extended/changed in futureedéing upon the business
needs and experience of SBI Life

3.8 Security and Privacy

l. Exchange of data would be through SFTP and welicestv Certain files might be
required to be accessed and acted upon daily be&tineg starts. These files will be
shared through SFTP mainly or in regular intertaabtigh web service. Also, certain
activities like remove stop call, mark stop catiymediate calling will also be done
through SFTP or web service. Also, API integrastiouldbe done for all critical

services.
All communications containing customer informatlmetween the participant(s) and

SBI Life must be in encrypted form.
The participant(s) should confirm to SBI Life’ddnmation Security Policy for third

party.

3.9 Audit Trail & Reports

The disposition of the calls & reports should bex@l@s per the categorization and format

shared by SBIL.
. Additional Integrations & MIS requests as requited SBI Life to be provided (adhoc &
otherwise)
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3.10.Calling Scripts

. Standard templates of calling scripts will be sHdbg SBI Life and only those calling
scripts will be used for calling through voice B@&dlution.
Participants will create the Templates which aiitable for voice BOT solution calling as
per calling scripts shared by SBI Life. One produart have multiple templates.
All the calling scripts will have systematically signed version control indicators and
relevant templates should be picked automaticallye the version required for the calling
type. Version controls of the same will be mainggifby the participants.
The calling scripts designed by the participant$ lva exclusively for SBI Life. SBI Life
will have the copyright on all the calling scriptemplates designed in this process.
All the calling scripts / templates have to be djpeadly approved by SBI Life.
Modifications in the calling scripts / templatesthy participants cannot be done without
specific authorization from SBI Life.

4. Technical Requirements (IT)

Data for calling will be accessed by participanggher through secure ftp or through using web
services over internet or any other secured motles.transfer of data/dispositions should be
automated to SBI Life’s system on real time badigh the selected participant, SBI Life will
share details of the secure ftp / secure web s=vi€elected participant(s) will need to
demonstrate readiness to get this process complatedue security assessment completion from
SBI Life & participant’s information security withiagreed project timelines from date of due
formalization of the engagement.

Further requirements as per Annexure VII- Techmegquirements should be mandatorily
followed.

5. Information Security Requirement:
The participant should adhere to the mandatoryfimftion Security Requirements’ criteria as

mentioned in Annexure-VI.

6. Eligibility & Evaluation Criteria & Methodologie s

Proposals should be submitted by single entityfumgdion. The participant(s) will not be
permitted to submit the proposal in consortium veittother participant(s).

The services provided should conform to the bestdastry standards and practices.

6.1. Common Eligibility Criteria

Participant(s) must be —

1. Company Registered under the relevant provisiortseoCompanies Act, 2013, or

2. Limited Liability Partnerships registered under tekevant provisions of the Limited
Liability Partnership Act, 2008, or

3. Partnership firms registered under the Indian Rastrip Act, 1932 or
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Must have prior experience and proven capabilitprioviding Voice BOT Solution

services to multiple clients and implemented asti@me project in BFSI sector with

the similar scope mentioned in this RFP

Client reference & contact details (email/ landlimebile) of customers for whom the

bidder has executed similar projects (start dagmé& date of the project of the project

to be mentioned) in the past. (At least 3 cliefenences required)

Participants should not have been blacklisted lpyb@amk/ Insurance Company/ BFSI

Company/ any regulatory body etc., IRDAI, RBI, SEBRAI, DOT in the past 5

years.
7. Participant(s) should not be a group entity orteglaparty of any Insurer or
insurance intermediary or the Directors/ partndrthe participant should not be having
any insurance agency. Further the participant(stmive an undertaking that they or their
group entity and related parties do not have asyramce intermediary license and that
none of their Directors/ Partners have any inswegaagency. This is an essential
prerequisite for considering the proposal of thertigpant(s). Further, the
selected/empaneled participant(s) or entity oteel@arty or any of their directors should
not obtain any insurance license either as a brokem agent [individual or corporate
agency] during the term of the agreement with SiB# Bnd for a period as stipulated in
the SLA, subsequent to the termination of the @mtwith SBI Life.

The participant must adhere to the Information Tedbgy & Information Security
requirements for the activities that shall be eafrout for SBI Life, as described in
Annexure VI.

9. The participant should adhere to the technical irements as mentioned in the
Annexure VII.

10. The voice BOT Solution can be provided from clonglisbnment.

.2 Common Evaluation Criteria

The participants will be broadly evaluated on théty mentioned parameters. These are
only indicative parameters and not the exhaustsie |

No. of implementations in the Voice BOT Solutiompess by participants

Participants providing Voice BOT solution and semilservices (as mentioned under
Section 2 Scope of work of this document) espactallndian Life Insurers.

Adequacy of regional calling & the no. of languagebe covered

Demonstration of the participant to adhere to tlee@sses and systems, ability to measure
and report TAT and quality through presentation

Vendors possessing 1ISO 9001 and ISO 270001 cettdic

Proven business continuity plan, disaster recoygayn and arrangements to provide
uninterrupted services during unforeseen circunegtsyrdisasters and calamities ... etc.

SBI Life also reserves their rights to alter thigibllity criteria if such an alteration is warrasat
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6.3 EVALUATION METHODOLOGIES

The evaluation will be a three-stage process —
Phase 1 — Eligibility Evaluation

Phase 2 — Technical Evaluation

Phase 3 — Commercial Evaluation

Phase 4 — Techno-Commercial Evaluation

6.3.1 Eligibility Evaluation

The evaluation will involve validating the credext$i submitted in the format as prescribed.
Credentials without valid proof will be invalid amdll not be considered for eligibility.

SBI Life reserves the right to accept or rejectoprof credentials at its sole discretion without
having to give reasons to the participants ther®oty those participants meeting the eligibility
criteria will be considered for further stages whleation

6.3.2 Technical Evaluation

The technical evaluation will constitute evaluatarthe participant responses to the technical
bids submitted by them. The participants’ propasgaementation methodology, project
management methodology and resource managementaoeiy will also be considered for
technical evaluation.

The following criteria will be adopted during tectal evaluation. These are only indicative and
not exhaustive.

Sr. No. Category

Number of Voice BOT Solutions delivered and curiebeing used with similar scop
(Bifurcation required for delivered within 6 mont&amore than 6 months).

Number of languages delivered in the existing V&EET Solutions and duration to
introduce a new language.

Scale of Implemented Conversational Al Platformerall volume of calls handled
per day in each installation (maximum & averageuwa handled).

1

2

Bot Channels and Interfaces of implemented VoicdBO

(e.g. Web, Mobile App, Google Assistant, Alexa,

Siri, WhatsApp etc.)

Presentation involving:

i. Understanding of the Scope of Work

ii. Demonstration of the company’s capability, skilexshnology set-up and proposec
methodology
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6.3.3. Commercial Evaluation

The Commercial Proposal must contain charges peabas the prescribed format only. The
commercial proposal format is provided in #enexure — Il to this RFP. Any conditional or
multiple submissions will result in disqualificati@f the participant(s).

6.3.4. Techno-Commercial Evaluation
The basis of evaluation will be on techno-comméiaigeria. Weightage of the technical
commercial evaluation will be on 70:30 ratio

7 Response to RFP

The participant(s) should submit technical propasaksponse to this RFP through email only
with softcopies of the technical proposal and sufpgp documents (password protected) to
operations.solution@sbilife.co.in. The subject loé tmail should beTechnical Proposal for
Voice BOT Solution Services”No other form of communication will be entertain@tie email
should be sent with password protected files aag#ssword to be shared during the opening of
the technical bid.

7.1 Technical Proposal

The technical proposal should contain informati@cassary to establish the credentials for the
solution being offered by the participant(s). Théormation to be covered is indicated below.
Requisite documentary evidence needs to be enclosed

The Technical proposal must contain informationppised in the prescribed format only. The

technical proposal format is provided Annexure - | to this RFP. Requisite documentary

evidence needs to be enclosed, wherever requitedpioposal should clearly mention the scope
of activities for which proposal is being submitted

Brief company overview.

Directors/ Management details including ownerslafigrn, shareholding, whether a listed
company etc.

Business performance during last three completeatsyalong with brief summary of
audited financial results

Certificate of registration (Copy) with TRAI

Details of industry awards, recognitions, affileats and certifications, if any.

Information on the industry exposure, projects exed.

List of existing clienteles with overview of suppg@rovided on projects undertaken for
them of similar nature and duration of such prgect

References from clientele currently using the smwidefined in the Scope.
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Address of each of the existing operational faesitalong with services carried out in
respective locations and capacity.

Name, designation and contact details of the aibdofficial from the participant(s).
Lead time required to start the activities (in waek

Details of ISO 9001, ISO 27001 & any other ceréfions pertaining to Operations & IT
Security.

Technical Overview Format attachedAasnexure — Il duly filled up by the Participant.
Attach additional sheets to Annexure — Il if rewai.

The Participants should also give the details eff@nalties imposed if any, during the last
five years by various legal, regulatory and Statutduthorities for violation of or non-
compliance with any regulations, statutes etc. lohtsoever description. The Participants
should also furnish the details of any penaltiesvbatsoever nature imposed on any of
their Directors during the last 5 years and thageshent should be signed by

the CEO of the Company or by any Director of theBloduly authorized in this behalf.

It is necessary to mention any criminal proceedithigd have been initiated or pending
during the last 5 years against the organizatioagainst any of its Key Management
Personnel and their outcome, if any. The certiéidas to be furnished even if there are no
penalties imposed.

NDA & all other Annexures as prescribed in this RFelRument.

7.2Commercial Proposal

The Commercial Proposal must contain charges peapas the prescribed format only. The
commercial proposal format is provided in #enexure — Il to this RFP. Any conditional or
multiple submissions will result in disqualificati@f the participant(s).

The charges proposed by the participant(s) andeddie by SBI Life for the activities covered
under scope of RFP shall remain frozen duringéhm of contract which is 3 years from the term
date mentioned in Letter of Intent (LOI).

The continual term extension can be given postaBsybased on SBI Life experience with the
selected participant.

The cost/ charges should be quoted in Indian Ruplgsand should be exclusive of the applicable
taxes. Relative cost, cost as a percentage to stmefactor is not acceptable in the commercial
format. Tax Deduction at Source (TDS), as applieawill be deducted by SBI Life.

Bids in consortium are strictly prohibited.

The Commercial proposal is required to be submittedugh email only with softcopies
(password protected) to operations.solution@shilifén. The subject of the mail should be
“Commercial Proposal for Voice BOT Solution Services The commercial proposal to be
submitted only by those participants, who qualifig &core the requisite rating as decided by SBI
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Life in the evaluation of technical proposals. Nbey document should be submitted with the
Commercial proposal. The password to be sharedgltiie opening of the bid.

7.3 General Guidelines
The last date for submission of technical prop@s@8\06\2022 at 15.00 Hrs. (IST)

All pages of the (technical & commercial) proposiadll be digitally signed by authorized person
of the participating company. In case the technicatommercial proposal is incomplete in any
respect, SBI Life reserves the right to reject quaposals summarily.

All proposals and supporting documentation shakddemitted in English.
Proposal received through fax hall not be constlere

SBI Life shall not be responsible for non-receipprposal(s) within the specified date and time,
due to any reason whatsoever. Proposals receitedthé stipulated time or incomplete in any
respect will be summarily rejected.

SBI Life reserves the right to accept or reject prgposal/s without assigning any reason thereof
and SBI Life’s decision in this regard shall beafiand binding. SBI Life also reserves its right to

withdraw the RFP process at any stage without asgjgany reasons thereof. No communication

whatsoever, in any form shall be entertained is tbgard.

Participant(s) should submit their bids at theinavest and should bear all the costs of whatsoever
nature that they may incur for their participatinrthe entire process.

Participant(s) must organize their response in ra@eswe with the scope as specified in the RFP
(refer Section 2) and under no circumstances extnas information should be included in the
proposals.

This RFP is not an offer by SBI Life but an invitet for Proposals. No contractual obligation of
whatsoever nature shall ever arise from the RFEegsunless and until a formal agreement is
signed and executed by the duly authorized sigrestof SBI Life and the selected participant(s).

SBI Life reserves the rights to amend, modify, addelete either in part or in full any conditions
or specifications without assigning any reasonriuthe entire process.

SBI Life reserves the right to disqualify the peagant(s) blacklisted by State/Central Govt.
undertakings/public sector units or whose contrhatse been terminated on account of poor
performance, if any such information comes to thewdedge of SBI Life at any stage, either
during tendering process or after short listinggheicipant(s) or at any time thereafter.

The information contained in the proposals sho@drbe and accurate and if it is found that any
information furnished in the proposals is wrongnarccurate, such proposals shall be rejected and
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if any contract is awarded based on such informadind if such untrue averments or inaccuracies
come to the knowledge of SBI Life subsequent ted&n of bidder[s] and award of contracts,
such contracts shall be cancelled and SBI Life jague such legal options which it may deem
fit.

SBI Life reserves the right to negotiate/re-nedetthe prices with the shortlisted participant(s).
8. Clarification

Queries, if any, may be communicated through arlémaperations.solution@sbilife.co.in.

The subject of the mail should b&ueries on RFP — “Outsourcing for Voice BOT Solutio
Service$. No other form of communication will be entertath All queries must be sent to the
email ID specified bp7\05\2022 by 15.00 Hrs. (IST)Queries received post cut off time may not
be considered.

SBI Life shall provide the clarifications to theagies raised by participant(s) 64\06\2022 at
15.00 Hrs. (IST)in the pre-bid meeting. The pre-bid meeting wall®eld at below address —

SBI Lifelnsurance Co. Ltd.

8th level, Seawoods Grand Central,

Tower 2, Plot No. R-1, Sector 40,

Seawoods, Nerul Node, Navi Mumbai 400706

It is necessary to inform us well in advance, tama(s) of the representative(s) of Participant(s),
who will be attending the session as scheduledglalong with an authorization letter signed by
the Competent Authority of participant(s). This cae@ communicated through an email on
operations.solution@sbilife.co.in.

Participation in the Pre-Bid meeting is non-mandatblowever, it is advisable that participant(s)
attend this meeting which would be mutually bernafic

In addition, to assist in examination, evaluatiod aomparison of proposals SBI Life may, at its
discretion, seek clarifications from participant(§he response/clarifications shall be in writing
and no change in the prices or substance of th@opab shall be sought, offered or permitted.

Note: Email sent by participant(s) to the aforemention#ctial email id of SBI Life would be
considered as written communication in the scophisfRFP.

9. Opening of Technical Proposals

The technical proposals submitted shall be operyefBi Life for evaluation or®9\06\2022 at
15.00 Hrs. (IST)". Representatives of the participant(s), may at tmavenience, witness the bid
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opening process. Participants to share the passwuaitte day of bidding through email before 12
pm.

10. Technical Presentation

Based on the proposals submitted and initial evialnaf the technical proposals, participant(s)
will be required to present to SBI Life officialshe proposed solution, discuss related
implementation approach & methodologies, and intoedthe project team and governance
structure in the form of a presentation. Thesegmtions should cover details of the proposal
described in this RFP document and its annexuneli®s enclosures. The presentations will also
give SBI Life an opportunity to clarify issues amig out of the participant(s) response to this RFP.
SBI Life shall not be under any obligation to beary part of the expenses incurred by the
participant(s) for the presentations. This tecHnprasentation schedule will be communicated
separately.

SBI Life reserves the right to visit the operatifia&ilities of all or some participant(s) duringet
course of technical and commercial evaluation. 3tieedule for site visit, if required, will be
intimated separately. Participant(s) might be retpee by SBI Life to arrange a face to face
meeting with referred customer(s) with whom simgasjects have been undertaken as part of the
evaluation process.

11. Opening of the Commercial Proposals

The commercial proposals of only those participants qualify and score the requisite rating as
decided by SBI Life in the evaluation of technipabposals, shall be opened in the presence of
their authorized signatories/representatives of fthal shortlisted participant(s) who will be
required to sign a register/document evidencingr theesence. The schedule for opening of
commercial proposals will be intimated separatelthe shortlisted participant(s).

12.Evaluation

The basis of evaluation will be on techno-commércidteria. Weightage of the technical
commercial evaluation will be on 70:30 ratios. Rgyants should satisfy the basic eligibility
criteria as mentioned in Section 6. Based on thesbbmitted, technical evaluation would be done
first to short list eligible participant(s). Onlhdse Participant(s) who qualify in the technical
evaluation will be considered for techno-commereialuation. The decision of SBI Life in this
regard shall be final and binding.

13. Other Terms & Conditions
13.1.Modification and/or Withdrawal of Proposals

Proposals once submitted will be treated as fimal ao further correspondence for
modification shall be entertained. No proposal Ishal modified after the deadline for
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submission of proposals. No proposal shall be atbto be withdrawn after the last date
of submission of the bid.

The documents and proposals submitted to SBI hi# $ecome the property of SBI Life
and shall not be returned to the bidder|[s].

13.2.Material Alterations & Ambiguous Information

The participant(s) should ensure that there arecuttings, erasures or over-writing,
illegible or undecipherable figures in the docursestibmitted. The proposals may be
disqualified on this score alone. The decisionBF Sfe is final and binding.

13.3.Confidentiality & Non-Disclosure
The participant(s) shall be under obligation andadbig of the confidentiality-cum-non-
disclosure undertaking to be submitted along wasponse to this RFP. The draft of the
same is attached @snexure — IV. The participant(s) have to execute Non-Disclosure
Agreement on Rs.200/- Non-judicial stamp paper. théertaking should be notarized
and stamped.

13.4.Empanelment of Service Provider(s) and Exit

SBI Life reserves its right to empanel one or ntbig:n one participant(s) for one or more
activity/activities proposed. Deployment of sergice terms of location and scope will be
the sole prerogative of SBI Life.

Upon empanelment, selected participant(s) shaleleired to enter into Service Level
Agreement (SLA). Such Service Level Agreement shallnitially for a period of three
years and may be extended thereafter at mutuahgedgterms and conditions. Such
decision shall be at the sole discretion of SBeLThe service level agreement shall be
on Principal to Principal basis. Refer clause 13.7 for details)

Empaneled participant(s) shall be required to puplace necessary security and all
possible safeguards to maintain necessary coniadigytof data and/or information
received in any form from SBI Life. The empaneledtigipant(s) shall be required to
submit the details of all safeguards in place afatility before commencement of the
proposed activity. The provisions related to Indégynand Confidentiality shall remain
even after the expiry of the Agreement with the angted vendors.

The empaneled participant shall have to abide OyL88 Information Security Policy for

the activities that shall be carried out for SBfeLiThis policy & procedures is almost
aligned to requirements of ISO 27001 standards 85NRefer clause 13.8 for details)
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The SLA between SBI Life & empaneled participani(g) have these security controls &
liabilities of the empaneled participant(s) forlaitboon of SBI Life IT & IS policy, standards
& procedures.

The detailed terms and conditions governing thearachshall be included in the service
level agreement and shall undergo changes as peusa\cts, Regulations, Guidelines,
Circulars & Orders as applicable and issued by IR&#d / or any Government/ Statutory
Body and as per the outsourcing policy of SBI lfifam time to time.

There shall be penalty on non-adherence to sedatigerables such as fewer calling
attempts than the required numbers, turnaround, tim@-availability of services in
absence of manpower or breakdown/ non-availakolitgystems or deployment of non-
payroll staff on the services etc.

The performance of empaneled participant(s) steheliewed periodically, at least once
in a year for continuation of contract. Any decrsin this regard by SBI Life shall be final
and binding on the empaneled participant(s).

13.5.Award of Contract

Any award to be made pursuant to this RFP willib&er alia, based upon the proposal
with appropriate consideration given to technicatmdologies, quality of resources
employed participant(s) deliverables, and factsbéeist projects of similar nature with
similar clients, cost proposed and SBI Life’s regments.

The acceptance of a Bid will be communicated irtimgiat the address supplied by the
participant(s) in the RFP response. Any changeddfess of the participant(s), should
therefore be promptly notified in writing to SBIfei

13.6.Signing of Contract

The selected participant(s) shall be required terento a contract with SBI Life, within
thirty (30) days of the award of the tender (issuiance of a Letter of Intent by SBI Life)
or within such extended period, as may be specifie8BI Life. At the time of execution
of the contract a Memorandum of Understanding (MQdhtaining the terms and
conditions necessary for the due performance oivthr& in accordance with the bids and
acceptance thereof will be signed. The contradthveilbased on this RFP, modification
arising out of negotiation/clarification etc., tparticipant(s) offer document with all its
enclosures and will include the following documents

* The participant(s) proposal in response — techrécel commercial proposals

separately
* Modification to the proposal, if any, after negtiva/clarification.
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* Related Technical SpecificationSopies of the licenses, certifications etc.

Participant shall not sub-contract/ outsource wiaolg/or part of the processes, to any third
party. Due to certain unavoidable exigencies/difties, if the Service Provider intends to
sub-contract part of the activity; it should betwtihe prior written consent of the SBI Life.
However, the Service Provider shall be entirelpoesible for the activities sub-contracted
by them.

SBI Life reserves the right to stipulate, at thediof finalization, any other document(s)
to be enclosed as part of the final contract.

13.7.Service Level Agreement (SLA)

This document, inter alia, describes the minimupeptable level of service to be provided by the
Participants. The SLA enlisted are indicative anex@haustive list will be shared on award of the
contract.

The services to be provided by the selected ppaint(s) shall be governed by a detailed
SLA, which will be finalized at the time of exeamti of the contract. The selected
participant(s) shall be required to enter into atact with SBI Life, within thirty (30)
days of the award of the tender (i.e. issuancé®iOl) or within such extended period,
as may be specified by SBI Life. The SLA will indeithe following:

Change Request: SBI Life may, request for changeabe application software or any

associated software used on behalf of SBI Life hStanges must be carried out within a
reasonable time. SBI Life solicits the SLA terms\@ally agreed by the participant(s)

regarding Change Requests. Detailed metrics of aaneial, measurement, definition of

terms and goal should be provided as and when robforge request is communicated by
SBI Life.

Reporting and Exceptions: Participant(s) will pemioa “root cause analysis” for any
incident having a priority of “production stop” ¢severe with no work around” which
does not meet the goal established for any spdatfietric. The purpose of this analysis

is to determine what corrective actions are taakien to prevent reoccurrence of the failure
and/or if the incident is removed from the metric.

Performance Parameters & Evaluation: Turn-aroume-tand quality parameters for
processing the service request will be mutuallygadrupon at the time of execution of the
contract between SBI Life and the selected paditipPlease find below some of the
performance parameters to be followed:

. Calling dispositions to be updated based upon hcalieng remarks.
. Availability and uptime of services

. Retrieval of call recording

. Availability of Reports & Dashboard
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5. Percentage of connected calls.
6. Any other point mutually agreed.

Penalties for SLA Violation: Penalties will be imgeml for violation of SLA terms and for
failure on the part of the participant to adheréhtime lines agreed upon. Rate, quantum
and measurement metrics will be decided at the eihexecution of the contract between
SBI Life and the selected participant. Also, daeiain any of the Performance Parameters
mentioned above will attract penalty.

Penalty will be imposed for violation of data brea®I information leakage, security
breach, Mandatory Regulation breach & Brand & Ratom loss if any to SBI Life due to
the activities by Participants & its employees.

13.8.IT & IS Guidelines

Participant(s) should adhere to Information Segw&itnformation Technology guidelines
as described iAnnexure VI & Annexure VII.

13.9.Right of Verification

SBI Life reserves the right to verify any or atht#ments made by the participant(s) in the
proposal documents and to inspect its facility oy ather client site, if necessary, to
establish about the participant(s) capabilitiesunolertake the required tasks. SBI Life
reserves the right to inspect/audit any of thei@pent(s) offices, locations, software,
hardware etc. through its employees or nominated@gs. The participant(s) would have
to co-operate and provide access to these ungiemeg, software, etc. The participant(s)
will need to furnish the contact details of theirséing clients.

The SBI Life/IRDAI shall have the right to examiaetess all books, records and
information, systems, the internal control enviremt) internal audit reports or external
audit findings (or sub-contractor as applicable)the extent that relevant to the activities
entrusted to The Service Provider under the SLAvit any prior notice. The Cost of
conducting an examination etc. shall be borne by Bervice Receiver. The SBI
Life/IRDAI shall have a right to carry out an auditany frequency (including Information
Security audit for network isolation and data s#gumand inspect the premises of the
Service Provider to the extent if the process tpired to be carried out by the Service
Provider. The cost of conducting an audit, Tras&y etc. shall be borne by the Service
Receiver. The Service Provider shall provide Thé IS® such information and in such
format as may be required by The SBI Life from tiodime

13.10. Indemnity

The participant(s) shall indemnify SBI Life and kemdemnified against any loss or
damage that SBI Life may sustain on account of\aalation(s)/breach/infringement of
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intellectual property, confidentiality, privacy, teats, trademarks, statutory/regulatory
guidelines/instructions etc., by the participant(s)

The participant(s) shall, at its own cost and espendefend and indemnify SBI Life
against all third-party claims including, but nimited to, those of the infringement of

Intellectual Property Rights, including patent, denark, copyright, trade secret or
industrial design rights, arising from use of thedRicts or any part thereof in India.

The participant(s) shall expeditiously meet anyhsakaims and shall have full rights to
defend itself there from. If SBI Life is required pay compensation to a third party
resulting from such infringement, the participapgball be fully responsible therefore,
including all expenses and court and legal fees.

The participant(s) shall also be liable to indem@BI Life, at its own cost and expenses,
against all losses/damages, which SBI Life mayesudin account of violation by the
participant(s) of any or all national/internatiotr@de laws, norms, standards, procedures,
etc.

Further, the participant(s) shall indemnify SBld_dnd keep indemnified against any loss
or damage that SBI Life may sustain on accounhgfaolation of patents, trademark etc.,
by the participant(s) in respect of hardware, hamcomponents, system software, etc.
supplied.

13.11. Disputes Resolution

Any dispute or differences whatsoever arising betwthe parties out of or in relation to
the construction, meaning, interpretation and dpmraor effect of these Proposal
Documents or breach thereof shall be decided byL881Such decision by SBI Life shall
be final and binding on the participant(s).

13.12. Amendments to this RFP

Amendments to the RFP may be issued by SBI Lifenduhe RFP process as required.
Amendments to RFP so made shall be deemed to feintegral part of the RFP.

13.13. Format and Signing the Proposals Submitted

The original and all copies of bid proposal subeditby the participant(s) shall be typed or
printed in a clear typeface. An accompanying lageequiredAnnexure - V, signed by
an authorized signatory of the participant(s), cottimg the participant(s) to the contents
of the original response. All pages in the bid s$tidre authenticated by a duly authorized
signatory of the participant(s) under seal.

RFP — SBILIFE/OPS/RCR/2022-23/01




0 SB' Life Request for Proposal (RFP)

Apne liye. Apno ke liye. Outsourcing of Voice BOT Calling Services

13.14. Participant(s) indication of Authorization to Bid

Responses submitted by participant(s) to this R¥pPesent a firm offer to contract on the
terms and conditions described in the participamgsponse. The proposal must be signed
by an official authorized to commit the particip@htto the terms and conditions of the
proposal. The signatory should have the authaoisign the documents.

13.15. Language of the Proposals
All bids and supporting documentation shall be sitiieh in English.
13.16. Completeness of the Proposals

The participant’s proposal is subject to an evabmaprocess. Therefore, it is important
that the participant(s) carefully prepares the psgp and answers questionnaire
completely. The quality of the participant(s) pregbwill be viewed as an indicator of the

participant(s) capability to provide the solutiomdgparticipant(s) interest in the project.
The participant(s) is required to respond to th& RRly in the prescribed format. Under
no circumstances, should the format be changestedland modified. All pages including

all supporting documents in the bid should be anttbated by a duly authorized signatory
of the Participant(s) under seal.

13.17. Acceptance or Rejection of the Proposals
SBI Life reserves the right not to accept any bido accept or reject a particular bid at its
sole discretion without assigning any reason wheatsoand the decision of SBI Life will

be treated as final. The RFP responses/bids/prisposé submitted in the prescribed
format or incomplete in any sense are likely tadjected.

13.18. RFP Ownership

The RFP and all supporting documentation/templates/xure are the sole property of SBI
Life and violation of this will be a breach of ttuend SBI Life would be free to initiate
any action deemed appropriate.

13.19. Participant(s) Status

Each Participant must indicate whether or not theaye any actual or potential conflict of
interest related to contracting services with SBé.L
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13.20. Cost of the Proposal

All costs relating to preparation, submission &f firoposal, attending the clarification
sessions and bid opening as well as arranginghéilechnical Presentation to SBI Life
will be borne by the participant and SBI Life wilbt be responsible or liable, in any way,
for any such costs, regardless of the conduct mooue of the process.

13.21. Confidentiality

This document contains information confidential @noprietary to SBI Life. Additionally,
the participant(s) will be exposed by virtue of tumtracted activities to internal business
information of SBI Life, the Associates, Subsidésrand/or business partners. Disclosure
of receipt of this RFP or any part of the aforermred information to parties not directly
involved in providing the services requested cdiddreated as breach of trust and breach
of confidentiality and SBI Life would be free tatiate any action deemed appropriate. No
news release, public announcement, or any otheremte to this RFP shall be made
without written consent from SBI Life. Reproductiohthis RFP, without prior written
consent of SBI Life, by photographic, electronicpther means is strictly prohibited.

13.22. Intellectual Property Rights

SBI Life will own all intellectual property right® all design, software and/or systems
created specifically for implementation at SBI Lifeder this contract. The participant(s)
shall fully protect and indemnify SBI Life from délgal actions, claims, or damages from
third parties arising out of use of software, desigr processes supplied by the
participant(s).

13.23. Solicitation of Employees

Participant(s) will not hire employees of SBI Libe solicit or accept solicitation (either
directly, indirectly, or through a third party) froemployees of SBI Life directly involved
in this contract during the period of the contrantl one year thereafter, except as the
parties may agree on a case-by-case basis.

13.24. Jurisdiction

All disputes or differences whatsoever arising lestwthe parties out of or in relation to
the construction, meaning and operation or efféth@se Proposal Documents or breach
thereof shall be settled amicably. If, however, fiagties are not able to resolve them
amicably, the same shall be settled by arbitraticaccordance with the applicable Indian
Laws, and the award made in pursuance thereof beablinding on the parties. Any
proceedings will be subject to the exclusive judsdn of courts at Mumbai, India.
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13.25. Arbitration

All disputes and differences of any kind, whatsoeslall be referred by either party (SBI
Life or the participant(s), after issuance of 3@slanotice in writing to the other, clearly
mentioning the nature of the dispute/ differentes single arbitrator, acceptable to both
the parties, for initiation of arbitration proceegs and settlement of the dispute(s) and
difference/ strictly under the terms and conditiofishis contract, executed between SBI
Life and the participant(s). The arbitration sHa#l governed by the provisions of the
applicable Indian Laws. The award shall be final Bimding on both the parties. The venue
for arbitration shall be at Mumbai, India.

13.26. Force Majeure

The participant(s) shall not be responsible foageh delivery resulting from acts/events
beyond his control provided notice for happeningsath act/event is given by the
participant(s) to SBI Life within 15 days from tdate of occurrence. Such act/event shall
include acts of God, war, floods, earthquakes, espids, riots, fire or governmental
regulations superimposed after the date of ordetvact.

13.27. Condition of Acceptance

The selected participant(s) and SBI Life will spgduring contracting, the criterion for
acceptance and milestones (both technical andifurad}. Failure, to meet the acceptance
criterion may result in termination of the arrangemand/or contract. No payments will
be made and SBI Life may claim damages from theggaant(s). In such an eventuality,
SBI Life will be free to engage any other partici(a).
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Annexure — | - Technical Proposal Format
Cover Page

Information required on cover page:

RFP reference number: RFP — SBILIFE/OPS/RCR/202Q123
Name of Participants(s)Name>

Type of document: Technical Proposal

Table of Contents Page - Index
Contents/Documents to be submitted in responsé&® R

TECHNICAL PROPOSAL

<<TABLE OF CONTENTS PAGE>>
Table of Contents

Chapter 1 | Executive summary

Chapter 2 | Brief Company overview

Chapter 3 | Process Experience, Relevant experanttelient testimonials
Chapter 4 | Technical Feasibility

Chapter 5 | Data Security Measures & IT&IS PolicgrRework
Chapter 6 | BCP and DR

Chapter 7 | Other relevant information and suppgrtiocuments
Chapter 8 | Letter from Highest Authority

Chapter 9 | Technical Overview Document

Chapter 10 | Non-Disclosure Agreement

Chapter 11 | Offer Letter and Compliance Certiécat

Chapter 12 | Mandatory ‘Information Security Requmients’ Criteria
Enclosures

Chapter 1 | Executive Summary

The executive summary should berege (1) page summarpf the RFP response highlighting the
fitment of proposed solution to SBI LifBlease note that commercial termgst not be included
here.

Chapter 2 | Brief Company Overview
Provide brief company overview with name & addrasd year of establishment.
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Management details including ownership patternieshalding pattern, whether a listed company,
etc. (For 1 & 2 above: MOA/AOA, latest share hoflipattern, certificate of incorporation,
partnership deed etc. to be submitted.)

Business performance during last three completeh@ial years (FY 2018-19, 2019-20 and 2020-
21) along with brief summary of audited financiesults. (Audited business financials for above
three years to be submitted)

Has company been blacklisted by any organizati@ri{syes, Details to be submitted.
Chapter 3 | Process Experience, Relevant experienard client testimonials
This chapter should describe the overall solutiothe context of SBI Life and describe how it

would address the key requirements.

Please include list of existing clienteles withoimhation with overview of Voice BOT Solutions
provided on projects undertaken for them of similature.

Provide details for period of experience in siméativities with scaling capacity, core competency
with other Life Insurance Companies, Geographicaldtions of Operations.

Certificate of registration (Copy) with TRAI.
Information on the industry exposure, projects exed. (This should include experience of

working with Life Insurance Companies including SBfle or experience in similar works with
SBI Group to be provided.)

Chapter 4 | Technical Feasibility
Provide details of Network and System Capabilitretalled at operative locations (along with
address), Real-time MIS & Reporting Capability.

Details explaining lead time required to set upvacs.

Chapter 5 | Data Security Measures and IT & IS Polly Framework

Data security measures to protect interest of Bild_8e to be provided. Information with respect
to External devices being used, over all IT ininastiures to protect misuse of data to be provided.
Details for Purging Policy Mechanism.

Complete IT&IS Policy Framework of the Participamtsluding Information Security measures,
Network Security systems and controls, Physicalisigcsystems and controls etc. to be provided.

Due Diligence Checklist attached with this RFP ¢calnswered & submitted.
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Chapter 6 | BCP and DR
Complete Business Continuity Planning and DisaR&movery to be provided.

Chapter 7 | Other relevant information and supportng documents
In this chapter the Participants(s) may includeathyer information deemed necessary to SBI Life
regarding any other aspect of the proposed solig@nd/or the project

Details of industry awards, recognitions, affileats and Details on ISO 9001, ISO 27001 & any
other certifications, if any

Should the Participants(s) deem it fit to provieey supporting documents other than the ones

specifically asked for in this RFP, it should belided here.

Chapter 8 | Letter from Competent Authority
This should include letter from competent authordy the Participants providing name,
designation, address and contact details of tHeoamed person for communication.

Chapter 9 | Technical Overview Document
Details to be filled in format & submitted.

Chapter 10 | Non-Disclosure Agreement

This should be under obligation and binding of thenfidentiality-cum-non-disclosure
undertaking to be submitted.

Chapter 11 | Offer Letter and Compliance Certificae
The duly signed letter should be submitted.

Chapter 12 | Mandatory ‘Information Security Requirements’ Criteria
The duly signed letter should be submitted.

Enclosures to be attached wherever required.
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Annexure — II - Commercial Proposal Format
Cover Page

Information required on cover page:

RFP reference number: RFP — SBILIFE/OPS/RCR/202Q123
Name of Participants(s)Name>

Type of document: Commercial Proposal

COMMERCIAL PROPOSAL

Commercial Format

Component Charges (Rs.)

Unit cost per call using Voice BOT

Cost per man day for the development of
new BOT journeys or modifications in th
existing journeys, other than the scope
mentioned in the RFP

Cost for adding a new language other than
those mentioned in the RFP

ePer Man-days

Per Language

*Cost of Contact Center support per cal
support call transfer facility (if facility

. . - Per Call
available with the participant)

*Cost per SMS transaction (if facility
available with the participant)

* - SBI Life might look into this facility
Note: All enclosures received along with the pr@damcument will be considered as single
document
Note:
* Charges proposed should be in Indian Rupees (INR)
* Charges proposed should be exclusive of applidalzks
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SBI Life shall deduct the TDS as applicable

There should not be any overwriting or erasuresuttings or corrections etc. whatsoever
in the prices quoted. The prices should be legililrout any ambiguity.

Relative cost, cost as a percentage to some @tbiarfis not acceptable in the commercial
format.

There shall be no minimum volume commitment for ahthe activities under the scope
of this RFP

Annexure — Il - Company Overview

Parameter Details Response
Name of the| Full Name
Company
Date & Year of| Mention Date & Year
Establishment
Registered Office| Complete Address
Address
Corporate Office| Complete Address
Address
Name, Designation, | Full Details
Address & Contact
Details of Primary
Contact Person
Incorporation Type IPartnership

2. Private Limited

3. Public Limited

Listed/Not Listed 1Company Listed

2. Parent Company Listed

Quality 1.1SO 9001

Certifications 2.1S0O 27001

3. Any other certification/recognition

Recognition Attach separate sheet along with photocopies o
Quality Awards awards/certificates as applicable

Black Listed Have you ever been black-listed by arganization?
Existing Clientele Details of Organizations alamigh Industry

Core Competencies| 1. Voice BOT Solution Services in insurance
industry

2. Voice BOT Solution Services in BFSI
Segment
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Request for Proposal (RFP)
Outsourcing of Voice BOT Calling Services

Other than Voice BOT Services.

Outbound Calling
Process

Process with similar scope currently live (YES/NO)
If YES, since when?

2. IF YES, for how many organizations? Details
organizations?

3. No of implementations within 6 months and
more than 6 months currently live.

4. If NO, was it being done in the past?

Give details

Lead Time require
to go live for
outbound calling.

] In weeks

TRAI Registration

Copy of registration to be prabsd

Due Diligence
Checklist

Does Due Diligence Checklist is answered & subiahi

*Detalils to be updated in Response column

Authorized Person Name:
Authorized Signature:

Company Seal:

Date:
Place:
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Annexure — IV - CONFIDENTIALITY CUM NON-DISCLOSURE UNDERTAKING

This Non-disclosure Undertaking is made and enterexon this day of in the
year Two Thousand , ilame of interested commercial entity) a company incorporated
under Indian Companies Act, 1956 and having itssteged office af{Place) , hereinafter called
as the First party, has been issued a requestdpogal, hereinafter referred to as RFP SiB}
Life Insurance Co. Ltd., a company incorporated under the laws of Indian games Act, 1956
and having its registered office at Mumbai, hert@raeferred to as the Second Party

Whereas the second party has provided certain iptapy information, concerning its products,
service, organization, decision processes, st@tegsiness initiatives, technical infrastructure,
working processes, delegation of responsibilifeegject management, planning methods, reports,
plans and status including but not limited to tecAhmanuals, specifications, product features,
customer list, specializations, documents, findnsiatements and business/development plans
etc. to the first party to facilitate responsette RFP.

Whereas the first party agreed to keep such infoomaonfidential
NOW, THEREFORE, in consideration thereof, the Fiatty agrees

to hold all Confidential Information received frotine Second party in confidence. The
First party will use such Information only for tharpose of responding to the RFP.

to restrict disclosure of such Information to itagoyees and employees of its affiliated
companies with a need to know and inform such eygas of the obligations assumed
herein. Recipient will not disclose such Informatim any third party without the prior
written approval of the Second Party.

to protect Information received from the secondyPaith at least the same degree of care
as it normally exercised to protect its own projag information of similar nature. to
ensure that their employees will not disclose arfgrimation so received even after they
cease to be employees of the recipient. The rettipety shall ensure this by own internal
agreements.

Further, the First Party shall indemnify Secondtyand keep indemnified against any
loss or damage that Second party may sustain awuatof any leakage of confidential
information pertaining to and supplied by the SecBarty or on account of any violation
of intellectual property, confidentiality, privacyatents, trademark etc., by the First Party
in respect of any Intellectual Property, practidesidware, software, systems, process,
technologies, etc. in whatever manner described.
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IN WITNESS WHEREOF, the Second party has caused this undertaking &xbcuted as of
the date set forth above.

<Interested Participant >

Company Seal
Authorized Signatory
Name of Autl. Signatory
Designation

Date

Witness

Name
Designation
Date

Summary: -

The summary should beome (1)page summary of the RFP response highlightingditiment of
proposed solution to SBI Life

Please note that commercial termgst not be included here
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Annexure — V - Offer Letter and Compliance Certificate

Date:

To,

SVP & Head - Renewals and Customer Retention,
SBI Life Insurance Co. Ltd.

8th level, Seawoods Grand Central,

Tower 2, Plot No. R-1, Sector 40, Seawoods,
Nerul Node, Navi Mumbai - 400706

Dear Sir / Madam,

Re: RFP for Voice BOT Solutions & Related Services

1. Having examined the RFP documents including alleaares, the receipt of which is
hereby duly acknowledged, we, the undersigned,r afeundertake the services in
conformity with the said RFP documents in accordanith the Prices indicated in the
Commercial Proposal and made part of this RFP Resgpo

If our offer is accepted, we, the undersigned dffezarry out the said activities mentioned
above in conformity with the terms and conditiofishe said RFP Documents.

2. We confirm that this offer is valid for 180 daysifn the last date for submission of this
RFP response to SBI Life.

3.Until a formal contract is prepared and executbis offer, together with SBI Life’s
written acceptance thereof through LOI, submissidRFP shall not constitute a binding
contract between us.

4. We undertake that in competing for this BID anthé award is made to us, in executing
the subject Contract, we will strictly observe the/s against fraud and corruption in
force in India namely “Prevention of Corruption AQ88” and all such other Laws as
are applicable.

5. We understand and agree that SBI Life has righgjext the offer in full or part without
assigning any reasons, whatsoever.

6. We have never been barred / black-listed by anylaggry/statutory authority in India.

Yours faithfully,
Authorized Signatory
Company Stamp Date:

Place:

RFP —

SBILIFE/OPS/RCR/2022-23/01




0 SB' Life Request for Proposal (RFP)

Apne liye. Apno ke liye. Outsourcing of Voice BOT Calling Services

Annexure - VI — Mandatory ‘Information Security Requirements’ Criteria

Overview:

The services, processes and solutions designedegidyed for SBI Life shall follow a standard
configuration/customization process and shall nieetfunctional, security, performance, legal,
regulatory and statutory requirements of SBI Lifee participant(s) shall comply with SBI Life

Policy on Information Security Requirements for C&Roud Service Provider)/ Sl (System

Integrator)/ Participant(s)/ service provider (terased interchangeably) in key concern areas as
under:

Responsibilities for data and application privang aonfidentiality
Responsibilities on system and software accessatartd administration
Custodial responsibilities for data, software, ek and other assets of SBI Life
being managed by or assigned to the Participant

Physical Security of the facilities

Incident response and reporting procedures

Password Policy of SBI Life

Data Encryption/Protection requirement of SBI Life

Server hardening, security policies and Secure iGargtion Documents

Sharing of Background Verification of its personmnebrking on SBI Life project

The CSP/ SI/ Participant(s) having access to Ifastfucture of SBI Life shall be managed
as per Third-Party Access Standard & ProcedureéBbdiL8e. If required, SBI Life Policy
on Information security requirement for third-padgcument will be shared with the
successful CSP/ SI/ Participant(s). SBI Life shedlerve the right to carry out Gray Box,
White Box and Black Box Testing, VA/PT and SecuAssessment of the application and
underlying infrastructure components through thempaneled information security
service providers. In case of any observations wnerabilities reported during these
testing, the successful CSP/ SI/ Participant(sl slase the observation and mitigate the
risk within agreed timelines, before productionlige without any additional commercial
levied to SBI Life. The contracts relating to outsmed services with the selected CSP/ SI/
Participant(s) (s) shall detail security requiretsen compliance with SBI Life Security
Policies and supporting Standards & Proceduresttandelected CSP/ Sl/ Participant(s)
(s) shall demonstrate compliance with such requergs

Detailed:

1. The CSP/ SlI/ Participant(s) shall adhere to, Inftram Technology Act 2000, its
amendments and rules published by Government ad bxatd applicable sections of IRDAI
Information & Cyber Security Guidelines, its amerats & future amendments and Data
privacy governance/advisory/laws issued by goveninoé India from time to time. The
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CSP/ S/ Participant(s) shall ensure that they hiafeemation security capability in place to
implement the provisions of SBI Life's informatisacurity requirements and protection of
intellectual property.

Information security requirements such as conti@msnaintaining confidentiality, integrity
and availability of the SBI Life's data shall bensmlered at all stages throughout third
Participant(s)having access/handling the orgammratisystem/data.

All arrangements with external party/vendors / selé Participant(s) shall have a well-
defined service level agreement (SLA) that shabcdy information & cyber security

requirements and controls, service levels andliiglaf supplier / selected Participant(s) in
case of SLA violations, non-mitigation of informai security (IS) vulnerabilities, IS

incidents etc.

The CSP/ Sl/ Participant(s) shall provide righS®l Life or its empaneled vendors to audit
/ conduct security review of the center/process$aungity where the services will be carried
out from while designing the required deliverablepmt.

The CSP/ S/ Participant(s) shall be subject telationship assessment (sometimes referred
to as due diligence review) which shall cover:
i. Dealing with the said party (e.g. details of provider history, previous and current

business arrangement and dispute information)

ii. Demonstrable level of maturity in relation to information security and their degree of
commitment to information security. This is via a self-assessment checklist covering
controls related to information & cyber security

Prior to finalization of order, the CSP/ SI/ Papant(s) shall allow SBI Life Security Team
or its empaneled vendors to inspect and checkébmydated framework/services proposed
for SBI Life and undertakes necessary correctit®as as may be suggested by SBI Life
prior to or during the implementation.

The CSP/ S/ Participant(s) shall have a processgio Confidentiality agreement with its
employees for SBI Life related services. The CSPP&rticipant(s) shall provide a letter of
undertaking to SBI Life as adherence to secureausag handling of information by its
employees.

The CSP/ S/ Participant(s) shall have processok@round check on its employees prior to
their induction into SBI Life project. Level of beground checks should meet the sensitivity
of information associated with the project.

The contract requirements with service providel&PCSI/ Participant(s), if any shall include
non-disclosure agreements, roles and respongBiliand termination clauses and right to
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inspect/audit by Organization, Law enforcement agenand regulating agencies including
IRDAI.

. The data shall be shared with the ONLY on “Neekintow” basis, if any.

. The CSP/ SI/ Participant(s) shall comply with datantion and purging requirements of SBI
Life, in case any data (SBI Life production data festing) is shared with CSP/ SlI/
Participant(s). Compliance certificate for dat@néion and purging shall be sent to SBI Life
as per stipulated time agreed with SBI Life

. CSP/Sl/Participant(s) shall implement and enfora grivacy through appropriate policies
and procedures. The policy and procedure shallrcappropriate training to personnel,
controls to be in place to ensure privacy of dégdine roles and responsibilities with respect
to data privacy, and disciplinary action for comgation.

. CSP/Sl/Participant(s) shall establish policies &gadures, and implement mechanisms for
encrypting sensitive data in storage (e.qg., filveses, databases, and end-user workstations),
data in transmission (e.g., system interfaces, public networks, and electronic messaging)
and secure disposal & complete removal of data fahrstorage media, ensuring data is not
recoverable by any computer forensic means.

. In case of renewal, the security considerations@with the Prior to engagement scenario
shall be considered.

. The CSP/ S/ Participant(s) shall follow OWASP sectoding practices and other industry
best practices, in case of any development of egjpdin functionality.

. SBI Life's Internal Audit shall conduct audit foS@/ Sl/ Participant(s) (s) handling critical
data/providing critical services to measure theeaiVeness of the security controls
implemented.

. Network and infrastructure service level agreeméntiouse or outsourced) shall clearly
document security controls, capacity and serviceelge and business or customer’s
requirements

. The CSP/ SlI/ Participant(s) shall be ISO Certifadthe designated line of business e.g. ISO

27001, 1ISO 27017 ISO 22301, CSA Star, SOC2 prefertb. If the CSP/ SI/ Participant(s)
is not certified, then they shall adhere to theinesment of these aforesaid standards.

. The information security responsibilities of all gloyees working for SBI Life shall be
defined by CSP/ SlI/ Participant(s). CSP/ SI/ Pigaict(s) shall ensure that all information
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security requirements in the Agreement are comnat@it; including in writing, to all its
employees in relation to their role.

. Independent security assessments (Gray Box, WintealBd VAPT) shall be performed for
the application(s) and related infrastructure congmbs collectively referred to as
Information Processing Facility, supplied to/usgd3Bl Life by the selected Participant(s)
at its own cost through a Cert-In, empaneled In&drom Security service provider by the
CSP/ Sl/ Participant(s) at planned intervals, asi®n annual basis.

. CSP/ S/ Participant(s) shall submit periodic (aadly) integrity & compliance statements of
application(s) and related IT infrastructure comgras used for SBI Life Project, providing
for reasonable level of assurance that the satdiee of malware & viruses, free of any
obvious bugs, free of any covert channels in tidecsecurity breaches that can lead to core
system failure such as a DDOS attack and is freengfknown vulnerabilities and free of
mis- configuration.

. The CSP/ S/ Participant(s) shall ensure that gpate technology measures are in place to
protect the storage and exchange of informatioes€measures may include the following,
but not limited to:

I. The CSP/ SI/ Participant(s) shall maintategrity of the software in use, including
patch

upgrades, operating systems and applications.

i. Mail attachments shall be encrypted befeeading as the traffic could be sniffed in
transit, leading to unauthorized disclosure andifreadion of information.

iii.  The connectivity between the CSP/ SI/ Rgvant(s) and SBI Life shall be encrypted
and data

transfer shall be via Secure FTP. CSP/ Sl/ Paantis) shall agree to all the guidelines
mentioned in SBI Life’s policy on Information settyrequirement for third-party document
and should be signed by authorized signatory of/ G&HParticipant(s).

iv. The CSP/ S/ Participant(s) shall have se@annectivity to the SBI Life’s central data
center in active fail-over mode and to disasteovecy center.

. CSP/ Sl/ Patrticipant(s) should have defined Busir@sntinuity Management and Disaster
Recovery (BCM-DR) procedures in place for effectramdling of critical business processes
in situations of any incident disrupting the busméncluding:

I. Backup and record protection, including ipguent, program and data files, and
maintenance of disaster recovery and contingeranyspl

ii. CSP/ Sl/ Participant(s) should have praogstating of the procedures in regular intervals
to ensure effective and smooth functioning of spidtedures.

iii. Business recovery time frames (RTO and RB@ported by setup should meet SBI
Life’s business requirements.

. The CSP/ SI/ Participant(s) shall comply with afj&l, regulatory and statutory requirements.
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25. In case of any changes to the application and e@ld€CT infrastructure components,
irrespective of the magnitude of the change, mamgatecurity testing including gray box,
black box & white box / secure code review shallcbaducted by the CSP / SI / Selected
Participant(s) through a CERT-In empaneled inforomasecurity service provider (ISSP).
The Production move / change management shall be aiter ensuring that the application
is free of vulnerability.

. As a part of pre-engagement due diligence andadgquart of a yearly activity, the selected
Service Provider needs to undergo ‘Third party sgceontrol checklist' of the Service
Provider and the same should be validated by a CEBEREmpaneled information security
Service Provider for each time and the report ofiesaneeds to be submitted to Service
Receiver without any additional commercials. The/Be Receiver shall reserve the right to
verify this validation report and ask for additibe&idences, if any, or visit the site to verify
the controls.

. Implementation of entire set of information & cylsacurity, Cloud Security Controls etc.
defined in this section of “Mandatory Informatiomda Cyber Security Requirements,
provided in Section 6.1 of RFP as well as in Anmexvl A, B, C, D, E shall be validated
by an CERT-In empaneled information security senpoovider (ISSP)and the report shall
be submitted to SBI Life initially during onboardinas a part of pre-engagement due
diligence ),subsequently at least annually ( asragf during engagement due diligence) and
in case of any change in services being providethbyCSP/ SI/ Selected Participant(s) as
well as in-line with the regulatory requiremer88I Life shall reserve the right to verify this
validation report from time to time and request 8P /Sl/Selected Participant(s) for
additional evidence, if any, or visit the site terify the controls. The CSP / SI / Selected
Participant(s) shall comply with this request. THERT-In empaneled ISSP shall be engaged
by the selected Participant(s) at their own coBl.L9fe will be providing the list of two or
three CERT-IN empaneled ISSPs with whom the CSP//Slected Participant(s) shall
engage in performing these Information Securitgsssients / Validations.

25. The CSP/ Sl/ Selected Participant(s) shallbéistapolicies & procedures, and implement

mechanisms for securing sensitive data in storagg.,(file servers, databases, end-user
workstations etc.), data in transmission (e.g.tesysnterfaces, over public networks, electronic
messaging etc.) and secure disposal & completevanod data from all storage media, ensuring

data is not recoverable by any computer forensianmse

26. The CSP/ Sl/ Selected Participant(s) shall enthat appropriate technology measures are in
place to protect the storage and exchange of irdbam. The CSP/ Sl/ Selected Participant(s) shall
implement data privacy for all the SBI Life datailehat rest as well as during transit.

27. In case, if the CSP/ Sl/ Selected Participam@tdopts multi-tenancy and data commingling
architectures, SBI Life requires CSP/ Sl/ Seled®adticipant(s) to isolate its information from
other customer’s information, at the least, throlagjical separation at schema level for SBI Life
related information database.
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28.In case the data is stored on cloud, the saalebghhosted on servers located only within India
and ensure compliance with applicable Indian reguwacirculars, guidelines issued by IRDAI
and other law enforcement agencies.

29. Operating systems, Web servers, Database st¢d ior processing SBI Life employee
information shall be hardened in line with CIS (@erfor Internet Security) Benchmarks and
configuration review of these systems shall bequeréd at least yearly.

30.The CSP/ Sl/ Selected Participant(s) shall ¥ollsecurity baselines guidelines for API
integration before such integrations for the solugrovided.

31.SBI Life may implement Data/Information Rightsaiagement solution for protection of its
data shared with the CSP/ Sl/ Selected Particippntfbe CSP/ Sl/ Selected Participant(s) shall
provide all required assistance for implementaéind maintenance of such solution.

In addition to the above details, the CSP / Sirfi€ipant(s)s must sign Declaration / Compliance
Statement along with response of thédéandatory Parts as below:

Annexure VI-A— Mandatory Information and Cyber Security Requirement for CSP / S
/Selected Bidder

Annexure VI-B- Mandatory Legal Requirement for CSP/ Sl /Selected Bidder

Annexure VI-C & D

Mandatory Cloud Security & Compliance Control — Sa&

Annexure VI-E- Compliance Statement

Annexure VI-F-Third Party Security Control Checklist.

The CSP / Sl / Bidders are required to submit theiresponse to Annexure VI and Annexure
VI -A, B, C, D, E, F in their letter head and sign&ure of the authorized signatory along with
bidder’s company seal.

The above annexures will be shared with the interésd bidder post signing the NDA on
stamp paper.
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ANNEXURE VII - TECHNICAL REQUIREMENTS

Sr.

No Requirement Description

All components proposed in the solution shouldlile o meet the entire requirement of SBI
Life during the period of the contract and platforoomponent versions and capacity should
be a limiting factor. Participants will upgradeacdige add capacity (whatever is required)
without additional cost to meet the requirements

Participant to submit a detailed document on thiertelogy architecture proposed for SBI Life
Outbound Contact Centre using voice BOT. The teldgyoarchitecture submitted by the
participants, will go through an approval proceg$BI Life and may be subject to changes
which will need to be incorporated by the selegiadicipant.

The proposed system should able to provide arfaterto SBI Life’s CRM-Next, PIWC

application, Policy Management System, Mandate Mgament System, etc. These integratio
will be any of the following: direct, API (REST, XIM- RPC, JSON, SOAP, etc.), Web Servic
ESB JBI SOA environment etc.

All components proposed in the solution should fthe latest version that is available in the
market at the time of going live

All components and systems should have effectitievémis detecting capabilities with regular,
updation.

The proposed architecture should be compliantl tstautory laws of the geography it is
operating in and operating for, including all neszgy licenses to operate Participants for SBI
Life domestic outbound process

The proposed architecture should support centdilizenitoring, administration and voice
treatment at edges/locations

The system should support wide range of codec atdrtd suit the voice quality and bandwidth
requirement in Contact Centre environment.

Participants should notify SBI Life on all propaey components, freeware’s, sharewares, open
source tools, platforms, applications or any otilements that are being proposed as part of this
solution. Provide a separate annexure with thetsglsle

The selected participant must provide an undertatfiat the responsibility and liability toward
any legal issues or Non-compliances with respelitémsing or usage policies of the 3rd part
components (Open source, freeware’s, sharewared)inishe proposed solution vests only with
the participant and SBI Life is absolved from aiaility arising out of it.

Participants must provide the source code revigwrtdor the latest version of the proposed
solution from a CERT-IN empaneled auditor

The selected participant must provide an undertpthiat the source code review by a CERT-
empaneled auditor will be conducted at the releédseery new version of the proposed solut
and the reports will be shared with SBI Life on @e&wh Also fixes / recommendations from tk
source code review report will be implemented atigpant's own cost within the stipulated
timelines set by SBI Life.
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All components should be upgraded without lossafdre functionality as defined in the RFP
during the period of contract

The WAN link between Participants locations for dkav or DR or any other reasons should
provisioned, maintained and owned by the Parti¢dgdParticipants to ensure that two links ar
provided by the Participants one as the primarythadther as secondary. Participants shou
ensure that both these links are provided by diffeservice providers.

All equipment at the Participants center for cotinéyg to SBI Life data center, like the WAN
routers should be provided by the Participants.

The system should be able to maintain good \mqiedities end-to-end

Ability to integrate with Email Exchange and SMS3ayaay to send notifications like new
service request or status of existing service reique

The Participant should ensure that all voice catid data transmitted via WAN are encrypted
ensure no calls will be eavesdropped.

Access to all key components/applications from SR and Participants should be traceable
through log generation (E.g. User name, IP addtegged in from, time, etc.)

Proposed solution should support 100% voice rengrds per govt. regulations and the
Participant should get a guarantee for the sanme fne technology vendor

Participants should provide the monthly recordiag®ss all call centers in a single storage
Tape device and it should not be based on calbcémtation

Voice recording solution should provide a featarednvert the recorded files into simple
standard based format that can be listened on rmeglia PC without any proprietary tool.

Connectivity: Ability to provide dedicated line (MB/ Leased line) by the Participants if
required by SBI Life

Participant should commit to co-ordinate for tinmibd implementation & successful
commissioning of telephony gateway (SBI Life's)Patrticipant’'s DC & DR

To provide/enable access as required to technipgost/audit teams authorized by SBI Life f
SBI Life related IT assets in Participant’s premise

Participant(s) should have DR & BCP plan in plac
Ensuring space, power etc. in their DC / DR for & process related equipment (network,
telephony

Participant(s) must comply with SBI Life IS & Holicy requirements

File transfer will be through secure ftp & call oeding for the previous day will be transfer
to SBI Life daily. Control reports to be providedonfirm effective monitoring of daily files
transferred

Naming convention and conversion of call recordingsbe made available as per requireme
of SBI Life

Single point technical contact for SBI Life IT teammcomplete deliveraks in a time boun
manner

Restrict unauthorized access to SBI Life IT asaatkprovide adequate advance notice to SB
Life in case any change at Participant’s DC thatdnts SBI Life
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Participant should confirm having "ready to ser(iestalled MUX/ fiber inside meet me room
with sufficient port) connectivity Infrastructureitty minimum 2 MPLS /P2P telecom providers
having capacity of 4 MB link from two different MBLproviders. (Details of existing
arrangement to be submitted).

Participant should confirm capability monitorifog maintaining performance and capacity

Participant should confirm having professional Nfo€Cproblem management and ticketing
system to meet system up-time requirements

The calling dispositions recorded in Participasystem should be real time update to SBI Life
through secure web services

Any upgrade on technology as required for the cwiitly of applications over time need to be
considered as a part of the overall technical depénts for the process

Solution support 100% automatic failover & faolerance at each component level

Solution should support redundancy for failurePawer, System Hardware, System Softwar
Applications

Participant should explain the proposed architedn-terms of connectivity betwee
components during failure, impact to inbound, outimbcall process flow during failure for all
scenarios

The system should support a call routing approduérevby adding new Contact center locati
to the system should not require changes to be moaalelocations configuration

All interfaces to SBI Life back-ends will be allod/@nly through SBI Life Firewalls,
Participants to ensure that this is complied

A list of Firewalls should be documented and keyphtwith SBI Life and Participants with full
technical and functional details.

Participants to ensure that all critical componémthie proposed solution should be 100%
redundant (Telephony, Payment Gateway, etc.)

If there is a disaster scenaricany one of the Contact Centre location, Participémensur:
that other Contact Centre locations should be @bfendle the load of the Contact Centre that i
down

All the Contact Centers and critical componehisuld be in active-active mode at all times

Redundancy of the database/application serverdivgufully automated switchover without any
manual intervention

The proposed system should support a high availabiustering architecture and redundant gall
processing approach, where two or more systemswitiresent and sharing the workload in an
active-active configuration and support the avdlilgtSLA’s written elsewhere in the RFP

Apart from the DR drills and tests mandated by gmgulations and SBI Life, Participants
should conduct their own DR testing and failovecervery six months.

Controls should be available to view the numbeurafalled / pending contact numbers in eac
active campaign.

The system should detect network busy and dispesarately.
The system should configure number of ringsdd tefore declaring the call as ‘no answer’.
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The Solution should set call-back and call-bacletiin the call-back window, the time should
appear in drop down from where the agent shoukttebpecify the time gap with which the
drop down displays the time.

Should support Scheduling of the daily extremtfthe system

Restricting the dialer not to call non-reachablstomer after the specified total attempts as per
the business process.

Ability to configure the BOTSs recall attempts aftee specified total attempts as per the business
process.

Purging data from calling list or call tablepes SBI Life policy.
Best Time to Call should be supported

Should have the ability to upload the input fileanfi SBI Life premises. Web based approack
would be desirable.

Should have the ability to create/change/deletengdist or jobs in real time during the shift
hours of the operations.

Role based access - The system should have medtideministration which permits granting
only the required privileges for a selected grofipsers and limits the configuration functions
that users in a particular group can perform.

System should provide Call Detail Record which baraccessed through industry standard
protocols, i.e. FTP, SFTP and SOAP AXL, XML etc.

All URL links used and in interfacing or integragito backend systems should be secured at
encrypted in all other applications

The system should support a call routing approduérevby adding new locations to the syste
should not require changes to be made to all loeattonfiguration

System should be able to suppress or block “deoatact” telephone numbers. The system
should be able to allow the telephone numbers datep / removed / modified at any time
during the in bulk upload or one by one

System should be able to maintain and concuyreall from multiple lists.

System should be able to “Turn off” records fromeaaticular queue (time zone, geographic
region, area code, etc.), so that they won't biedagain.

Every aspect of each customer interaction musbdpgeld and time stamped for each
event/activity from arrival to completion. Providesample of this report in a separate annex

Telephony Control (Answer, Hold, Transfer, M&al, Release)
Audio Quality Reports
Vendor supervisor or administrator should be ableréate multiple campaigns, upload data,

execute campaign and generate reports withoutlzanyge in the source code. The system
should have appropriate web-based GUI to perfoasdtactivities

System should be able to set the maximum numbetterhpts to reach a contact in each
campaign created. Supervisor should be able togehtiie maximum number of attempts duri
a ongoing campaign without required to start / shepcampaign.
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System should be able to add new customers inupltiad or one by one to the call list of an
ongoing campaign. System should be able to remos®mers in bulk upload or one by one
from the call list of an ongoing campaign

Supervisors should be able to perform real timeitaong and adjustments for outbound
campaigns such as controlling the pacing of thkeasalUser Specified” or “System Specified”

Supervisors should be able to view the number oélled / pending contact numbers in each
active campaign.

Participants to ensure that all necessary backspone process is done regularly, details and
backup process for each element to be explainacé@parate annexure including the frequen
of these back up process

The solution should support 100% voice recording

The proposed should be able to record all intevastby customer, even if the call is transferr
to CC agents. The voice logging system should ketaliag a unique call id through which al
voice recording for the same call can be tracked.

The proposed solution should have storing capa€itpice recording based on the volume fo
months for live access by SBI Life, after whichgbeecordings will have to be sent to SBI Lif
in a Tape; and then purged.

The proposed solution should be able to archiveevmcording data in a suitable media like
Tape/DAT etc., after 90 days or as desired by S, L

The proposed solution should be able to restaitgived voice recording from the Tape

Participant will have to ensure that the bandwiitthe links should be appropriately conside
for acceptable level of application performance

Participant(s) will have to deploy their own LinkefMminating (e.g. Router) equipment at their
end and the equipment must be capable to encdgatrypt the data in transit across the WAN
(Leased Line / MPLS) link. The Data Encryption dgofation parameters will be shared by S
Life to selected participant and participant haadbere to SBI Life’s configuration parameter
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Compliance Statement
DECLARATION BY THE PARTICIPANT
Terms & Conditions
We hereby undertake and agree to abide by alktimestand conditions stipulated by SBI Life in
the RFP document under Mandatory Information Securiteria. We hereby also agree to
comply with all the requirements of SBI Life, Dednables, related addendums, appendices and
other documents including any changes, if any, niadegiginal tender documents issued by SBI

Life.

The cost of service, process, resources, traidiogyments, rate contract, tools etc. finally amtive
and accepted by SBI Life will be binding on ustloe period of the contract.

We accept that, we will not levy any other charge$BI Life, in any form to meet our obligations
as per scope of this RFP including all deliveral#guirements, terms & conditions etc.

We declare that we have the necessary and regsiiattgory approvals, licenses etc., for
providing the services described under this RFP.

We further declare that there are no legal or giagthurdles of whatsoever nature that prevent
us from providing the services as required underR®#P and we are fully competent and
eligible to bid for this RFP.

We certify that the services offered by us in res@oto the bid conform to the security, technical
and functional specifications stipulated in the RFP

Signature & Designation

Seal of Company
**End of RFP Document**
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