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Section Vl. Terms of Reference

Contact Center System

1. Name and Description of the Project

o The Customer Care Center Department or CuCD manages the contact center
operations of the Bank. lt is presently using independent systems for calls,
emails and social media inquiries and handles manual escalation of service
requests and transaction disputes to other units of the Bank. CuCD operates
2417 in 2 sites.

o CuCD also acts as central repository of complaints received from various
channels (i.e., BSP, csc, 8888, ARTA, Malacafrang, etc.). To comply with BSp
Circular No. 1048 Series of 2019 requirement, CuCD consolidates complaints
from all 423. customer facing units (CFUs; Branches, Lending Centers and
AOCs) monthly and report it to the management and BSp.

o The customer concerns received by the CuCD increased by 46 o/o from 2019 to
2020 or an additional of 360,026. The groMh is due to increased utilization of
eBanking products and services by bank clients. Also, additional function has
been given to the CuCD which is the management of the customer care
operations of OFBank

o ln view of this, the Contact Center System Project will integrate the existing
communication channels being used by CuCD and automate iis complaint. ,nJperformance management for seamless customer experience and comptiance to
BSP Circular No. 1048 Series of 2019 requirement.

2. Project Objective

Contact Center System project aims to:

1. To integrate the existing communication channels being used by CuCD (phone,
email and social media) and ensure seamless customerLxperiente

2. To streamline processes in handling client concerns (e.g., client verification,
sorting of emails, distribution of work) that will improve the fo-llowing;o Average handling time (AHT) from g minutes to 5 minuteso Percentage of Abandoned Calls from 56% to j|o/o

o First Response Time (FRT) from 5 minutes to 2 Minutes
3. To automate complaints management and comply with noted audit

recommendation (e.9., BSP, tracking of complaints) thus, improving:o Escalation of complaints from 2 days to real{ime
o Availability of Complaint Reports from 3rd week of the following month to

1st week of the following month
4. To automate quality management (e.g., quality evaluation) and ensure

adherence of the customer care representatives to service quality standards of
the bank from 1 interaction to 5 interactions per agent per week
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5. To measure other Key Performance lndicators such as, Net Promoter Score
(NPS), Customer Satisfaction (CSAT) and Customer Effort Score (CES)

3. ProjectScope

The scope of the Project includes:

A. Procurement of an on-premise Contact Center System which include the
following:

a. Servers for Test, Production and Disaster Recovery environments
Note: The system shall be required to store 5 data fields for approximately
18 million clients, with annual grovrrth of 10-12o/o. The system shall also be
able to handle at least three hundred thousand tickets with annual groMh
rate of 20o/o.

b. Operating System licenses for the servers
c. Database licenses
d. Software for solution/s license for OMN! Channel (calls, emails, socia!

media), Case/Complaint Management and Performance Management and
other software requirements of the offered solution
All hardware components required for the system to function
User License for the followiSC

Module Total Number of Users
Users Supervisor

OMNI Channel 45 5
Performance Manaqement 7 3
Case/Complaint Manaqement 150

The proposal shall deliver named user licenses for Case/Complaint
Management and concurrent user licenses for OMNI Channel and
Performance Management. Furthermore, the proposal shall deliver at
least 10 user licenses for the test environment covering all system
modules.

g. lmplementation services
h. Ninety-day warranty/post Go Live support
i. Maintenance and support for 3 years

Product Scope High Level Requirements
o Back Office Administration
o OMNI Channel
o PerformanceManagement
o Case/ComplaintManagement
o Knowledgebase

e.
t.

B.
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To ensure the highest degree of ccmpliance of lhe Contact Center Sysfem Project lo
the Bank's requirements, and to effectively manage change, the project scope likewise
covers

. all the requisite software customizations,

. as well as change management activities like change management planning and
communication,

. the review of "As /s" processes, business process simplification and
improvement,

o the documentation and training on the "To Be" processes,
. organizational change assessment, and
o assistance in the implementation of the required organizational and process

changes.

The project must take into account all i"elated implementation activities and processes
such as:

. systems integration,

. project management
o system development lifecycle using Hybrid Methodology (an approach which

seeks to define the requirements up front as with a waterfall approach, and
proceed to an agile model when it comes analysis, design, development and
testing)

. change management
o technology transfer (training and documentation)

The system requirements are specified in the attached Product Backlog - Annex D.

Upon contract signing, an initial workshop shall be held between LANDBANK and the
solution provider to discuss the Product Backlog and where necessary, perform detailed
requirement analysis.

The solution provider shall provide LANDBANK with an estimate of the effort required to
develop and test each item in the Product Backlog. These estimates shall be prepared

based on fair and reasonable assumptions and shall be agreed upon by both parties.

Once the estimates of effort have been determined, both parties shall agree on the
priority of each item, the number of releases and the number of iterations or sprints in

each release as applicable.

A sprint backlog containing all tasks to be completed on the current sprint shall be

created or updated every sprint by the solution provider. On a regular basis or as
requested, the sprint backlog shall be submitted to the LANDBANK PM for status
update.

The Training Requirements of the Project include:
. "Train The Trainors" Training;
. Technical Training;
. Knowledge Transfer and Handover workshops; and
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. Other system-related training activities.

The Approved Budget for the Contract (ABC) shall be the upper limit or ceiling for the
proposal, and shall cover all project costs, including:

1. On-premise Contact Center System which includes the following:
a. Servers for Test, Production and Disaster Recovery environments

Note: The system shall be required to store 5 data fields for approximately
18 million clients, with annual growth of 10-12o/o. The system shall also be

able to handle at least three hundred thousand tickets with annual grovuth

rate of 20o/o.

b. Operating System licenses for the servers
c. Database licenses
d. Software for solution/s license for OMNI Channel (calls, emails, social

media), Case/Complaint Management and Performance Management and

other software requirements of the offered solution
e. All hardware components required for the system to function
f. User License for the followi

Module Total Number of Users
Users Supervisor

OMNI Channel 45 5

Performance Management 7 3

Case/Complaint Management 150

The proposal shall deliver named user licenses for Case/Complaint
Management and concurrent user licenses for OMNI Channel and

Performance Management. Furthermore, the proposal shall deliver at
least 10 user licenses for the test environment covering all system
modules.

2. lmplementation cost which includes
o project management
. consulting
. requirementsvalidation
o design and development
o customization
o training
o integration and user acceptance testing
. productiondeployment
. system integration
. change management and
o other out-of-pocket expenses (e.9., transportation allowance, per diem,

etc.);

3. Ninety-day warranty/post Go Live support upon complete delivery of the solution
in Production;
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o After every implementaticn of SyStem'S sub-component, vendor is required

to provide technical support. However, warranty period will officially

commence after the last implementation in production.

4. Maintenance and suPPort;
o Three-year maintenance and support for all hardware and software

components will commence after the end of the 90-day warranty/post Go

Live support Period;
o The annual maintenance cost shall not exceed 200/o of the software

licensesandhardwarecost.LANDBANKshallpaythemaintenance
support at the start of the maintenance period.

5. All applicable taxes, service fees and charges (e.9. fund transfers fees, foreign

exchange difference)

Other Requirements

once the project is awarded, Solution Provider must comply with the following:

a, Performance Security

(NOTE: this is different from the security/Biddefs Bond under sec. 27.1 to 27.2, RA

9184)

Fonx oF PEnToRHAltcE SEGURTYY rl,t ul|l arou]lT
;.-- cash, cettmed ch*k, cashle/ymanage/s ch€cl9 bank

draft: or
5% of contract pric?

b. - Irterocable letter of CieOit lssueO by a reputable
commercial bank or in the case of an irravocable letter
of credlt issued by a for.lgn bank, the same shall be
conlirmed or suthentlcated by a reputable tocal bank;
or

596 of contract price

i. aanf guarantee confirmed by a reputable local bank or
in thtcase of a forcign winning bldder, bonded by a
foreion bank: or

10c,t of contract prlce

;.. ---=ur€ty bond-callable upon demand issued by any
reoutable sur€W or insurance comDanv: ot

30o,( of contract prlce

;. - Any combinauon of the foregoing forms; or The totil amount shall
not be less than 30 %
of the Contrad Prlce.

a

o

Shall be denominated in Philippine Pesos

Shall be furnished by solution Provider within a maximum period of ten (10)

calendar days from the receipt of the Notice of Award or upon the signing of the

contract
Shall form part ofthe contract
Shall be forfeited in the event it is established that the Solution Provider is in
default in any of its obligations under the contract

May be released after the issuance of the Certificate of Final Acceptance,

the 90 day warrantY Period) if:

o

a

(after
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a) There are no claims filed agaiirst the Solution Provider
b) There are no claims based on the other terms of the contract

Additional
o Additional performance security on cumulative increase of more than ten percent

(10o/o) over the original value of the contract as a result of amendments to order
or change orders, extra work orders and supplemental agreements

o Extension of the validity of the performance security to cover approved contract
time extensions

Reduction
o Part of the consulting service under the contract had already been delivered or

completed, and accepted
o Proportional reduction in the value of the performance security is allowed only

when the contract allows for partial deliveries or performance.
o Reductions must be more than ten percent (10%), and the aggregate of such

reductions must not be more than fifty percent (50%) of the original performance
security

b. Personnel

Attendance of the Solution Provider's Business Analyst (BA) during requirements
verification/development of the Conceptual System Design/Data Mapping or
equivalent document is mandatory.

Replacement Before the awarding of Contract:

There should be no replacement of key personnel before the awarding of the
contract, except for justifiable reason as may be determined by the BAC (Bids and
Award Committees), such as illness, death, or resignation provided it is duly
supported by relevant certificates or any delay caused by the Procuring Entity. The
BAC shall immediately consider negotiation with the next ranked consultant if
unjustifiable the replacement of personnel by the first ranked firm is made.

Replacement of Consultant and Key Personnel during the effectivity of the Contract:

Once the contract is effective, any change introduced in the key personnel that is
not agreed to by the LANDBANK and is not for reasons of death, illness or
incapacity of the individual personnel, during the first fifty percent (50%) of the
contracted inputs of the said individual, shall result in the imposition of damages.
Violators will be fined an amount equal to the refund of the replaced personnel's
basic rate, which should be at least fifty percent (50%) of the total basic rate for the
duration of the engagement.
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LANDBANK shall be notified/acjvised 30 days before the effectivity of such
replacement.

Replacement of any Personnel of Solution Provider:

lf LANDBANK finds that any of the personnel has committed serious misconduct or
has been charged with having committed a criminal action under Philippine law, or
has reasonable cause to be dissatisfied with the performance of any of the
personnel, then the Solution Provider must, at LANDBANK's written request
specifying the grounds therefor, forthwith provide as replacement a person with
qualifications and experience acceptable to LANDBANK. The replacement should
have equal or better qualifications but will receive remuneration not exceeding that
which would have been payable to the person replaced. The Solution Provider shall
have no claim for additional costs arising out of or incidental to any removal and/or
replacement of staff.

Subcontracting:

Solution Provider shall notify LANDBANK of any subcontracting arrangement and
the same shall be agreed upon. The following minimum conditions shall be
observed.

o The extent to which subcontractors perform additional services should be limited
to peripheral or support functions while the core services should rest with the
main service provider

. Contracting service provider shall remain fully responsible with respect to parts of
the services which were further outsourced to subcontractors

o lt should also consider including notification and approval requirements regarding
changes to the service provider's significant subcontractors

Threshold for findings during UAT

A threshold for the issues/findings (Severity 1 and 2) during User Acceptance
Testing (UAT) shall be determined and agreed upon by LANDBANK and Solution
Provider during UAT planning.

lf the set threshold for the issues/findings is reached during UAT, IANDBANK will
suspend the UAT, require the Solution Provider to correct all deficiencies, perform
and provide LANDBANK with another Unit and lntegration Testing (UlT) certificate.
This period will be subjected to liquidated damages as specified in the Special
Condition Contract (SCC). ln addition, due to this delay, equivalent penalty that will
be imposed by regulators/agencies will be borne by the Solution Provider.

Over-all validation of test results against the requirements agreed and accepted
shall be made prior to acceptance
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d. Issue resolution during warranQr period

During the warranty/post Go Live support period, turnaround time for resolution of
any related system incident or problem is as follows:

SEVERITY
CLASSIFICATION DESCRIPTION RESOLUTION

PERIOD
The system is not operational and
could not be recovered
immediatety, and there is no
identified work around that can be
performed to deliver the
necessary user and business
requirements

Problem may have been caused
by fraudulent activities

May compromise data integrity of
many accourrts/transactions [e.9.,
intermittent connection or system
is inaccessible to all users,
misposting of several
transactions/ accounts (double
posted or unposted),
unauthorized access to critical
transactionsl

Within 3 days

2 There is significant business
functionality issue that affects
several users [e.9., system slow
down, non-generation of hand-off,
incorrect information (i.e.,
history, statement of account)
displayed online for three (3) or
more accou ntholders/customersl

There is an available work around
that can address users and
business requirements

Within 5 days

3 The problem is on the delivery of
reports/p rocessi ng of transactions
with less significant impact on
business operation and affects
very few users [e.9., non-
generation of report, incorrect
data displayed in the report,

Within 1 month
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specific fields are not functioning
accordingly, mapping error]

There is an available workaround
that can address users and
business requirements

4 The effect is on transaction of an
individual client, user, terminal or
branch and the impact on
operations is minimal

The problem is
aesthetics/cosmetic [e.9.,
incorrect access of individual
users, error encountered while
performing a transaction on a
single account, discrepancies on
the reports/documents of a single
account, errors encountered in a
particular terminal or ATM
machine, incorrect blurbs,
messages, screen and report
formaUlayoutl

There is an available workaround
that can address users and
business reouirements

Within 2 months

Failure to resolve Severity 1 and 2 within the specified resolution time will extend the
warranty/post Go Live support period and maintenance agreement will be put on
hold until resolution of the system incident or problem.

Should there be system errors encountered upon production and within g0 days
therefrom which are attributable to the Solution Provider and such errors remain
unresolved resulting to LANDBANK incurring losses, LANDBANK shall have the
right to call on the performance security.

Performance Monitori ng

After awarding of the contract:

o LANDBANK, shall conduct performance monitoring which shall be done annually.
For contracts with a period of one year or less, assessment shall be made upon
maturity. Such monitoring shall be against metrics identified and assigned by
LANDBANK (Please see Annex K for the sample Vendor Performance and
Monitoring Report).
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The solution provider is alsc required to submit Net Financial contracting

Capacity (NFiC) to establish its liquidity, capacity 
-1o 

absorb the obligations in

connection with the existing contracuproject, and to finance its implementation or

completion.

The NFCC shall be based orr the latest Audited Financial Statements and

computes as fo!]q\/l
Particulars Amount

Current Assets xxxx
Less: Current Liabilities xxxx
Sub-total XXXX

Multiplied by 15 xxxx
Sub-total xxxx
Less: Value of
Outstanding Contracts

xxxx

NFCC XXXX

Liquidated Damages

o Failure to satisfactorily complete the services required under the contract within

the specified period (d'elay), inclusive of duly granted time extensions' if any

o ln an amount equal io one+enth (1/10) of one percent (1%) or 0'001 of the cost

of unperformed portion for every day of delay

o shall not reach ten percent (10%) of the contract amount

o Automatic contract recission if damages reached more than 10o/o without

prejudice to other courses of action and remedies

o contract take over by LANDBANK upon recission or award to a qualified solution

Provider through negotiation
o Erring solution-Prori-id"t't performance security shall also be forfeited

Modification of Terms and Gonditions/Extensions

o Payments for consultancy project shall not exceed the prescribed ceiling or

contract amount of the Project

o All consultancy contracts shall be fixed price contracts and that any extension of

contracttimeshallnotinvolveanyadditionalcost

. cumulative increase of more than ten percent (10%) over the original value of

the contract as a result of amendrnents to order or change orders, extra work

orders
o Shall be covered by rules on direct contracting or negotiated procurement

(adjacenUcontiguous)



LB P- H O BAC - ITB-C S -2021 0602-0 1

Revised 11-18-2021

Man-day rate to be used fclr any out-of-scope services to be performed by

the soluiion provider under a Change Request shall be the same rate as

that of the existing contract
The contractor/consultant shall use the same prices or lower unit prices

as in the original contract less mobilization cost

h. Contract Termination

o Termination in whole- shall occur at the end of contract

BY LANDBANK:

o Termination for default - any of the following

o Outside of force mapure, Solution Provider fails to deliver or perform the

Outputs and Deliverables within the period(s) specified in the contract, or

within any extension thereof granted by LANDBANK pursuant to a request

made by the Solution Provider prior to the delay

o As a result of force majeure, the Solution Provider is unable to deliver or

perform a material portion of the Outputs and Deliverables for a period of

not less than sixty (OO; catendar days after the Solution Provider's receipt

of the notice from TANDBANK stating that the circumstance of force

majeure is deemed to have ceased

o The Solution Provider fails to perform any other obligation under the

contract
o Termination for convenience- in whole or in part, at any time based on any or

concurrence of the following'
o existence of conditions that make Project lmplementation economically,

financially or technically impractical

o ,nn".".irry, such as, but not limited to, fortuitous event(s) or changes in

law and national government policies

o Termination for lnsolvencY
o Consultant is declared bankrupt or insolvent as determined with finality by

a court of comPetent jurisdiction

o Termination *itt b" without compensation to the Consultant

o Without prejudice to any right oi action or remedy which has accrued or

will accrue ihereafter tothe Procuring Entity and/or Consultant

o Termination for Unlawful Acts
o There is prima facie evidence that consultant has engaged' before or

during the implementation of the contract, in unlavvful deeds and behaviors

relatiie to contract acquisition and implementation

o Unlawful acts include, but are not limited to, the following:

a) Corrupt, fraudulent, collusive and coercive practices

b) Drawing up or using forged documents
.j Using idulterated-materials, means or methods, or engaging in

producti6n contrary to rules of science or the trade
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By ConsultanUSolution Provider:

LANDBANK is in material breach of its obligations pursuant to the contract and has not
remedied the same within sixty (60) calendar days following its receipt of the Solution
Provider's notice specifying such breach

i. Support Services

o Solution Provider shall provide responsibilities regarding hardware, software and
infrastructure upgrades, including notification of all systems changes that will
affect LANDBANK

o Solution Provider shall provide responsibilities regarding on-line communication
availability and schedule of availability and timeliness of service:
o All contact information (e.9. telephone number, hotline, email address)

must be available and provided in the proposal
o Solution Provider guarantees that it has an established communication

transmission line security, and transaction authentication

4. Sysfem Requirements

This section documents the project stakeholders' expectations, and the functional and
non-functional requirements that the proposed solution must satisfy or exceed in order
for the proposed solution to qualify for consideration.

The Solution Provider must respond to each requirement in the attached Requirements
Compliance Form (RCF) - Annex E, and provide information for the following columns of
the RCF:

A. Percentage Compliance (e.9. 100o/o - for full compliance, nno/o - for partial
compliance)

100% Fully compliant, base-product functionality; no customization
required
nn%o Partially compliant; customization required

B. Customization Estimates (expressed in man-days);
C. Response

lf no exception, explanation, or clarification is required in the Solution Provider's
response to a specific requirement, the Solution Provider shall indicate the
following response"

"Solution Provider's Name understands and will compty.,'

Failure to conform to any of the above specifications may be sufficient grounds for
disqualification.
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5. Delivery Time/Completion Schedute

The project must be completed within 18 months inclusive of LANDBANK,s User
Acceptance Testing (UAT). Commencement date will be from the receipt of Notice To
Proceed (NTP) by the winning bidder from the Procurement Department of the Bank.

Delivery of the system shall be made in 2 releases following the Hybrid approach. per
release there can be several sprints as agreed upon by both parties.-

6. Cosf Analysis Sheef

No. of Release Component Delivery Schedule
Release 1 Set up and installation/configuration of

hardware and software for:
1. OMNI Channel Solution
2. Case/Complaint Management

Solution

lmplementation of OMNI Channel
Solution
. Call Flow. Performance and Quality

Management
. lnterface with

1. Lotus Notes
2, SNS
3. LPA-AMS
4, TSEA
5. Biller Webservice
6. Central History Server
7, IST
8. TG Host
9. SMS Application
10. OTP System

Within 10 months

Release 2 lmplementation of Case/Complaint
Management Solution. Ticket Management. Knowledgebase
. Data Migration. lnterface with

1. Datawarehouse

Within 8 months from
completion of Release

1

Cost Breakdown

Item Amount (Php)
Software License/ Cost xxx,xxx,xxxx.xx
!mplementation Cost xxx,xxx,xxxx.xx



Maintenance Cost xxx,xxx,xxxx.xx
Hardware
- Test environment
- Productionenvironment
- DR environment

xxx,xxx,xxxx.xx
xxx,xxx,xxxx.xx
xxx.xxx.xxxx.xx

Sub-total (VAT lnclusive) xxx,xxx,xxxx.xx
GRAND TOTAL ruAT lnclusive) xxx,xxx,xxxx.xx

a

a
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All bid prices shall be considered as fixed prices
Shall not be subject to price adjustment and escalation during contract
implementation, except under extraordinary circumstances (under R.A. 9184)
and upon prior approval of the GPPB
Contract price adjustment shall be made or appropriate relief shall be applied on
a no loss-no gain basis (actual adjustment or change caused by the supervening
issuance or governmental act) when cost of the awarded contract is affected by
any applicable new laws, ordinances, regulations, or other acts of the
Government of the Philippines
Shall be denominated and payable in Philippine currency OR payable in foreign
currency but shall be converted to Philippine currency based on the exchange
rate prevailing as established by BSP on the day of the bid opening
Breakdown of the cost shall be presented
Breakdown of the cost may include:

o monthly salaries paid to the consultant's staff
o per diems for hotel and living expenses for staff away from normal duty

station
o air or land transportation, and other out-of-pocket expenses

All applicable taxes shall be for the account of the Service Provider
Cost of all taxes, (e.9. value added tax (VAT), income tax, local taxes, and other
fiscal levies and duties ) which shall be itemized and reflected in the detailed
estimates
All applicable fees and charges, in instances of fund transfer to and where
foreign currency is used for payments shall be for the account of TPSP.

a

a

o

a
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Payment Milestone

,#.; ...':.'. :.+.,.']#;irr.::

++ ,:r X*, ::;fL::,

a.
't:) :;,., :,. rt:!'

10o/o of the hardware, software and user licenses and
implementation costs for Mobilization, upon submission
of Proiect Work Plan

xxx,xxx,xxxx.xx

Hardware
100o/o of the remaining hardware cost for the test
environment upon delivery/configuration of the hardware
and installation of all software components

xxx,xxx,xxxx.xx

100o/o of the remaining hardware cost for the production

environment upon delivery/configuration of the hardware
and installation of all software components

xxx,xxx,xxxx.xx

100o/o of the remaining hardware cost for the DR

environment upon delivery/configuration of the hardware
and installation of all software components

xxx,xxx,xxxx.xx

Software and User Licenses

Release 7

15o/o of the remaining OMNI Channel software and user
licenses cost upon issuance of Unit and lntegration
Testino (UIT) Certificate

xxx,xxx,xxxx.xx

2Oo/o ol the remaining OMNI Channel software and user
licenses cost upon UAT completion (UAT Sign-off) of
OMNI Channel component

xxx,xxx,xxxx.xx

15% of the remaining OMNI Channel sofhryare and user
licenses cost upon Go Live of OMNI Channel collpelen!

xxx,xxx,xxxx.xx

Release 2
15o/o of the remaining Case/Complaint Management
software and user licenses cost upon issuance of Unit

and lntesration Testing (UlT) Certificate

xxx,xxx,xxxx.xx

15o/o of the remaining Case/Complaint Management
software and user licenses cost upon UAT completion
(UAT Sisn-off)

xxx,xxx,xxxx.xx

10o/o ol the remaining Case/Complaint Management
software and user licenses cost upon Go Live

xxx,xxx,xxxx.xx

10o/o of the remaining Case/Complaint Management
software and user licenses cost upon completion of 90-

day warranty/post Go Live support (will commence upon
qo live of all releases)

xxx,xxx,xxxx.xx

Sub-total - 100o/o of Software and User Licenses Cost xxx,xxx,xxxx.xx

lmolementation Cost
Release 7

15o/o of the remaining implementation cost for OMNI
Channel upon issuance of Unit and lntegration Testing

xxx,xxx,xxxx.xx



Certificate
TOo/o of the remaining implementation cost for OMN!
Channel uoon UAT ion (UAT

xxx,xxx,xxxx.xx

TSoto of the remaining implementation cost for OMN!

Channel Upon Go Live
xxx,xxx,xxxx.xx

Release 2
15o/o of the remaining implementation cost for
Case/Complaint Management upon issuance of Unit and

lnteqration Testing (U !T) Certificate

xxx,xxx,xxxx.xx

75o/o of the remaining implementation cost for
Case/Complaint Management upon UAT completion
(UAT Siqn-off)

xxx,xxx,xxxx.xx

106/o of the remaining implementation cost for
Case/Comolaint Manaqement upon Go Live

xxx,xxx,xxxx.xx

1Oo/o of the remaining implementation cost for
Case/Complaint Management upon completion of 90-

day warranty/post Go Live support (v,till commence upon

oo live of all releases)

xxx,xxx,xxxx.xx

SuU-totat - 100o/o of lmpletreltallgn tee! xxx,xxx,xxxx.xx

Maintenance Cost

1't Year Maintenance and Support Cost xxx,xxx,xxxx.xx

2nd Year Maintenance and Support Cost xxx,xxx,xxxx.xx

3'd Year Maintenance and Support Cost xxx,xxx,xxxx.xx

TOTAL PROJECT COST (VAT and ALL taxes
inclusive)

xxx,xxx,xxxx.xx

LBP-HOBAC-|rB-CS-202 1 0602-0 1
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TOTAL PROJECT COSI (in words):

Note: For the financial portion of the proposal, the Solution Provider must utilize the

form Cost Analysis Sheef and Payment Mitestones found in this section, which will

serue as the basis for evaluating its price quotation

7. Qualification Requircnrenb

A. Shortlisting

Evaluation Criteria Minimum Required Standards

A. Firm Credentials (Experience, Bidders must:
,/ Have at least three (3) years of relevant
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Evaluation Criteria

Expertise and Gapabality)

This criterion evaluates the
bidder's and/or system
developer's / licensor's
experience, expertise and
capability to deliver the
proposed solution, as well as
the results of satisfaction
ratings of previous
engagements, are considered.

Personnel Qualifications

This criterion assesses the
relevant work experience and
educational attainment of the
bidder key personnel (i.e.,

Project Manager, Business
Analyst Technical Lead, and
Technical Support Staffl
identified to implement the
proposed solution.

Minimum Required Standards

experience in successfully implementing
a Contact Center Solution. Provide the
Client Name, Project Name, Project
Description, Project Start Date, Project
Completion/lmplementation Date, and

Contact Person and Number/Email
Address using the Firm Credentials
lnformation Sheet (Annex F).

Submit at least three (3) fully filled-out
Customer Satisfaction Survey Forms
(Annex G) with "satisfactory" ratings for
previous successful engagements for
Contact Center Solution. Submitted CSS
form must be sealed and signed bY

clients when provided to LANDBANK.

Note: Submission of the Customer
Satisfaction Survey Forms shall permit
LANDBANK to contact the resource
person indicated in the form to verify the
rating provided by the client during post
qualification stage.

With at least one local implementation of
Contact Center Solution in banking or
financial institution.

Submit biographical information using the
prescribed Project Team lnformation Sheet
template (Annex H)

/ Project Manager:

. At least three (3) years of experience in
lT as Project Manager; and

. At least one (1) successful
implementation of the ProPosed
solution/software application in banking
or financial institution.

Business Analyst:

. At least two (2) years of experience as
Business Analyst; and

i,/
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Evaluation Griteria i tutinimum Required Standards

;At leasa one (1) successful

! irplementation of the ProPosed
I soiution/software application in banking

or financial institution 
]

,/ Technical Team Lead:

'At least two (2) years of experience as

Technical Team Lead; and

. At least one (1) successful

implementation of the ProPosed
soiution/software application in banking

or financial institution.

,/ Technical Support Staff (i.e., Systems

Analyst, Programmer):

. At least two (2) years of experience as

Technical Support Staff (i.e', Systems

Analyst, Programmer):

. Each technical support staff should

have at least two (2) years of actual

experience in imPlementing the

soiution/software application in banking

or financial institution

Note: Proposed Technical Support Staff will

be rated individually and the final rating will

be the average score.

B. TechnicalCriteria

A. Fit to Functional
Requirements

This criterion assesses the
proposed solution against the

user requirements that it must

satisfy and the functions that it

should perform, to suPPort the

system owner's business
needs and objectives.

/ The software solution should be 100%

compliant to the Mandatory Functional

requirements* with maximum 2Oo/o for

customization

t The software solution should be at least

660/o comPliant to Recommended

Functional requirements"
*Based on the Solution Provider's

accomplished Requirements Compliance

Form (RCF).
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B. Fit to Non-Functional
Requirements

This criterion considers the
proposed solution's fit to the
non-functional requirements,
i.e., the constraints on various
attributes of the system and the
development process relating
to the functional requirements

The software solution should be 10Oo/o

compliant to the Mandatory Non-
Functional requirements* with maximum
30% for customization

The software solution should be at least
80% compliant to the Recommended
Non-Functional requirements*

*Based on the Solution Provider's
accomplished Requirements Compliance
Form (RCF).

C. lmplementation
Methodology

This criterion evaluates the
proposed implementation
approach with regards to the
logical and systematic
sequencing of activities,
realistic estimation of work
effort and duration, timelY and
quality delivery of work
products, management of
project schedule, scoPe and
resources, and the overall
soundness of the
implementation methodologY.

Bidder's proposed solution must clearly
discuss the following:

1. Proposed Solution Architecture
Overview
o Technical Architecture
o Solution comPonents (software,

services)
2. lmplementation and Project

management methodologY

o Statement Of Work
o Detailed description of all major

tasks;
o Deliverable item, if any, for each of

the major tasks, and

o Completion criteria for each of the
major tasks

LAN DBANK ResPonsibilities

o Specific responsibilities relating to
resources, skills, infrastructure,
documentations, Processes, etc.,
that LANDBANK must satisfY

Assumptions, Constraints,
Dependencies
Schedules
o Major milestones,

o Delivery schedule, and

o Project schedule (major tasks,
durations, start and end dates,
Gantt chart).

Organizational Chart of the Project
Team

3.

4.

5.

6.
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D. Support Base

This criterion considers
capability of the bidder to
provide immediate and cost-
effective on-site/off-site support
or assistance

/ Bidder must have or must set up a
24x7 Support Center within the
Philippines manned by skilled and
experienced technical support staff for
the proposed solution. Provide proof
of location or certification that support
center is within the Philippines.

./ Dedicated technical support personnel
shall be assigned to LBP during
production.

Note: This shall be stipulated in the contract.

8. Evaluation Criteria

A. Shortlisting

o Bidders will be rated accordingly as shown in the table below:

CRITERIA WEIGHT SCORE REMARKS

1. Firm Credentials (Experience, Expertise and

Capability)

b. Rati
tions l 15o/o

Submitted more than three (3) fully 
I

filled-out Customer Satisfaction 
I

Survey (CSS) Forms (Annex G) 
I

with "satisfactory" ratings for 
I

previous successful engagements 
I

for Contact Center Solution. I , ,,
Meets minimum qualifications I 12%

Submitted three (3) fully filled-out 
I

Customer Satisfaction Survqy l-

a. Years of ex
Exceeds minimum qualifications

More than three (3) Years of
relevant experience in successfully
implementing the proposed solution

15o/o

Meets minimum qualifications
With three (3) years of relevant
experience in successfullY
implementing the proposed solution

12%

50%
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CRITERIA WEIGHT SCORE REMARKS

(CSS) Forms (Annex G) with
"satisfactory" ratings for previous
successful engagements for
Contact Center Solution.

c. Loca! lmplementation of the proposed
solution

Exceeds minimum qualifications
More than one (1) local
implementation of the proposed
solution

2Oo/o

Meets minimum q ualifications
One (1) local implementation of the
proposed solution

15o/o

2. Personnel Qualification

a. Project Manager to be assigned is highly
qualified to implement the engagement

of proposed solution
Exceeds minimum qualifications

More than one (1) successful
implementation of the proposed
solution/software applications in
banking or financial institution

60/o

Meets minimum qualifications
With one (1) successful
implementation of the proposed
solution/software applications in
banking or financial institution

4o/o

b. Business Analyst to be assigned is highly
qualified to implement the engagement even in

. Years of e,

Exceeds min imum q ualifications
More than three (3) years of
experience in !T as Project
Manaoer

7o/o

Meets minimum qualifications
With three (3) years of experience
in lT as Proiect Manager

5o/o

50o/o
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CRITERIA WEIGHT SCORE REMARKS

th,

i.

I
I
l
ii.

I
I

t
I

L

c. I

I

e absence of the Team Leader

lmplementation of prgposed solution
fxceeds minimum

- More than one (1) successful I I

implementation of the ProPosed I I

soiution/software applications in I I

banking or financiql institution | --- I

Meets minimum qualifications I aYo 
I

With one (1) successful | |

implementation of the ProPosed I I

solution/software applications in I I

banking or financial institution

iechnical Team Lead to be assigned is highly

lualified to perform the required tasks

, Years of experienqg. . 
-Exceeds minimum qualifications ---T-?%

More than two (2) Years of 
I

experience in lT as Technical Team 
I

Lead
l5%

With two (2) years of experience in 
I

lT as Technical Team Lead I

of proposed solution
Exceeds m'lllimum qualifications

More than one (1) successful

implementation of the ProPosed
soiution/software applications in

banking or financi?l institution 
--Meets 

m in imu m q ualifications
With one (1) successful

60/o

4o/o

Yaars of
7o/o

5o/o



CRITERIA WEIGHT SCORE REMARKS

implementation of the proposed
solution/software applications in
bankinq or financial institution

d. Technical Support Staff

i. Years of experience

| - More than two (2) years of I II experience in lT as Technical I I

I Srpport Staff I I

| - With two (2) years of experience in I I

I lT as Technical Support Staff

aa. Years of experience in lmplementing the
proposed solution

| - More than two (2) years of actual I I

I experience in implementing the | |

I solution/software applications in I II bankino or financial institution I I

l- With two (2) years of actual I II experience in implementing the | |

I proposed solution/software I I

I application I I

| - s in banking or financial institr{tion | |

Note: Proposed Technical Support Staff will be
rated individually and the final rating will be the
average score.

TOTAL lOOo/o
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o Non-compliance to any of the Minimum Required Standards specified in Section
7.A Qualification Requirements - Shortlisting would automatically result to the
disqualification of the Bidder.

o Bidders must obtain a minimum score of 75o/o in the Evaluation Criteria -
Shortlisting to be included in the list of qualified bidders. Only the top 3 bidders
who meet the hurdle rate shall be eligible for the next stage of bidding.
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B. Technical Criteria

. For short listed bidders, their submitted technical bid proposal will be rated

accordingly as shown in the table below:

CRITERIA WEIGHT SCORE REMARKS

1. Functional Requirements

Mandatory requirements
i. 100% compliance with less

than 20o/o custom izations
ii. 100o/o comPliance with 20o/o

customizations

25%

20o/o

Recommended requirements
i. 100% compliance
ii. At least 66% comPlianqq

10o/o

5o/o

35o/o

2. Fit to Non-Functional Requirements

-i. 100% comPliance with less
than 30% customizations

ii. 100% comPliance with 30%
customizations

35o/o

25o/o

20o/o

Recommended req u irements
i. 100% comPliance
ii. At least 80% comPlia4qq

10o/o

5o/o

3. lmplementation MethodologY

Proposed Solution Architecture
Overview

15o/o

lmplementation and Project
management methodology
LANDBANK Responsibilities 

-Assumptions, Constraints,
Dependencies
Schedules
Note: Inclusive of LANDBANK's UAT
Organizational Chart of the Project
Team

15o/o
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4. Support Base

ffi l15Yo

ffi 18%

15%

TOTAL 100%

9. Bid Evaluation

A. Bid Evaluation procedure - Quality-Cost Based Evaluation (QCBE)/Selection

(per RA 9184)

B. Bidder must obtain a minimum score ol 70% for the Technical Criteria specified

in Section 8.

,/ A bidder must fully comply with and deliver each and every Mandatory

requirement. Bidder shall signify its commitment to fully comply with and

delivereachoftheMandatoryrequirementbystating"BiddefsName
understands and will comply" under the Remarks column of the Requirements

compliance Form (RCF) for each and every Mandatory requirement;

/ A bidder must fully comply with and deliver at least 66% of the total

Recommended Functional requirements; that is, if the total number of

Recommendedfunctional requirements is N, then bidder must state "Brddels

Name understands and will comply" under the Remarks column of the RCF

for at least 66% of the N Recommended requirements.

lllustration 1 : lf N = 6, then bidder must state "Bidde r's Name understands

and will comply" for at least 4 of the Recommended

Functional requirements'

/ A bidder must fully comply with and deliver at least 80% of the total

Recommended Non-Functional requirements; that is, if the total number of

Recommended Non-Functional requirements is N, then bidder must state

,,Bidder,s Name understands and will comply" under the Remarks column of

the RcF for at least 80% of the N Recommended requirements'

lllustration 1: lf N = 4, then bidder must state "Bidder's Name understands

and will comply" for at least 3 of the Recommended Non-

functional requirements'
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NOTE: LANDBANK will interpret the statement "[Biddefs Name] understands
and will comply" as biddels commitment to fully comply with and
deliver the LANDBANK requirement.

C. Overal! Bid Evaluation Criteria and Rating System

10. Proposal Requirements

The technica! proposal must include the following required information/documents:
A. Requirements Compliance Form (RCF) with response to each requirement.

Standard response to each requirement shall be "So/ufion Provider's Name
understands and will comply". Refer to Section 4. System Requirements on how
to fill-out the RCF.

B. lmplementation Methodologv Document which discusses the following
information:

1. Proposed Solution Architecture Overview
./ Technical Architecture,
./ Solution components (software, services), and

Weight
(a)

Raw
Score

(b)

Score
(ab) Remarks

1. Technical Criteria

Functional and Non-Functional
Requirements, lmplementation
Methodology and Support Base)

80%

2. Financial Criteria

The proposed bid price of participating
bidder:

20Yo

BS = 100.BL/B
Where:

BS - Score of bid under
consideration

BL - Price of lowest bid
B - Price of bid under

Consideration
GRAND TOTAL 100Yo
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2. lmplementation and proiect management methodology

'/ Statement Of Work
'/ Detailed description of all major tasks,
./ Deliverable item, if any, for each of the major tasks, and

'/ Completion criteria for each of the major tasks

3. LANDBANK ResPonsibilities
,/ Specific responsibilities relating to resources, skills, infrastructure,

documentations, processes, etc., that LANDBANK must satisfy

4. Assumptions, Constraints, Dependencies

5. Schedules
'/ Major milestones,

'/ Delivery schedule, and
./ project schedule (major tasks, durations, start and end dates, Gantt

chart).

6. Organizational Chart of the Project Team

C. Firm Credentials lnformation Sheet - Annex F

D. Customer Satisfaction Survey Forms - Annex G

E. Brief ComPanY Profile

F. Business continuity Plan (BCP) of the solution Provider (shall be stipulated in

any form of documentation)

How the solution Provider plans to continue to undertake the services needed

due from disastrous scenarios, pandemics, calamities and catastrophic events

that have impact on the delivery of services brought by either Acts of Nature or

are Man-maOe (snould also inciude the Solution Provider assurance that it has

acquired the necessary insurance for fidelity and fire)

G. Service Level ngr""rlnt (SLA) for the maintenance and support to all software

components which shall include details on production incidents as to Severity,

Response Time, Resolution Time and Permanent solution.

H. License, Maintenance Agreements, as applicable

l. Project Team lnformation Sheet - Annex H

J. Proof of Support Center within the Philippines

K. ln compliance with the Bank's Administrative order (AO) 100 series of 2018 on

Payment card lndustry Data security standards (PCIDSS) Policy set' the

follbwing documentation shall also be provided if applicable:

'/ Source Code Review Confirmation/Report

'/ CryPtograPhic Architecture

L. Notarized certification that the bidder has a
procedures in place to ensure-confidentiality'
data and privacy of personal information

well-defined security policies and

integrity and availability of Bank's

Failure to submit any of the above requirements is sufficient cause for disqualification'
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Other Terms and Conditions

11.1 Terms of Reference Standard lnformation

This Terms Of Reference (TOR) is issued in accordance with the 2016

lmplementing Rules and Regulations of Republic Act Number 9184 (RA 9184). ln

case of conflict, the more stringent guideline/provision shall prevail.

The contents of this document, including alt appendices and attachments, are

confidential to l-ANDBANK and are provided solely for the purpose of this TOR.

11.1.1 Discussions/Negotiations

Notwithstanding the acceptance of the proposal and award in favor of the

Solution ProvidLr without discussions, LANDBANK is not precluded and has

the right to initiate discussions with the Solution Provider as LANDBANK

deems necessary. The Solution Provider should be prepared to send qualified

personnel to the LANDBANK office to discuss the technical, commercial and

other contractual aspects of its proposal'

11.1.2 Award of Contract

Award of contract wiil be made to the Solution Provider only after successful

negotiations and determination that its proposal is the most advantageous to

LANDBANK.

1 1 .2 ProPosal PreParation

This TOR provides the instructions governing the proposal to be submitted and a

description of the mandatory requirements. To be eligible for consideration, the

Solution provider must meet the intent of all mandatory requirements.

Compliance with the intent of all the requirements witl be determined by the

LANDBANK Head office Bids and Awards committee (HOBAC).

The Solution provider must organize its proposal into sections following the

format of this TOR, with tabs separating each section. Refer to Section 10

proposal Requirements for the required information/document that must be

included in the ProPosal.

ln case the Solution provider's proposal does not comply with the specified

proposal format, or is difficult to understand, read, or lacks any of the requested

information, the proposal will be returned for immediate revision. Revision shall

be undertaken not later than three (3) days from its return.

Responses similar to, "Refer to our literature..." or "Please see www.......com"

are not acceptable. All materials related to a response must be submitted

together with ihe proposal and not just referenced Any references in an answer

to another location in the TOR materials must indicate the specific page numbers

and sections stated in the reference.
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'11.2.2 Price Sheet

For the financial portion of the proposal, the Solution Provider must utilize the

form Cost Analysis Sheet and Payment Milestones found in Section 6.0,

which will serve as the basis for evaluating its price quotation. The Solution
provider should include additional information as necessary to explain in
detail its price quotation.

11.3 ProposalSubmission

Only electronic bids that are successfully uploaded to the Secure File Transfer

facltity (SFTF) of LANDBANK on or before the deadline shall be accepted.

Submission of physical bid (hard copy) shall not be accepted. The prescribed

procedures in the- submission and opening of electronic bids are stated in the

betailed Procedures in Submission and Opening of Electronic Bids. Late bids

shall not be accePted.

The Solution Provider must submit:
o Two (2) sets of its technical and financial proposals

o lts proposal to the LANDBANK's HOBAC on or before the deadline set.

11.3.1 SignedProPosals

The proposals must be signed in ink by the Solution Provider's authorized

personnel to make them tegally binding documents'

11.3.2 ValiditY Period

The submitted proposal vlill not be modified, withdrawn or cancelled by the

Solution provider for a 120-day period following the deadline for submission,

or receipt of best and final offer, if required'

11.4 Oral Presentation / Product Demonstration

The Solution provider may be required to make an oral presentation and product

demonstration to clarify its response or to further define its proposals. Oral

presentations and product demonstrations, if requested, shall be at the Solution

Provider's expense.

11.5 Gompliance with Laws, Policies, Processes, Regulations and

Standards

The Solution provider must, in performance of work under this contract, fully

comply with all applicable national or local laws and executive orders,

1."grtriions, and f-ni.fbgeNK policies, processes; and Project Management and

Sy-stem Development Life Cycle standards. Any subletting or subcontracting by

the Contractor subjects subcontractors to the same provision.

11.6 Gontract Contents

This TOR and any addenda, the Sotution Provider's response including any

amendments, any best and final offers, any Supplemental/Bid Bulletins, and any
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negotiations shall be includecr in any resulting contract. Section 10. Proposal
Requirements enumerates all the required information and documents that the
Solution Provider must submit as part of its proposal to qualify for further
consideration, and will serve as basis for any contract between the Bank and the
Solution Provider.

11.7 Security Measures

Physical and Environmental Protection

Solution Provider shall be subject to LANDBANK's physical security measures
established to protect cornputer facilities and equipment from damage or
unauthorized access

Security Administration And Monitoring

Solution Provider shall be subject to LANDBANK's procedures on access rights
and use of system resources and application systems

11.8 Confidentiality

The Solution Provider must comply with the LANDBANK's lnformation Security
policies and guidelines to ensure confidentiality and security of LANDBANK's
data.

The Solution Provider representative/s must sign Confidentiality Agreement and
Acceptable Use Policy Compiiance Commitment Certificate.

11.9 Settlement of dispute and venue of suit

o Resolution of dispute or difference shall be through mutual consultation
. Governing law shall be the laws of the Philippines
o Venue of suit shall be the Courts of the City of Manila
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TPF 2. CoNSULTANT's REFERENcES

iltevant servrces carrieo out in the Last Fifteen (15) Years

That Best lllustrate Qualifications

Using the format below' provide information on each project for which your

i,rriE"titv, eittrer individuaily, as a corporate entity, or as one of the major companies

within an association, was legally contracted'

Staff Provided bY Your
Firm/Entity(profi les):

Fo. ot sutt-ttltonttrs: Duration

Approx. Value of Services
(in Curr€nt PhP):

tt6..-ot uontns ot Professional
Provided by Associated Consultants:Narne of Assoclated Consultants, if any:

, Te-am Leade, lnvolved and Functions

Consultant's Name:

The following documents shall be

to the TPF 2:

a. Brief ComPanY Profile

Non-submission of the above

bidder's Post disqualification'

submitted in support of the compliance of the Bid

mentioned documenUrequirement may result in
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TPF 4. DescnrpnoN oF THE MErHoDoLocY AND WoRK PLAN FoR

Penronune tHE PRoJEcr

The following documents shall be submifted in support of the compliance of the Bid

to the TPF 4:
a. Duly accomplished Requirement Compliance Form (RCF)'

b. lmplementation Methodology Document
c. Business ContinuitY Plan
d. Service Level Agreement
e. License, Maintenance Agreements, if applicable
f. Proof of Support Center within the Philippines
g. Source Code Review Confirmaton/Report
h. Cryptographic Architecture
i. t'lotiriieO certification that the bidder has a well-defined security policies and

procedures in place to ensure confidentiality, integrity and availability of Bank's

data and privacy of personal information

Non-submission of the above mentioned documenvrequirement may result in

bidder's post disqualifi cation.
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Checklist of Bidding Documents for Procurement of
Consulting Services

The Technical Proposal shall contain documents sequentially arranged as follows

(may include other documents as stated in the Bidding Documents):

1 . Duly notarized secretary's certificate attesting .that the signatory is the duly

auinorizeO representative of the prospective bidder, and granted full powef and

authority to do, execute and perform any and all. acts necessary and/or to

'"pr"."nt 
the prospective bidder in the bidding, if the prospective- bidder-is a

corporation, pdrtneisnip, cooperative, or joint venture (see sample form - Form

No. 3).

2. TPF 1 - Technical Proposal Submission Form

3. Revised TPF 2 - Experience of the Firm/Consultant References

3.a Brief ComPanY Profile

4.TPF3-CommentsandSuggestionsofConsu|tantontheTermsof
Reference and on Data, Services, ind Facilities to be Provided by the Procuring

Entity

5.TPF4-DescriptionoftheMethodologyandWorkPlanforPerformingthe
Project
5.1'Duly accomplished Requirement Compliance Form (RCF)

5.2 lmplementation Methodology Document

5.3 Business ContinuitY Plan
5.4 Service Level Agreement
5.5 License, Maintenance Agreements, if applicable
5.6 Proof of Support Center within the Philippines

5.7 Source Code Review Confirmation/Report
5. 8 CryPtograPhic Architecture
S.S lrlotiriziO'certification that the bidder has a well-defined security policies
- - 

anJ procedures in place to ensure confidentiality, integrity and availability of

Bank's data and privacy of personal information

6. TPF 5 - Team Composition and Task- 
O.f independence of the Solution Provider- Solution Provider and its key staff- 

shali agree to limit their role to that of consultanudeveloper and shall

disqua-lrfythemselvesandtheiraffiliatesforbiddingforproductsand
services of the same government project

7 . TPF 7 - Time Schedule for Professional Personnel

8. TPF 8 - ActivitY (Work) Schedule

9. Form No. 6 - Deliverable ltems Summary

Tech n ical ProposaLPDEEle
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.10. Bid security (if in the form of a surety Bond, submit also a certification issued

by the lnsurance Commission)

11. Duly notarized Omnibus Sworn Statement (OSS) (sample form - Form No'2)'

o Post-Qualification Documents - lthe bidder may submit the following
documents/requirements within five (5) calendar days after receipt of Notice of
Post-Qualificationl:

l.BusinessTaxReturnsperRevenueRegulations3.2005(BlRNo.2550Q)VAT
or Percentage Tax Returns for the last two (2) quarters filed manually or through

EFPS.

2. Latest lncome Tax Return filed manually or through EFPS'

3. Original copy of Bid security (if in the form of a surety Bond, submit also a

certification issued by the lnsurance Commission)'

4. original copy of duly notarized omnibus sworn statement (oss) (sample form

- Form No.2).

The Financial component shall contain documents sequentially arranged as follows:

1. FPF 1 - Financial Proposal submission Form

2. FPF 2 - Summary of Costs

3. FPF 3 - Breakdown of Price per Activity

4. FPF 4 - Breakdown of Remuneration per Activity

5. FPF 5 - Travel Expenses, Office Rent, Accommodation and Clerical

Assistance per Activity per Activity

6. FPF 6 - Miscellaneous ExPenses

7. cost Analysis sheet and Payment Milestones based from the Terms of Reference

,,The forms aftached to the Bidding Documents may be reproduced or reformatted
piorio"o the information required in the original foims and other requirements like

signatures, if applicable, are complied with in the submittal'"

Financial Proposal (PDF File



CCS RESPONSETRENDS qUERIES

lease 2 either in parallel or at least 4

months after releasel provided that the vendorwillensure availability

of resources needed from their end.

Discussion:
This has been clarified with and understood by the vendor'

1. Can we adjust the start of release llto 2 months from Release 1 instead of

10 months or can we just start parallel?

was also approved bY the ITCOM.

Discussion:
Warranty period of 90 days was approved by the lTCOtt4. Since this is

"n "ppror"d 
requireneni, the team shall await for the final proposal of

the vendor for assessment of the TWG.

2. Is it amenable to shorten the warranty/post Go Live Support period from
90 days to 30 days?

Lotus Notes version 9.0 Feature Pack 10

Discussion:
This has been clarified with and understood by the vendor.3. \Mrat is the current version of existing Lotus lrlotes System?

FB- 200 messages per daY
lG - 10 messages Per daY
Twitter- 15 messages Per daY

Discussion:
This has been clarified with and understood by the vendor'

4. \Mlat is the current social media engagement per month? How many

rnessages thatthe agent is responding per day in facebook, twitter or lnstagram

ilt tg. tnougn daa willbe extracted ?gpgl?-tgly and willbe
handed-o*to CCS. M direct connection with DWH will be made.

Discussion:
This has been clarified with and understood by the vendor.

5. \Mrat is the application software and version of the data warehouse?

ANilex 1 -1



6. Wrat Rest API or way of integration supported by the data warehouse?

lnformatica 9.5 may be used as APl. Though data will be extracted
separately and willbe handed-off to CCS. Nlo direct connection with

DWH will be made.

Discussion:
This has been clarified with and understood by the vendor.

7. \Mren implemented, which will be the source of truth of the information?
The data warehouse or the Case managementdb?

ata and will prevail over CCS client
data.

Discussion:
This has been clarified with and understood by the vendor.

8. ln page 117 of binding document, please epound the data migration?
\Mrat is the existing case management system? \Mrat data are going to be
migrated? \Mrat is the e4cectation of this migration?

Pagc lr7d176

. Lflel 3:
O@p&cb
Head

Data Migration: There will be no data migration

Existing Case Management System: CAService desk

Note: The newcase managernent system shall have a client database.
Custorner records will come from the data warehouse. There will be a
daily activity to handle changes/additional customer records

Discussion:
This has been clarified with and understood by the vendor.

Annbt T-,



9. Wrat is the current back-up system and licenses available of LBP?

CCS-117 "The sydem dralt have a facitity to bach'up and redore all files
i ncl udi ng u*r profi les and databa*s "

t,let Backup. To clarify, this requirelnent covers the functionality of the

system to backup and restore databases and the hardware
requirements needed to store the same.

Discussion:
There will be no requirernent for a separate server' Requirement is that

the system is capable to back-up and.restore all its file. Back-up file will

be saved within the server being used by the system.

The vendor requested if it vrould be possible for LBP to provide

repository for database backuP.

all queue categories?

Paramelers ser{rp
It{adabryccst $ack O,he

Mmhiskdioo
Applbalitm
Adnhi*ratr

Sel-up {crEate. edit
delele) the business
pararnders
For eranple:
- Required Data Fie#s
fsTr*el Entnj per
Concern TyFe lrefere
toApperdx $S)
- Lisl of Fulfillm€n: Unl

Cabgory
- Tcket Pacrty
- Escalalivr Mat'ix
- Sidus
- cafi queue calegories

Reqdred business
pranebrsvillbe
amilabh inthe system

it, lost card, credit card, e-

banking, and OF Bank)

Discussion:
This has been clarified with and understood by the vendor'

11. Please elaborate CCS-009 Automatic classification of emalls baseo on Keyuoros Trom

subjecUcontents

Discussion:

AnnFA I - 1



CCS-0OS I Back Office I Aoolbatioo I Defroe folder nrbs ir I Email will be

I Ad-irirt ation I ldminbtrat* | ttre email I rranslefled to foHers

I I I For examPle: I bas€d on VPe of
I I lweAccessFoHer lcmcem;
I I I Nanre - urcAccess I urc can prbritize
I I I c..an card - | emails thal need to be

I I I Mastercaru. credil ca.d I ansvuered immediateV
I I llmt/stobnrunaurhorizl
I I le-LosrStobn. I

I I lunar'nnorize II I lDispute-Drspute' I

I I I oisPute rorm' mr II I ILANDBANxvISA II I I oeoitcao {t-voc) |I I |oFB$klnquties- I

I I I oFBank, oFB 
I

Ma.da"rvl Per vendor, incoming emails will be assigned to agent/fulfillnrent units

based on the defineJ business rules (e.g., based on the defined

keyuords)

gernent caPability

[e.g., posti;g of announcerent, guidelines, processes)

Discussion:
This has been clarified with and understood by the vendor.

Sel-up (create, edit,
delete), view and
upload ttle cor*enls
and informatirn of the
Xnowledge Base
rnodub in vartous
,ormats

Forexample.
pdflpplfixt4peg

informatbn will be
readily available br
tlc users

Mandatory

Same as above

Discussion:
This has been clarified with and understood by the vendor'

13. Please elaborate CCS-023
MatdatoryI User can qel

I infarmatbn about bank
I proCucts ana services

I 
easilv

I

amenable?

Satisfaclbn SuNey
can gather clbnt

feedback and improve
client service deliverY

Yes, but should be able to lmprove on reporrlng atlu uuutur

questions

Discussion:
iniJnir been clarified with and understood by the vendor.

AnllH I' 'l

12. Please elaborate CCS-O12
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15. Please elaborate CCS-026
;*;;T"id'--- 

-i 
alr*l lvicwrhcclicnt luwcaneasilv I u'na"rotv 

I

I Channel I I iofornlation shouH the I perlorni ctieni I I

I I lmoblerumber/email lverifcatbn/positive I I

I I I address matched the I iOenmcann I I

I I lexistrrsrecordsuPon I I I

I I lmeiP(ofemiUcal I I Itttt

Case managetnent should be able to trace the client informalion based

on the nrobile number/email address used by the client in contacting

the custorner care

Discussion:
Per vendor, this can be done via manual search using mobile number

or name in the case ma

ffis' OMI'Il
Chanrel

Ail us--'rs Mairtiin (crede, edtl,

dehte) the dbnt
FrsGb (Norclienti

User crt haue a
rccod ol the dbnt
prufile

Mandatry

er records available in the case

management solution, the customer care personnelcan add/create

their profile

Discussion:
Par vandnr svstem is caoable of creatino new profile of non-client

etails in the RCF that Pre-PoPulabd
fields that in the case management systemvuhich will be the bases in creatbn
of tickets

ccs-031 oMt{r
Chamel

EmailJ SNS
Sp€ci#

Have a ticket
aubmattdly created
based on the subiect /
keynords set

User can roule client
queriesand egtoems
accotdingly

Manddory

The system should have an automatic creatlon oI IlcKeI crealron

Discussion:
Fer vendor, there should be a predefined subject and creation of

business rule

caPability of LBP email system'

Email / can

Specialbt emailsISNS be
autometicaEy dele{ed
trorn the syslem.

Business rule:
Emails/SNS from the
sarne sender wilh the
sarne sublecl and
cotrt€nl

manualbskls of
deleting dudacate
emails

The system should detect dupllcale emalls recelveq

Discussion:
Per discussion, this will be handled by the LBP email facility. Since this

is a baseline requirement and the project is still in the bidding process,.

ine Gim snall arrvait for the final prbp6sal of the vendor for assessnent

of the TWG.

exPectation of the "link" The SyStem ShOUld be able tO nave a parenl-cnllq lru6er rrr rr\rr rg

Discussion:
This has been clarified with and understood by the vendor'
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I I r*iusNs I cbsed ticket I tickeB sttouH dient I I

I comPlalnt I s*"i"ti.t I I caf, back to make a I I

I Managem€n't 
I eLncn I For erampb: I idht'r-udadditronal I I

I I Pemel I rtescano tiltet I coren (eg' Clbnt I I

I I I uhicfi b lhe child I caBs re a cedain ticket | |

I I I m*.t, rs cream n I brlt has an additiond | |

I I I 
resoonse to a re*ated 

I 
concern resarditls the I I

ding of the

resolution date of the ticket? Wrat is the use case?

ilssm ls!CIrlt*

egfllg of thf ki{eb
Enrodehe mtml

rcsalulion &te ot$e
lhk€h

CaseJ Eaclrwn

Corplaanl Supput,i

i,larngemenl Cffiplaiils

Ttsm and

Fuft+ett Unil

Use case:
unoi"p"nred withdrawal; the system credited the amount on october

zs, urt the fulfillment unit was only able to check the transaction on

OCtoOer 26. lnstead of recording itre date of checking wtrich is October

iO, tf," trttillment unit can encoJe the actual resolution datevfiich is

October 25

Discussion:
Per vendor, they can include additional field for the initial resolution

date

Discussion:
Per vendor, quatity managernent is part of the solution but automatic

,"iiiir.lir noipojsible. t'icket can 6e retrieved via manualsearch

based on search criteria: Ticket no./ Client Name'

rocess and ProceduE from LEIP

Retn€ve the created
tic*ed lor a pariicular
ca$ I emaiU SNS
selected

User can easilY
perfioffa qualrty
checking

Recommerided

MenagEment

contact center

22. Please elaborate CCS-063,

r-r-5-uoJ Perbrmare
llrtagement

QAA Get autamalic rating

br stmtiad qtality
crileria

Forexemde:
g€etings. cngth ot
ca*, hoH spbl

user can rctiew rnore

cdls,'enaib
l\,lat:datqy

The system is capable to rate the cenaln slanoarus, sucn as 91eq.rlr9r,
length of call and sPiel.

Discussion:
Per discussion, Business Teamwill provide the standards for quality

criteria.
p"i r"nOot this will require add-on license. The team shall await for the

final proposal of the vendor for the assessment of the TWG'

YES

Discussion:
This has been clarified with and understood bv the vendor'

f recordings in industry use wav

compression due to fib size compression. ls it amenable that the file will be

getting is in wav file and convert to MP3 file extension?

Annr* I -0



CC$070 lFsforma*ce lqA$ DmnlodmmilnS lUsercanuseitfor I liatdaffiy

I uuug*nr:nt I ilthelclbmng I cafibrtinr plrrpcts 
I

I I funab. ladmilY*welhe I

I I -IYAY lardioncsdr{ I

ll{rp3 ll
24. Please elaborate CCS-071 tne recorOings can be transcribed fromvoice to txt

Discussion:
Fer venOor this will entail additional cost. Since the project is still in the

bidding process, the team shall await for the final proposal of the

vendor for assessment of the TWG.

witt the client directlY use thr

case/complaint management?

Complaint
Managemenl

Answer a Clbnt
Suruey or provkle
feedbac* regErding
servbe rendered by
the clbst Service
personnel

We cottH measure
c{bnt satistaction

once the system sencls tne survey Io Gllenl vla DlvrD, Icr.rreu

095

Discussion:
This has been clarified with and understood by the vendor'

ant however there will

customization and developrnent of AVAYA SDK to LBP website.

To make a callvia the
bank website or an
application.
Forexample:
Web RTC

Clients can save from
telephone cost vrhen
callr€ lhe Bank

OMNI
Channel

wrat type of customization and developrnenl are requrreq ltu

raise a necessary ACRF to the concerned unit.

Discussion:
Per vendor, SDK will be provided to the vendor/provider of the rrvebsite;

customization will be handled separately.

27 . Please elaborate CCS-084. There wll be a link ln LtsP vueDsfie wlere cllenls wll I)e re(Irrt

"Site" vuttere they can log their complaints which will automatically

create a ticket in case managelnent system.

Discussion:

Aflnc* I - 1



cc$084 Cas€/
Complaint
ManagEment

Clieflt Logy'submit cqnplait{s
via rreb ard
arilomatically
escaliated to fu 3fi llm€fl t
unit fur resdutint

CSents will have
seamless client
e-xpedence

Mandato{y Per vendor:
o client can log via self-service portal; the link can be included in

the website
o For the self-service porhl, mandatory fields are contact name,

emai! address, phone no', subject line, description box no need

for log in credentials if via link
. lf self-service will requirernent another domain

utomatic SMS surveY will be sent to

the client

Discussion:
Per vendor, survey can be handled via email only. since this is a

baseline requirelrlent and the projed is 
-still 

in the bid!ing process, the

team shall avlait tor the final piop6sal of the vendor for assessment of

the TWG.

se case or aPplication of the SMS

Oracle 119

Discussion:
This has been clarified with and understood by the vendor'

102, wtrat is the software of data warehouse'

Dlla Wateltww

(:(:si-1 r r(l

r€quired dient dala
{e g , harft{tl lder} ttm tt* I )ata WnrE blrk'

.tat6 tmm ihe l ral6 w're'Rrm t*.rtdlmlly (e O - dEtly. reeklY,
!truiltlrh) lheuljlr a <lahr irrleqrrliorr pluccsl ol usitq , lxc$qil'erl

allhave a client database'
Customer records wil! come from the data warehouse. There will be a

daily activity to handle changes/additional customer records

Ann$ I- I
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LhaffiU I oata tran nre Dta t4'aet*usc penahlty {e.9., daity, u,eelty' 
I

Reqriren*enb I morfril) throu$r a dah *ntegrelhn gucess or using a pescdrd 
I

Itrar**Aernnat I

Discussion:
Changes can be provided via flat file.

rrent brand of LBP MFA?

Available license for this system?

The system shal b€ abb to intetface with ttle
forth€ multiJactor authealicatim for Back Ofiice Users (e.9.

Application/User Administrabr, S€curity Adminbtalot, Srystem

Administrabr) end remde netvcork access oririnating lrom
outsde the Bank's netwott-

LANDBANK bYTERA'

Discussion:
Vendor's Case Management solution has built in MFA.

AVAYA SSO will use the Bank's OTP system.
since this is a baseline requirement and the project is stillin the

bidding process, the team shall await for the final proposal of the
vendor for assessment of the TWG.

32fiease elaborate CCS-104, is the current MFA has this capability?

system shal be able to send One-Time PIN (OTP) to the usel

YES

Discussion:
This has been clarified with and understood by the vendor.

mPliant hourever th is item

has dependency on LBP netuork infrastructure.

Fc#rmanm Rrodnmrnts

The sysiem slrall iule a maxlmurn $fl se esnd lespanse ttme.

Mted

Discussion:
Vendor understood the requirernent, assuming the normalstate of LBP

netuork. LBP added that aside fromthe netvrork, harduare
specification should be sufficient to handle the vrorkload to ensure that

required response time is complied with.

ffi.109,vriewi!lprovideallportsneedtoopenbyLBP
lT security. We need to discuss and agree should the vulnerability findings of

LBP lT wil! not affect the compatibility and system performance of the solution
when remediated

runfn findings shall be remediated by the vendor in coordinatlon wtn
LBP IT.

Discussion:
As discussed, VA shall be done upon setup of LIAT and production

servers. orior to implementation.

$Nw r- 1



I I 
Rryuvements 

| 
,*W* n*'l*U bY r-4NDBAtd( lI Securi$

LBP agreed that applicable VAfindings shall be referred to the vendor

to 
"r"'Lt 

in and/or proriO" recommendations on the renrediation of the

io""tirilo vutnerauilitie. Thevendorshall provide response to the VA

tinOings if the vendor's solution requires such services in the VA

filil;a to be enabled in order to serve the functionality to address

LBP requirement.
since this is a baseline requirement and the project is stillin the

biJiid p;";ess, thJ team ihall await for the final proposal of the

vendoi for assessment of the TWG.

Discussion:
Please refer to item no. I

Discussion:
AiJiiirsed, solution is capable for archivingthe data; Archiving can

be done online O montns (CbS max of S yeari) and after 6 months will

be forwarded to archive og. Lgp is responsible for arch.iving us.ing the

facilitv and based on the procedures to be provided by the vendor.

I n""ohrended retention period is 5 years'
I

I f rrir has been clarified with and understood by the vendor'

th the abilitY to

,"nr-rrrv trigger EOb pro"""r"r in special cases that require manual

intervention

Discussion:
This refers to the manualtrigger of end-of-day processes, which

includes backup of J;iaba;;, loading of client data changes, defined

laccePtable?
ccs-11I 0penalnd trhe qSBem strall tu,re a hully t* hek-rry a;rd redm al triles

ins to? \Mtat b he
retention period that you are considering?

Ilreqpterlr:itafi-Itre a kil1 k anhive dda affr a sp$td
rekrdio* Frkd ih ttn dahhse.

s like banks'mainfrane
process?

The si's,ftrn $all fEIe a faflry k run [,*tdueno+lday processes

mmudly in case aut*mated batcfi is rd amiiable-

A0[Bl 1 - l0



archiving processes in cases where automated backup jobs fail to run

or needs to be executed manuallY.

Note: Delta discussed in this requirement is that of client information

updates/changes and not that of differential database backups.

This has been clarified with and understood by the vendor'

CCS-121 - process of encryption and decryption
CCS-122 - storing of encrypted data

Discussion:
CCS f 21 refers to the process of encryption and decryption of

sensitive card data to be stored in the database'
CCS l22refersto storing of encrypbd data'

Account number is encrypted in the database (including account

numbers from DW-{). Hoririever, this will not be included in the

generated rePort.

Per vendor's confirmation, there will be no changes in the

encryptionldeoyption processes in place in the contact Genter/IVRS

For Case Management, currently, encryption is supporbd only for lhe
r."qr".i"OOitioriattielOs of the types single line, pick.list:.31d multi-line.

since this is a baseline requirement and the projgct is still in the

biilid p;";ess, the team lhall await for the final proposal of the

vendor for assessment of the TWG.

ffi121 and 122, what is the dift
ccs-121 Operalional

Requirem€nts
@io encrypt ard decrydsemitive
card daa in the tickets stotEd in the databas€ (e.9., c'rd number,

Accdrnt Nutt&er),

Marldatory

ccs-122 @eratimal
Requirements

The systemBrl be able to store the encrypt€d sefisitive card

data rn the CCS database.

Mandatory

Discussion:
oth"r" (digital, analog, and VolP) vuere only cited as example. vendor
will quaiify their respohse in their proposal.

00 Percent comPlY on the lP
current setup. Remove others as they are not applicable.

since this ls tne

,t/Rs

fiirllu* 1- l\
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Discussion:
Fei vinaor's confirmation, this is existing in the IVRS. There will be no

changes in the encryption/decryption processes in place in the contact

Center/lVRS.

, are atlthese
system sfral be able to eficryPt the

Process of

encryption based on PCIDSS requirement

Discussion:
Per vendor's confirmation, this is eisting in the MRS. There will be no

changes in the encryption/decryption processes in place in the contact

Center/lVRS.

tethe use case
ccs-I29 opelzl$onal

Regdrements
@ttuedata(e.gPlN,
PIN Bbd<1 unrecorerable upon compEfior of the aulhorizalirsn
process

Mandatory

Discussion:
Fei venoor's confirmation, this is existing in the IVRS. There will be no

changes in the encryption/decryption processes in place in the contact

Center/IVRS.

Please elaborate CCS-1 31 ;14. I t9q99 glqvvl sav vvv I v I t

CCS-131 | Operational I The system sha[ be able t'c hidermask lhe se*$tve datra in the

logs of users with admin

Discussion:
n"qrit"r"nt refers to activity logs of users with admin role/rootshall

be captured in the audit logs.

Per vendor's confirmation, this will be included in the audiVsystem logs

available in the system wtrerein all activities of admin user are logged'

CCS-I34 Operatonal
Requiremefits

o-qtt aEroas tatcen Uvtmas tatcen UrnU actmas tatcen Uy any rndividual with rool or administraiive
privi.leges

Mandalory

Annbi 1- E
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Per vendor's confirmation, system is capable of capturing the activity

logs of users with admin role/root

This has been clarified with and understood by vendor'

ant reference

number (Existing in the LPASystem)

E><ample in Case Management: logs of invalid log-in

Discussion:
For Case Management, invalid attempts can be generabdthrough
query reports (f6rchecking and confirmation by the vendor)

Per vendor's confirmation, this is existing in the IVRS. There will be no

"nangJr 
in the encryptionidecryption processes in place in the Contact

Cantar/l\./F!S

44. Please elaborate CCS-136

I

Requirement refers to activity logs of users with security admin 
I

roleTroot shallbe captured in the audit logs. 
I

I

Per vendor's confirmation, this will be included in the audiUsyslem logs 
I

available in the system wherein all activities of admit user are loggecl. 
I

Per vendor's confirmation, this is existing in the MRS. There will be no

changes in the encryption/decryption processes in place in the contact

Center/MRS

Discussion:
Per vendor's confirmation, this will be included in the audiUsystem logs

available in the system wherein all activities of admin user are logged.

to accomls ruh root or a&air*stm'ire prn[hges

CCS-13? | Oper-*omt I e LheofandchailgEsbiderllnctol snd illhenficatix

I Requrenrens I m..hrrhm includ;E h.rt rui 1miled to creattc'n of nw accourds

ad elemlmn ol pnvileges snd aI clnnges, adlu,.ts, r &bllons

elaborate CCS-138; site use case of this

f lniHiedm, shpttq ar rysing o{the edit @

AmelI-6



equired for itsA system-level obJect ls anytnlng on a Gompurer sysrelrr I ct,lu

operation, including but noi limited to databasetables, stored
pioced u res, a ppl icitio n executa bles a nd co nf ig ul{i.o.n files, system

ionfiguration iitbs, static and shared libraries and DLLs, system

"re"ft"bl"s, 
device drivers and device configuration files, and third-

party components.

Discussion:
Vendor to provide eplanation/justification that requirernent is not

applicable'given that they do not have accesdcontrolto
piogrammiig/soure code. Vendor will provide certification on the

system's compliance to PCIDSS'

since this is a baseline requirement and the project is stillin the

UiOO.g process, the team bhall await for the final proposal of the

vendor for assessment of the TWG.

[{sl3g g. $redian ffd d&tlm st $,smm hd offi0petalhml

FE$rrffirh

Discussion:
Per vendor's confirmation, this is existing in the IVRS. There will be no

changes in the encryption/decryption processes in place in the Contact

Center/IVRS
For Case Management, cardholderdata willbe encrypted in the

database

48. Please elaborate CCS-140;

Annr I- tq



49.Please elaborate CCS-141; please site an example when and how
encryption applied in the current operation process

I l-*'* l:::H,.,,,*,,,-- I 
----' 

I

Servers must have TLS version 1.2 and above

Discussion:
Per vendor's confirmation, TLS 1.2 is supported; aside fromTLS,
AVAYA h as b u ilt-i n encryptio n too | (AVAYA Ocea n a) .

Relative to the TOR requirement on the submission of Source Code
n"riJ* Confirmation Rbport and Cryptog raphic Architectrre, vendor to

coordinate with Avaya and Manage Engine. ln case that both

documents cannot be provided, a certification signifying that both

systems are PCI-DSS compliant will be submitted. The team shall

"'*"it 
fot the fina! proposal of the vendor for assessment of the TWG.

pported except on the Doc/docxwhidr
not a standard in reporting. !s conversion of PDF to word is acceptable?

syscem sha[ be able to genefate *re rcporls in various
formal:

Forexamde: DOCI0OCX, PDF, XLSX, CSV

YES

Discussion:
Formats provided ware cited as examples only. Vendor will qualify their

response in their ProPosal.

ersion to have MP3, MP4 from
WAV acceptable? WAV is common for recording system due to efficient file

@tion in differentfih
tormals (i.e. wav, avi, mP3 or mP4)

YES

Discussion:
vendor will qualify their response in their proposal. The team shall

await for the final proposal of the vendor for assessment of the TWG.

;isthroughintegration(SAMLauthentication)in
LBP AD is acceptable?

Fser lD and at leaslone of lhe following authentication
mehods is needed in otder to Eain syslem accrss:

- Something lhe user knows, srrch as a password
- Something the user has, such as a td(en device or a smart card

- Something the user is, such as a bbmettc

lntegration with Ad is ok.

Discussion:
Definition of roles will be done in the systemfor both AVAYA and Case

Management. Active Directory willonly handle the authentication of

users.

Dnillr I- 6



Vendor to provide eplanation regarding the configuration in

connection with AD. ihe term shill await for the final proposal of the

vendor for assessrnent of the TWG.

Discussion:
Definition of roles will be done in the system for both AVAYA and Case

rvr"n"g"r"nt. Active Directory will only handle the authentication of

users.

vendor to provide eplanation regarding the configuration in

connection with AD. ihe tear shill await for the final proposal of the

vendor for assessment of the TWG.
-The 

srstem shall be able to record conversatkm in difiercnt
formals (i.e. wav, avi, mp3 or mP4)

at least one of the follouing
melhods b needed in order to gain syslem access:

- Something the user knqus, such as a password

- Sornething the user has, such as a td<en device or a smart card

- Something the user is, such as a t*ometric

characters (shall nol be cce-sensitive)-
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.170

.171

Secutity
Requircrent

nd nurneric

charactcB sept tthcn input dcvice is limited to a rurEric
krypad

Mandalory

Secu{ity
Faequitement

Mardatory

CCS-I74

ccsJ75

ccs-176

CCS-I78

Securi$
Reouirement

Thf paffimabe dafier€ttt ftom user lD Mandatory

Sccutity
Requirernent

@entcrcd, dilplaYedand
slored

Mendat.sy

Securi$
Requirerneflt

on and afler
resetring b'!. an administt:rtor

Mandalory

Secur;rty
Requi.ernent

@npasswordwhen
desired

Marddory

secunty
Requirernent

ils!,stem shar have rreHs for seting the *ecessey pa.ameters

conceming the folhuvirB user lD, password (rf used.for
i,itr"r,ti*-tl*l und logon propedbslcmtols. An admin user shall

be able to s€t and modiry the needed values.
a. The user lD shall be a minimum cf 4 dtarar:ters

Mardatory

Secu,nty
Requirement

b TtE ret tD shsfl be sutsfraticalry bcked oflH three
consecutive unsuccessful logpn attempts {e'g., dlsabb in stiahrs};

s€d b/y the Bank. Locked cn lD needs lo be lifred by an

admfiistrab./aurhorized userto mdc the lD usabh aaain'

Mandatory

Security
Requirernent

;lRElogotr is tEquiET sesston is inactive for morc than 15

minules

Nole: ReJogon can be done eittler at the tcrminal,machifte" or at

lhe applicalion bvel.

Maodetory

Srcurity
Reorrirem

@ bngtlrof Tcharactm Mandatsy
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Mandalory

l{ardatory

Mardatory

Martdatory

Mardatory

Mardalory

Merdalory

Mardatory

Mandatory

user in

e. The password shall expire atd need to be
in 90 days ftom the date of last change

-of 

defaulusuper ID Password trrust not

The system shall have an access c.nbol sysEm that is set to
"deny all" uriless tpecifically afiolr{ed. An administralor shall grant

access based on user furr{ionfrole-

admirbtralion fu nctions:

a. S€t and modtly values assbned to lD, password ard logon
propertiercontrols (as iderilified above)

hlTddfroramAfrcat-ton and deletbn of User RoleJGro*p.
User Role or Group refiets to a collecton of permissions to
viewfu pdate/delete transactions ard repdts

-Iditor$finmentto a User Role/Group and

d. Modtficatbn of user record (e.g., Name or asstgned User Rdef

gr. Unkrcking of User lD (can be asagned to Helpdesk)

Eenerac Ltst of Systemniers (all and per User
Location) witt! the following details:

Anrcf 1- l[

ccs-203 AUOIT

Requiremeflt
e. Terminal lD/lP Mdress/Co*nputer Name ($hachevet ls

applicable)

Mandatory



Discussion:
For Case Management, vendorto verify if this will be addressed in

system logs.

Per vendor's confirmation, AVAYA is compliantlqlhqe
55. Please elaborate CCS-204-205; €e-fureEndefter values of system pararneters must be captured in

audit logs

Discussion:
FoTAVAYA and Case Management, only the value after is being
captured in the system logs.
Since this is a baseline requirement and the project is stillin the
bidding process, the team shall await for the final proposal of the
vendor for assessment of the TWG.

. Please elaborate CCS-207
ltn system should br abh tt vtr* e nd ptni ardit bal reryt

Requfumer{ | meo m llrc rarp ol t}re sehc{ed da*.

Vie,rlvlng and printing of audittrailreportbased on search criteria

Discussion:
Per vendor, audit trail report cannot be downloaded but can be vievried

and printed.

This has been clarified with and understood by the vendor.

57. Please elaborate CCS-208;

The syslem should be able to log activilies, meaning all
successful, csrcelled and reiected lransacttons shouH be
acmunled for.

All system user activities should be captured in audit logs

Discussion:
Vendor to check query report for the login activities specifically for
invalid logins.
For case management, a report can be generated including the
history/status of tickets.

The team shall await for the final proposal of the vendor for
assessment of the TWG.
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All systems users

Discussion:
Per vendor, system logs include all activities of user (agent and
admin). There is also a report for the ticket history which includes
activities for each ticket.
Vendor to check all audit requirements.

The team shall await for the final proposal of the vendor for
assessment of the TWG.

58. Please elaborate CCS-209;wtro is the user pertain to
The system shall have lhe hci,rty to store and retiere Audt Ttail
dda of aX user *llites

Sprint backlog (Vendor's Work Plan) -containalltasks to be completed
on the current sprint. Shall be created or updated every sprint.

Discussion:
This has been clarified with and understood by the vendor.

59. Please elaborate CCS-212

dccurrent:
- Sprint Backlog

A prototype represents a mock-up of the graphicaluser interface of the
application to test a concept or process.

The prototype wilt be presented to the users forinitialevaluation and
revised according to the user'sfeedback and recommendation.

Applicable to customized screen designs

Discussion:
Prototype of screens will be provided by the vendor.

This has been clarified with and understood by the vendor.

60. Please elaborate CCS-213

Any equivalent documentor the team can provide sample template

This is equivalent to System lntegration Testing (S!f)994[!9e8.

61 . Please elaborate CCS-216; is there a format on this? who will provide he
certification?

- unii aM lntegatim Testirp Cerli[cate

AfilRt I - 2!



This has been clarified with and understood by the vendor'
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