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REQUEST FOR EXPRESSION OF INTEREST (EOI) FOR EXPLORING
THE MARKET TO IDENTIFY EXPERIENCED AND CAPABLE PLAYERS
IN MANAGING CONTACT CENTERS

Ref: SBI/GITC/IT-Contact Centre Operations/2025/2026/53 dated: 30/01/2026

IT- Contact Centre Operations Department
State Bank Global IT Centre
15th Floor, Rupa Solitaire, Millennium Business Park (MBP)
MIDC, Mahape, Navi Mumbai — 400710




Expression of Interest (Eol) for Exploring the market to Identify
Experienced and Capable Players in Managing Contact Centres

O SBI

Schedule of Events

Particulars

Remarks

Contact details of issuing department
(Name, Designation, Mobile No., Email
and office address for sending any kind
of correspondence regarding this EOI)

Name: Nitya Nand Jha
Designation: Dy. Gen. Manager (IT-CC)
Email-1D: dgmit.contactcentre@sbi.co.in

Name: Malathi Mareppanavar

Designation: Asst General Manager (IT-CC)
Email ID: agmit.contactcentre@sbi.co.in
Contact Number: 9619665109

(e Mails should be sent to both the e Mail IDs
mentioned above)

Contact Address:

IT-Contact Centre Operations Department
State Bank Global IT Centre

15" Floor, Rupa Solitaire,

Millennium Business Park (MBP), MIDC,
Mahape, Navi Mumbai — 400710

Bid Document Availability including
changes/amendments, if any to be
issued

EOI may be downloaded from Bank’s website
https://sbi.bank.in Procurement News

and e-Procurement Agency portal
https://etender.sbi/SBI

from 02.02.2026 to 25.02.2026

Last date for requesting clarification

Upto 05:00 PM (time) on 13.02.2026 (date)

All communications regarding points / queries
requiring clarifications shall be given in writing or
by e-mail.

Pre - bid Meeting at (venue)

From 03:00 PM to 05:00 PM on 16.02.2026
(date) at IT-CC Dept. SBI, GITC or through
online meeting.

The exact mode will be advised subsequently.

Clarifications to queries raised at pre-
bid meeting will be provided by the
Bank.

On 18.02.2026

Last date and time for Bid submission

25.02.2026 (Upto 05:00 PM)

Address for submission of Bids

Online through website:
https://etender.sbi/SBI/
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O SBI

On 26.02.2026 (Date), 11:00 AM (Time)
Authorized representatives of Bidders may be
present online during opening of the EOI Bids.
However, it would be opened even in the absence
of any or all of Bidders representatives.
Presentations by eligible bidders will be scheduled
between 05.03.2026 and 12.03.2026.
Exact date and time slots will be intimated to
eligible participants separately.

Rs. 20,000 (Rupees Twenty Thousand only)
Amount should be deposited in

Account Name: Subsidy Inward Remittance

Date and Time of opening of EOI

Tentative Presentation Schedule

Tender Fee

Mode of Transaction
Account No.

IFSC

Address

NEFT and RTGS only
4897932113433
SBIN0011343

Branch OAD, GITC,
Belapur

Account Name: System Suspense Branch Parking
A/C Account No. 37608352111

Intra-bank transfer
(SBI to SBI only)

Mode of Transaction

Account No.

37608352111

IFSC

SBIN0011343

Address

Branch OAD, GITC,
Belapur

Tender fee will be non-refundable.

Contact details of e-Procurement
agency appointed for e-procurement

e-Procurement Technologies Limited

Akhlad Rajput| Client Service
E: akhlad.rajput@eptl.in | M: (+91) 7859800624
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INVITATION TO BID:

i. State Bank of India (herein after referred to as ‘SBI/the Bank’), having its
Corporate Centre at Mumbai, various other offices (LHOs/ Head Offices /Zonal
Offices/Global Link Services, Global IT Centre, foreign offices etc.) of State Bank
of India, branches/other offices, Subsidiaries and Joint Ventures available at various
locations and managed by the Bank (collectively referred to as State Bank Group
or ‘SBG’ hereinafter). This Request for EOI is issued by the Bank on behalf of
SBG for Exploring the market to Identify Experienced and Capable Players in
Managing Contact Centres.

ii. In order to meet the IT requirements, the Bank proposes to invite online EOI from
eligible Bidders wishing to be considered for short listing for participating in the
bidding process of the proposed procurement.

iii. Bidder shall mean any entity (i.e. juristic person) who meets the eligibility criteria
given in Appendix-B of this EOI and willing to provide the product and services
required by the Bank through RFP process in pursuant to this EOI. The interested
Bidders who agree to all the terms and conditions contained in this EOI may submit
their Bids with the information desired in this EOl. Consortium bidding is not
permitted under this EOI.

iv. Address for submission of online Bids, contact details including email address for
sending communications are given in Schedule of Events of this EOI.

. The objective of this EOI is to identify eligible Bidders who are interested in
providing the required product and services and have suitable capacity, capability
and experience.

i. This EOI document shall not be transferred, reproduced or otherwise used for
purpose other than for which it is specifically issued.

ii. Interested Bidders are advised to go through the entire EOI before submission of
online Bids to avoid any chance of elimination. The criteria and the actual process
of evaluation of the responses to this EOI and subsequent selection of the successful
Bidder will be entirely at Bank’s discretion.
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2. BACKGROUND:

The Bank proposes to strengthen its Contact Centre operations with the aim of delivering
best-in-class customer service. In this regard, the Bank intends to adopt a centralized
technology model wherein the complete Contact Centre tech stack shall be
implemented, controlled and managed centrally by a designated technology vendor. The
proposed technology solution will be extended to Contact Centre agents deployed across
multiple locations within the country, enabling calling as well as customer support
operations in a distributed environment.

The selected technology vendor shall handle the procurement, implementation,
integration, operation, and management of the end-to-end Contact Centre technology
solution. This shall include all requisite technology components, platforms, licenses,
infrastructure, integrations, and support services necessary for effective Contact Centre
operations.

The proposed tech solution should cater the Banks technical and functional requirements
including Agent Call Handling, Al Voice Bot calling, Gen Al agent assist, Omnichannel
Interactions across voice calls/ video calls/ emails/ SMS/ social media etc., Recording
and Archival, Quality Analysis, Workflow Automation & Integration, Reporting &
Analytics, System Architecture and adherence to security compliances.

The proposed solution must comprehensively address the Bank’s technical and
functional requirements, including but not limited to agent call handling (inbound and
outbound), Al-powered voice bot calling, Generative Al-based agent assist capabilities,
Omnichannel customer interactions across voice calls, video calls, email, SMS, social
media, and other digital channels, Call recording and archival, Quality monitoring and
analytics, Workflow automation and system integrations, Management information
systems (MIS), reporting, and advanced analytics, Robust system architecture with
adherence to security and regulatory compliance requirements.

The technology vendor shall also be responsible for providing and managing 24*7 on-
site technical, operations, and infrastructure support for the implemented technology
stack to ensure high availability, resilience, and uninterrupted Contact Centre
operations.

The principal objective of this initiative is to deploy a scalable, secure, and compliant
Contact Centre technology solution capable of supporting large agent volumes and
enabling modern customer engagement operations, supported by advanced analytics,
reporting, artificial intelligence capabilities, and seamless integration with the Bank’s
existing applications and systems.
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In view of the above, SBI intends to float an Expression of Interest (EOI) publicly with
an objective to:

a)

b)

Gauge the capabilities and offerings of various technology providers in the field of
Contact Centre operations, including voice, Al/ML, and digital channels.
Understand the latest technology solutions, service delivery models, and innovations
being offered by technology providers to decide on future ready tech stack, IT
infrastructure sizing and applications for enhanced agent productivity and improved
customer experience through Contact Centre.

DISCLAIMER:

i. The information contained in this EOI or information provided subsequently to

Bidder(s) whether verbally or in documentary form/email by or on behalf of SBI, is
subject to the terms and conditions set out in this EOI.

ii. This EOI is not an offer by SBI, but an invitation to receive responses from the

eligible Bidders.

iii. The purpose of this EOI is to provide the Bidder(s) with information to assist in the

preparation of their Bid proposals. This EOI does not claim to contain all the
information each Bidder may require. Each Bidder should conduct its own
investigations and analysis and should check the accuracy, reliability and
completeness of the information contained in this EOI and where necessary obtain
independent advices/clarification. Bank may in its absolute discretion, but without
being under any obligation to do so, update, amend or supplement the information
in this EOI.

iv. The Bank, its employees and advisors make no representation or warranty and shall

have no liability to any person, including any Bidder under any law, statute, rules
or regulations or tort, principles of restitution or unjust enrichment or otherwise for
any loss, damages, cost or expense which may arise from or be incurred or suffered
on account of anything contained in this EOI or otherwise, including the accuracy,
adequacy, correctness, completeness or reliability of the EOI and any assessment,
assumption, statement or information contained therein or deemed to form or arising
in any way for participation in this EOI.

. The Bank also accepts no liability of any nature whether resulting from negligence

or otherwise, howsoever caused arising from reliance of any Bidder upon the
statements contained in this EOI.

i. The Bidder is expected to examine all instructions, forms, terms and specifications

in this EOI. Failure to furnish all information required under this EOI or to submit a
Bid not substantially responsive to this EOI in all respect will be at the Bidder’s risk
and may result in rejection of the Bid.
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vii. The issue of this EOI does not imply that the Bank is bound to select a Bidder or
subsequently to award the contract to the shortlisted Bidder, as the case may be, for
the project and the Bank reserves the right to reject all or any of the Bids or Bidders
without assigning any reason.

DEFINITIONS:
In this connection, the following terms shall be interpreted as indicated below:

i. “The Bank” ‘means the State Bank of India (including domestic branches and
foreign offices), Subsidiaries and Joint Ventures, where the Bank has ownership
of more than 50% of voting securities or the power to direct the management and
policies of such Subsidiaries and Joint Ventures.

ii. “Bidder/Channel Partner” means an eligible entity/firm submitting the Bid in
response to this EOI.

Iii. “Bid” means the written reply or submission of response to this EOI.
5. ELIGIBILITY AND TECHNICAL CRITERIA/SCOPE OF WORK:
i. Bid is open to all Bidders who meet the eligibility and technical criteria/scope of
work as given in Appendix-B & Appendix-C of this EOI. The Bidder has to

submit the documents substantiating eligibility criteria as mentioned in this EOI
document.

(a) If any Bidder submits Bid on behalf of Principal/OEM, the same Bidder shall
not submit a Bid on behalf of another Principal/OEM under the EOI. Bid
submitted with options of multiple OEMs shall also be considered Bid
submitted on behalf of multiple OEMs.

(b) Either the Bidder on behalf of Principal/OEM or Principal/OEM itself is
allowed to Bid, however both cannot Bid simultaneously.

6. COST OF BID DOCUMENT:

The participating Bidders shall bear all the costs associated with or relating to the
preparation and submission of their Bids including but not limited to preparation,
copying, postage, delivery fees, expenses associated with any demonstration or
presentations which may be required by the Bank or any other costs incurred in
connection with or relating to their Bid. The Bank shall not be liable in any manner
whatsoever for the same or for any other costs or other expenses incurred by a Bidder
regardless of the conduct or outcome of the bidding process.
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7. CLARIFICATION AND AMENDMENTS ON EOI/PRE-BID MEETING:

i. Bidder requiring any clarification on EOI may notify the Bank in writing strictly as
per the format given in Appendix-E at the address/by e-mail within the date/time
mentioned in the Schedule of Events.

ii. All queries to be raised in the pre-bid meeting will relate to the EOI alone and no
queries related to detailed analysis of scope of work, payment terms and mode of
selection will be entertained. These issues will be amply clarified at the RFP stage.

iii. A pre-Bid meeting will be held in person or online on the date and time specified in
the Schedule of Events which may be attended by the authorized representatives of
the Bidders interested to respond to this EOI.

iv. The queries received (without identifying source of query) and response of the Bank
thereof will be posted on the Bank’s website or conveyed to the Bidders.

. The Bank reserves the right to amend, rescind or reissue the EOI, at any time prior
to the deadline for submission of Bids. The Bank, for any reason, whether, on its
own initiative or in response to a clarification requested by a prospective Bidder,
may modify the EOI, by amendment which will be made available to the Bidders by
way of corrigendum/addendum. The interested parties/Bidders are advised to check
the Bank’s website regularly till the date of submission of Bid document specified
in the Schedule of Events/email and ensure that clarifications/ amendments issued
by the Bank, if any, have been taken into consideration before submitting the Bid.
Such amendments/clarifications, if any, issued by the Bank will be binding on the
participating Bidders. Bank will not take any responsibility for any such omissions
by the Bidder. The Bank, at its own discretion, may extend the deadline for
submission of Bids to allow prospective Bidders a reasonable time to prepare the
Bid, for taking the amendment into account. Nothing in this EOI or any
addenda/corrigenda or clarifications issued in connection thereto is intended to
relieve Bidders from forming their own opinions and conclusions in respect of the
matters addresses in this EOI or any addenda/corrigenda or clarifications issued in
connection thereto.

vi. Queries received after the scheduled date and time will not be responded/acted upon.
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8. CONTENTS OF EOI DOCUMENT:

i. The Bidder must thoroughly study/analyse and properly understand the contents of
this EOI, its meaning and impact of the information contained therein.

ii. Failure to furnish all information required in this EOI or submission of Bid not
responsive to this EOI in any respect will be at the Bidder’s risk and responsibility
and the same may finally result in rejection of its Bid. The Bank has made
considerable effort to ensure that accurate information is contained in this EOI and
is supplied solely as guidelines for Bidders.

iii. The Bid prepared by the Bidder, as well as all correspondences and documents
relating to the Bid exchanged by the Bidder and the Bank and supporting documents
and printed literature shall be submitted in English.

iv. The information provided by the Bidders in response to this EOI will become the
property of the Bank and will not be returned. Incomplete information in Bid
document may lead to non-consideration of the proposal.

BID PREPARATION AND SUBMISSION:

i. The Bid is to be submitted on portal of e-Procurement agency for Expression of
Interest (Eol) for Exploring the market to Identify Experienced and Capable Players
in Managing Contact Centres in response to the EOl No. SBI/GITC/IT-Contact
Centre Operations/2025/2026/53 dated 30.01.2026. Documents mentioned below
are to be uploaded on portal of e-Procurement agency with digital signature of
authorised signatory:

(@ Index of all the documents, letters, bid forms etc. submitted in response to EOI
along with page numbers.

(b) Bid covering letter/Bid form on the lines of Appendix-A on Bidder’s letter
head.

(c) Proof of remittance of Tender Fee as specified in this document.

(d) Specific response with supporting documents in respect of Eligibility Criteria
as mentioned in Appendix-B and technical criteria/scope of work on the lines
of Appendix-C.

(e) Bidder’s details as per Appendix-D on Bidder’s letter head.

Audited financial statement and profit and loss account statement as mentioned
in Part-11.

A copy of board resolution along with copy of power of attorney (POA
wherever applicable) showing that the signatory has been duly authorized to
sign the Bid document.

If applicable, copy of registration certificate issued by competent authority as
mentioned in SI No 2 of Eligibility Criteria under Appendix-B.
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ii. Bidders may please note:

(a)

While submitting the Technical Bid, literature on the proposed
solution/services should be segregated and kept together in one section.

The Bid document shall be complete in accordance with various clauses of the
EOl document or any addenda/corrigenda or clarifications issued in
connection thereto, duly signed by the authorized representative of the Bidder.
Board resolution authorizing representative to Bid and make commitments on
behalf of the Bidder is to be attached.

It is mandatory for all the Bidders to have class-111 Digital Signature Certificate
(DSC) (in the name of person who will sign the Bid) from any of the licensed
certifying agency to participate in this EOI. DSC should be in the name of the
authorized signatory. It should be in corporate capacity (that is in Bidder
capacity).

If deemed necessary, the Bank may seek clarifications on any aspect from the
Bidder. However, that would not entitle the Bidder to change or cause any
change in the substances of the Bid already submitted.

The Bidder may also be asked to give a presentation for the purpose of
clarification of the Bid.

The Bidder must provide specific and factual replies to the points raised in the
EOI.

The Bid shall be typed or written and shall be digitally signed by the Bidder or
a person or persons duly authorized to bind the Bidder to the Contract.

All the enclosures (Bid submission) shall be serially numbered.

The Bank reserves the right to reject Bids not conforming to above.

The Bid document shall be complete in accordance with various clauses of the
EOI document or any addenda/corrigenda or clarifications issued in
connection thereto, duly signed by the authorized representative of the Bidder.
Board resolution authorizing representatives to Bid and make commitments on
behalf of the Bidder is to be attached.

Bidder(s) should prepare and submit their online Bids well in advance before
the prescribed date and time to avoid any delay or problem during the bid
submission process. The Bank shall not be held responsible for any sort of
delay, or the difficulties faced by the Bidder(s) during the submission of online
Bids.

Bidder(s) should ensure that the Bid documents submitted should be free from
virus and if the documents could not be opened, due to virus or otherwise,
during Bid opening, the Bid is liable to be rejected.
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10.

DEADLINE FOR SUBMISSION OF BIDS:

i. Bids must be submitted online on portal of e-Procurement agency by the date and

time mentioned in the “Schedule of Events”.

ii. Inthe event of the specified date for submission of Bids being declared a holiday for

the Bank, the Bids will be received upto the appointed time on the next working day.

iii. In case the Bank extends the scheduled date of submission of Bid document, the

Bids shall be submitted by the time and date rescheduled. All rights and obligations
of the Bank and Bidders will remain the same.

. MODIFICATION AND WITHDRAWAL OF BIDS:

i. The Bidder may modify or withdraw its Bid after the Bid’s submission, provided

that modification, including substitution or withdrawal of the Bids, is received on e-
procurement portal, prior to the deadline prescribed for submission of Bids.

ii. No modification in the Bid shall be allowed, after the deadline for submission of

Bids.

. BIDDING PROCESS/OPENING OF TECHNICAL BIDS:

i. All Bids received up to the specified time and date will be opened for initial

evaluation on the time and date mentioned in the schedule of events. The Bids will
be opened in the presence of representatives of the Bidders who choose to attend the
same on portal of e-Procurement agency. However, Bids may be opened even in the
absence of representatives of one or more of the Bidders.

ii. Prior to the detailed evaluation, the Bank will determine the responsiveness of each
Bid to the EOI. For purposes of these Clauses, a responsive Bid is one, which
conforms to all the terms and conditions of the EOI in toto, without any deviation.

iii. If a Bid is not responsive, it will be rejected by the Bank and will not subsequently

be made responsive by the Bidder by correction of the non-conformity.

iv. After examining the EOI, some or all of the Bidders may be asked to make

presentation of the solution and demonstrate proof of concept (POC). The Bidder
shall bear all costs associated with submission of EOI, presentation/POC desired by
the Bank. The Bank shall not be responsible or liable for any cost thereof, regardless
of the conduct or outcome of the process.
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v. SBI may shortlist the Bidders who fulfill the eligibility and technical criteria
specified in this EOI, have solution/services as per the requirement of the Bank and
are agreeing to abide by the terms and conditions of the Bank. Bank’s judgment in
this regard will be final.

i. Bank may issue a Request for Proposal (RFP) to shortlisted Bidder for next process
of procurement. However, please note that short listing of Bidders should not be
treated as a contract for the proposed work.

ii. Nothing contained in this EOI shall impair the Bank’s Right to issue ‘Open RFP’ on
the proposed solution/services.
Bidders will be advised about shortlisting of their EOIs or otherwise. However,
Bidders will not be provided with information about comparative position of their
EOIs with that of others.

. CONFLICT OF INTEREST:

i. Bidder shall not have a conflict of interest (the “Conflict of Interest”) that affects the
bidding Process. Any Bidder found to have a Conflict of Interest shall be disqualified
without prejudice to any other right or remedy that may be available to the Bank
under the EOI and/ or the subsequent RFP or otherwise.

ii. Without limiting the generality of the above, a Bidder shall be deemed to have a
Conflict of Interest affecting the bidding Process, if:

(@) the Bidder, its Member or Associate (or any constituent thereof) and any other
Bidder, its Member or any Associate thereof (or any constituent thereof) have
common controlling shareholders or other ownership interest; provided that this
disqualification shall not apply in cases where the direct or indirect shareholding
of a Bidder, its Member or an Associate thereof (or any shareholder thereof
having a shareholding of more than 5% (five per cent) of the paid up and
subscribed share capital of such Bidder, Member or Associate, as the case may
be) in the other Bidder, its Member or Associate, has less than 5% (five per cent)
of the subscribed and paid up equity share capital thereof; provided further that
this disqualification shall not apply to any ownership by a bank, insurance
company, pension fund or a public financial institution referred to in section 2(72)
of the Companies Act, 2013. For the purposes of this Clause, indirect
shareholding held through one or more intermediate persons shall be computed
as follows: (aa) where any intermediary is controlled by a person through
management control or otherwise, the entire shareholding held by such controlled
intermediary in any other person (the “Subject Person”) shall be taken into
account for computing the shareholding of such controlling person in the Subject
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Person; and (bb) subject always to sub-clause (aa) above, where a person does
not exercise control over an intermediary, which has shareholding in the Subject
Person, the computation of indirect shareholding of such person in the Subject
Person shall be undertaken on a proportionate basis; provided, however, that no
such shareholding shall be reckoned under this sub-clause (bb) if the shareholding
of such person in the intermediary is less than 26% of the subscribed and paid up
equity shareholding of such intermediary; or

(b) a constituent of such Bidder is also a constituent of another Bidder; or

(c) such Bidder, its Member or any Associate thereof receives or has received any
direct or indirect subsidy, grant, concessional loan or subordinated debt from any
other Bidder, its Member or Associate, or has provided any such subsidy, grant,
concessional loan or subordinated debt to any other Bidder, its Member or any
Associate thereof; or

(d) such Bidder has the same legal representative for purposes of this Bid as any other
Bidder; or

(e) such Bidder, or any Associate thereof, has a relationship with another Bidder, or
any Associate thereof, directly or through common third party/ parties, that puts
either or both of them in a position to have access to each other’s information
about, or to influence the Bid of either or each other; or

(f) such Bidder or any of its affiliates thereof has participated as a consultant to the
Bank in the preparation of any documents, design or technical specifications of
the EOI.

iii. For the purposes of this EOI, Associate means, in relation to the Bidder, a person
who controls, is controlled by, or is under the common control with such Bidder (the
“Associate”). As used in this definition, the expression “control” means, with respect
to a person which is a company or corporation, the ownership, directly or indirectly,
of more than 50% (fifty per cent) of the voting shares of such person, and with
respect to a person which is not a company or corporation, the power to direct the
management and policies of such person by operation of law or by contract.

. CODE OF INTEGRITY AND DEBARMENT/BANNING:

i. The Bidder and their respective officers, employees, agents and advisers shall
observe the highest standard of ethics during the bidding Process. Notwithstanding
anything to the contrary contained herein, the Bank shall reject Bid without being
liable in any manner whatsoever to the Bidder if it determines that the Bidder has,
directly  or indirectly  or  through an agent, engaged in
corrupt/fraudulent/coercive/undesirable or restrictive practices in the bidding
Process.
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ii. Bidders are obliged under code of integrity to Suo-moto proactively declare any
conflicts of interest (pre-existing or as and as soon as these arise at any stage) in EOI
process or execution of contract. Failure to do so would amount to violation of this
code of integrity.

iii. Any Bidder needs to declare any previous transgressions of such a code of integrity
with any entity in any country during the last three years or of being debarred by any
other procuring entity. Failure to do so would amount to violation of this code of
integrity.

iv. For the purposes of this clause, the following terms shall have the meaning
hereinafter, respectively assigned to them:

(a) “corrupt practice” means making offers, solicitation or acceptance of bribe,
rewards or gifts or any material benefit, in exchange for an unfair advantage in
the procurement process or to otherwise influence the procurement process or
contract execution;

(b) “Fraudulent practice” means any omission or misrepresentation that may
mislead or attempt to mislead so that financial or other benefits may be
obtained or an obligation avoided. This includes making false declaration or
providing false information for participation in a EOI process or to secure a
contract or in execution of the contract;

(c) “Coercive practice” means harming or threatening to harm, persons or their
property to influence their participation in the procurement process or affect
the execution of a contract;

(d) “Anti-competitive practice” means any collusion, bid rigging or anti-
competitive arrangement, or any other practice coming under the purview of
the Competition Act, 2002, between two or more bidders, with or without the
knowledge of the Bank, that may impair the transparency, fairness and the
progress of the procurement process or to establish bid prices at artificial, non-
competitive levels;

() “Obstructive practice” means materially impede the Bank’s or Government
agencies investigation into allegations of one or more of the above mentioned
prohibited practices either by deliberately destroying, falsifying, altering; or
by concealing of evidence material to the investigation; or by making false
statements to investigators and/or by threatening, harassing or intimidating any
party to prevent it from disclosing its knowledge of matters relevant to the
investigation or from pursuing the investigation; or by impeding the Bank’s
rights of audit or access to information;
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v. Debarment/Banning
Empanelment/participation of Bidders and their eligibility to participate in the
Bank’s procurements is subject to compliance with code of integrity and
performance in contracts as per terms and conditions of contracts. Following grades
of debarment from empanelment/participation in the Bank’s procurement process
shall be considered against delinquent VVendors/Bidders:

(@) Holiday Listing (Temporary Debarment - suspension):

Whenever a Bidder is found lacking in performance, in case of less frequent
and less serious misdemeanors, the Bidders may be put on a holiday listing
(temporary debarment) for a period upto 12 (twelve) months. When a Bidder
is on the holiday listing, he is neither invited to bid nor are his bids considered
for evaluation during the period of the holiday. The Bidder is, however, not
removed from the list of empaneled vendors, if any. Performance issues
which may justify holiday listing of the Vendor are:

e Vendors who have not responded to requests for quotation/tenders
consecutively three times without furnishing valid reasons, if mandated in the
empanelment contract (if applicable);

e Repeated non-performance or performance below specified standards
(including after sales services and maintenance services etc.);

e Bidders undergoing process for removal from empanelment/participation in
procurement process or banning/debarment may also be put on a holiday
listing during such proceedings.

(b) Debarment from participation including removal from empanelled list
Debarment of a delinquent Bidder (including their related entities) for a
period (one to two years) from the Bank’s procurements including removal
from empanelment, wherever such Bidder is empaneled, due to severe
deficiencies in performance or other serious transgressions. Reasons which
may justify debarment and/or removal of the Bidder from the list of
empaneled vendors are:

e Without prejudice to the rights of the Bank under Clause 14(i) hereinabove,
if a Bidder is found by the Bank to have directly or indirectly or through an
agent, engaged or indulged in any corrupt/fraudulent/coercive/undesirable or
restrictive practices during the bidding Process, such Bidder shall not be
eligible to participate in any EOI/RFP issued by the Bank during a period of
2 (two) years from the date of debarment.

e The Bidder fails to abide by the terms and conditions or to maintain the
required technical/operational staff/equipment or there is change in its
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production/service line affecting its performance adversely or fails to
cooperate or qualify in the review for empanelment.

o |f Bidder ceases to exist or ceases to operate in the category of requirements
for which it is empaneled.

e Bankruptcy or insolvency on the part of the Bidder as declared by a court of
law; or

e Banning by Ministry/Department or any other Government agency.

e Other than in situations of force majeure, technically qualified Bidder
withdraws from the procurement process or after being declared as successful
bidder: (i) withdraws from the process; (ii) fails to enter into a Contract; or
(i) fails to provide performance guarantee or any other document or security
required in terms of the EOI documents.

e |f the Central Bureau of Investigation/CVC/C&AG or Vigilance Department
of the Bank or any other investigating agency recommends such a course in
respect of a case under investigation.

e Employs a government servant or the Bank’s Officer within two years of his
retirement, who has had business dealings with him in an official capacity
before retirement; or

e Any other ground, based on which the Bank considers, that continuation of
Contract is not in public interest.

e If there is strong justification for believing that the
partners/directors/proprietor/agents of the firm/company have been guilty of
violation of the code of integrity or Integrity Pact (wherever applicable),
evasion or habitual default in payment of any tax levied by law; etc.

(c) Banning from Ministry/Country-wide procurements
For serious transgression of code of integrity, a delinquent Bidder (including
their related entities) may be banned/debarred from participation in a
procurement process of the Bank including procurement process of any
procuring entity of Government of India for a period not exceeding three years
commencing from the date of debarment.

15. GOVERNING LANGUAGE:
The governing language shall be English.

16. APPLICABLE LAW:

The Contract shall be interpreted in accordance with the laws of the Union of India
and shall be subjected to the exclusive jurisdiction of courts at Mumbai.
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17. TENDER FEE:

Non-refundable Tender Fee should be directly credited to the designated account as
mentioned in Schedule of Events. Proof of remittance of Tender Fee in the
designated account should be enclosed with the technical bid. The Bids without
tender fee will not be considered valid.

. EXEMPTION OF EMD AND TENDER FEE:

Micro & Small Enterprises (MSE) units and Start-ups* are exempted from payment
of EMD and tender fee provided the products and/or services they are offering, are
manufactured and/or services rendered by them. Exemption as stated above is not
applicable for selling products and/or services, manufactured/ rendered by other
companies.

Bidder should submit supporting documents issued by competent Govt. bodies to
become eligible for the above exemption.

Bidders may please note:

i. NSIC certificate/ Udyog Aadhar Memorandum/Udyam Registration Certificate
should cover the items tendered to get EMD/tender fee exemptions. Certificate/
Memorandum should be valid as on due date / extended due date for Bid submission.

ii. “Start-up” company should enclose the valid Certificate of Recognition issued by
Department for Promotion of Industry and Internal Trade (DPIIT), (erstwhile
Department of Industrial Policy and Promotion), Ministry of Commerce & Industry,
Govt. of India with the technical bid.

iii. *Start-ups which are not under the category of MSE shall not be eligible for
exemption of tender fee.

iv. Bidder who solely on its own, fulfils each eligibility criteria condition as per the
EOI/ RFP terms and conditions and who are having MSE or Start-up company
status, can claim exemption for EMD/ tender fee.

. If all these conditions are not fulfilled or supporting documents are not submitted
with the technical Bid, then all those Bids without tender fees /EMD will be
summarily rejected and no queries will be entertained.

. NOTICES:
Any notice given by one party to the other pursuant to this EOI shall be sent to other
party in writing and confirmed in writing to other Party’s address. The notice shall
be effective when delivered or on the notice’s effective date whichever is later.
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20.

OTHER TERMS & CONDITIONS

Lodgement of an EOI is evidence of a Bidder’s consent to comply with the terms
and condition of Request for EOI process and subsequent bidding process. If a
Bidder fails to comply with any of the terms, its EOl may be summarily rejected.

ii. Willful misrepresentation of any fact within the Bid will lead to the disqualification

of the Bidder without prejudice to other actions that the Bank may take. All the
submissions, including any accompanying documents, will become property of the
Bank. The Bidders shall be deemed to license, and grant all rights to the Bank, to
reproduce the whole or any portion of their Bid document for the purpose of
evaluation and to disclose the contents of submission for regulatory and legal
requirements.

iii. Bidders must advise the Bank immediately in writing of any material change to the

information contained in the EOI application, including any substantial change in
their ownership or their financial or technical capacity. Copies of relevant
documents must be submitted with their advices. For shortlisted Bidders, this
requirement applies until a contract is awarded as a result of subsequent bidding
process.

iv. Shortlisted Bidders must not advertise or publish the same in any form without the

prior written consent of SBI.

. Brief overview of the proposed procurement/scope of work given in this document

may be further elaborated, viz., more details may be included in the Request for
Proposal (RFP) document to be issued as a result of evaluation process of EOIs.

i. The Bank reserves the right to formulate any terms & conditions while framing the

RFP, even if these are in variance with the terms provided in this EOI. Further, the
Bidders shall have no claim in this regard.

ii. The Bank shall have the right to cancel the EOI process itself at any time, without

thereby incurring any liabilities to the affected Bidders. Reasons for cancellation, as
determined by the Bank in its sole discretion include but are not limited to, the
following:
a. Services contemplated are no longer required.
b. Scope of work not adequately or clearly defined due to unforeseen
circumstance and/or factors and/or new developments.
The project is not in the best interest of the Bank.
. Any other reason.
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Appendix -A

BID FORM (TECHNICAL BID)
[On Bidder’s letter head]

To:

State Bank of India,

IT-Contact Centre Operations Department
State Bank Global IT Centre

15th Floor, Rupa Solitaire, MBP

MIDC, Mahape, Navi Mumbai — 400710

Dear Sir,
Ref: EOI No. SBI/GITC/IT-Contact Centre Operations/2025/2026/53 Dated:
30/01/2026

We have examined the above EOI, the receipt of which is hereby duly acknowledged and
subsequent pre-bid clarifications/ modifications / revisions, if any, furnished by the Bank.
We submit our bid and shall abide by the terms and conditions spelt out in the EOI.

While submitting this Bid, we certify that:
= The undersigned is authorized to sign on behalf of the Bidder, and the necessary
support document delegating this authority is enclosed to this letter.

We declare that we are not in contravention of conflict-of-interest obligation
mentioned in this EOI.

We have not induced or attempted to induce any other Bidder to submit or not to
submit a Bid for restricting competition.

We undertake that, in competing for the above EOI, we will strictly observe the laws
against fraud and corruption in force in India namely “Prevention of Corruption Act
1988

We undertake that we will not offer, directly or through intermediaries, any bribe, gift,
consideration, reward, favour, any material or immaterial benefit or other advantage, commission,
fees, brokerage or inducement to any official of the Bank, connected directly or indirectly with
this EOI process, or to any person, organization or third party related to this EOI in exchange
for any advantage in the EOI, evaluation and shortlisting.

We undertake that we will not resort to canvassing with any official of the Bank, connected
directly or indirectly with the EOI process to derive any undue advantage. We also
understand that any violation in this regard, will result in disqualification of bidder from
further bidding process.
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It is further certified that the contents of our Bid are factually correct. We have not sought
any deviation to the terms and conditions of this EOI. We also accept that in the event of
any information / data / particulars proving to be incorrect, the Bank will have right to
disqualify us from the EOI or any subsequent bidding process without prejudice to any
other rights available to the Bank.

We certify that while submitting our Bid document, we have not made any changes in the
contents of the EOI, read with its amendments/clarifications provided by the Bank.

We understand that you are not bound to accept any Bid you may receive and you may
reject all or any Bid without assigning any reason or giving any explanation whatsoever.

We hereby certify that our name does not appear in any “Caution” list of RBI / IBA or
any other regulatory body for outsourcing activity.

We hereby certify that on the date of submission of Bid for this EOI, we are not under any
debarment/blacklist period for breach of contract/fraud/corrupt practices by any
Scheduled Commercial Bank/ Public Sector Undertaking/ State or Central Government or
their agencies/departments.

We hereby certify that on the date of submission of Bid, we do not have any Service Level
Agreement pending to be signed with the Bank for more than 6 months from the date of
issue of purchase order.

We hereby certify that we have read the clauses contained in O.M. No. 6/18/2019-PPD,
dated 23.07.2020 order (Public Procurement No. 1), order (Public Procurement No. 2)
dated 23.07.2020 and order (Public Procurement No. 3) dated 24.07.2020 regarding
restrictions on procurement from a bidder of a country which shares a land border with
India. We further certify that we and our OEM are not from such a country or if from a
country, has been registered with competent authority. We certify that we and our OEM
fulfil all the requirements in this regard and are eligible to participate in this EOI.

We, further, hereby undertake and agree to abide by all the terms and conditions stipulated
by the Bank in the EOl document.

Dated this Day of

(Name) (Signature)
(In the capacity of)

Duly authorized to sign Bid for and on behalf of
Seal of the company.
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Appendix-B

Bidder’s Eligibility Criteria

Bidders meeting the following criteria are eligible to submit their Bids along with supporting
documents. If the Bid is not accompanied by all the required documents supporting

eligibility criteria, the same would be rejected:

Eligibility Criteria Compliance
(Yes/No)

Documents to be submitted

The Bidder must be an Indian
Company/ LLP /Partnership firm
registered under applicable Act in
India.

Certificate of Incorporation
issued by Registrar of Companies
and full address of the registered
office along with Memorandum
& Articles of Association/
Partnership Deed.

The Bidder (including its OEM, if any)
must comply with the requirements
contained in O.M. No. 6/18/2019-PPD,
dated 23.07.2020 order (Public
Procurement No. 1), order (Public
Procurement No. 2) dated 23.07.2020
and order (Public Procurement No. 3)
dated 24.07.2020

Bidder should specifically certify
in Appendix A in this regard and
provide copy of registration
certificate issued by competent
authority wherever applicable.

The Bidder must have an average
turnover of minimum Rs.100 crore
during last 03 (three) financial year(s)
i.e. FY 2024-25, FY 2023-24 and FY
2022-23.

Copy of the audited financial
statement for required financial
years.

(Certificate  from  statutory
auditor for preceding/current 03
years may be submitted).

The Bidder should be profitable
organization on the basis of profit
before tax (PBT) for at least 02 (two)
out of last 03 (three) financial years i.e.
FY 2024-25, FY 2023-24 and FY 2022-
23.

Copy of the audited financial
statement along with profit and
loss statement for corresponding
years and / or Certificate of the
statutory auditor.

Bidder should have a minimum of 3
years of experience in providing and
implementing Contact Centre solution
(Inbound/Outbound) in BFSI Sector in
India.

Copy of the order and / or
Certificate of completion of the
work. The Bidder should also
furnish user acceptance reports.
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Participating bidder (if not OEM)
should be partner of OEM for at least 1
year. Certificate towards the same
should be provided by the bidder from
the OEM.

Bidder must have executed at least 02
projects of Contact Centre (Inbound/
Outbound) tech stack Implementation
and Maintenance in BFSI sector in
India.

Copy of the order and / or
Certificate of completion of the
work.

Project references and client
details in this regard as per
Appendix-F  mentioning  the
implemented solution details.

Client references and contact details
(email/ landline/ mobile) of customers
for whom the Bidder has executed
similar projects in India.

(Start and End Date of the Project to be
mentioned) in the past

(At least 2 client references are required
from BFSI sector in India)

Bidder  should  specifically
confirm on their letter head in this
regard as per Appendix-F

Certification Requirements

The Bidder (including its OEM, if any)
should be 1SO: 27001:2013 or higher
certified.

Copy of certificate valid on
the date of submission of the
EOI response

Past/present litigations, disputes, if any
(Adverse litigations could result in
disqualification, at the sole discretion of
the Bank)

Brief details of litigations,
disputes, if any are to be given on
the Company’s letter head.

Bidders should not be under
debarment/blacklist period for breach
of contract/fraud/corrupt practices by
any Scheduled Commercial Bank/
Public Sector Undertaking / State or
Central Government or their agencies/
departments on the date of submission
of bid for this EOI.

Bidder should specifically certify
in Appendix A in this regard.

The Bidder should not have any Service
Level Agreement pending to be signed
with the Bank for more than 6 months
from the date of issue of purchase order.

Bidder should specifically certify
in Appendix A in this regard.
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The bidders proposed technology Certificate from the referenced
solution should have handled at least client on the Client’s letterhead
1000 Agent Seats (active agents for certifying the fulfilment of the
voice calling) Contact Centre criteria.

operations in BFSI sector in India. Copy of the order and / or
Certificate of completion of the
work.

Note:

1. Documentary evidence must be furnished against each of the above criteria along with an
index. All documents must be signed by the authorized signatory of the Bidder. Relevant
portions, in the documents submitted in pursuance of eligibility criteria, should be highlighted.
2. Bank reserved the right to modify eligibility criteria based on market conditions or strategic
Requirements before the RFP issuance.

3.Public Procurement (Preference to make in India) order 2017 and any amendment/clarification
thereto shall be applicable to the RFP floated in pursuant to this EOI.

Eligibility criteria mentioned at SI No 2 to 5 in table above are relaxed for Startups subject
to their meeting of quality and technical specifications. Bidder to note the followings:

Start-up” company should enclose the valid Certificate of Recognition issued by
Department for Promotion of Industry and Internal Trade (DPIIT), (erstwhile
Department of Industrial Policy and Promotion), Ministry of Commerce & Industry,
Govt. of India with the technical bid.

Bidder who solely on its own, fulfils each eligibility criteria condition as per the EOI
terms and conditions and who are having Start-up company status, can claim
exemption for eligibility criteria mentioned at SI No 2 to 5 in table above.

Exemption as stated above is not applicable for selling products and/or services,
manufactured/ rendered by other companies.

If all these conditions are not fulfilled or supporting documents are not submitted with
the technical Bid, then all those Bids will be summarily rejected, and no queries will
be entertained.

Name & Signature of authorised signatory

Seal of Company
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Appendix-C

Technical Criteria/Scope of Work

The Bank plans to adopt a Contact Centre model where the technology stack would be setup
and controlled centrally through a technology vendor. The tech solution will support
multiple third-party manpower agents across distributed BPO locations in the country for
calling and support operations.

The technology vendor, for whom this EOI is being released is expected to procure,
implement, maintain and manage the proposed technology solution along with all necessary
tech services/components to enable the Contact Centre operations. The technical and
functional requirements include — Agent (Inbound/ Outbound) Calling, Al VVoice Bots, GEN
Al/ Agent Assist, IVR, Outbound OVR blasts/Agentless calling, Omnichannel Interactions
across voice calls/ video calls/ emails/ SMS/ social media etc., Recording and Archival,
Quality Analysis, Workflow Automation & Integration, Reporting & Analytics, System
Architecture and adherence to security compliances.

The vendor is also expected to provision 24*7 on-site technical support team for
implementation, routine maintenance, monitoring, troubleshooting, management and
necessary compliances of all the associated infrastructure including hardware/ software,
applications, SBC, PSTN gateways, SIP/PRI trunks etc. to enable the smooth functioning
of the Contact Centres.

This section outlines the high-level technical, functional, compliance, and support
requirements for the proposed Contact Centre for technology solutions and services
expected from the bidder.

1. Technical Requirements:

The technology vendor shall ensure end-to-end implementation of an enterprise-grade
Contact Centre solution and services to effectively run the Banks Contact Centre.

1.1. Core Infrastructure Components
« Agent Calling and Voice Bot platform
» Advanced Dialer technology
* IVR (Interactive Voice Response) and OVR (Outbound Voice Response) systems
» Omnichannel Interactions across channels- voice/ video calls, emails, SMS, social

media etc.

« Recording Solution- VVoice and Screen loggers with Archival, Backup capabilities.
» SBC (Session Border Controller), PSTN gateways and other components

1.2. System Characteristics

The proposed solution must be resilient, scalable, and capable of meeting rigorous
performance, security, and availability standards. The architecture must include
real-time tracking of system health and performance metrics to enable proactive
management and rapid issue identification & resolution.
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1.3. Functional Components

« Unified Desktop Agent Solution: Holistic agent and end-user interface enabling
seamless workflow

» Knowledge Management System: Centralized repository for agent guidance and
best practices with integration of Al capabilities like Agentic Assist.

* Workforce Management System: Scheduling, forecasting, and resource
optimization

* Quality Management Tools: Compliance monitoring and performance evaluation

» Ticketing and Incident Management: Issue tracking and resolution workflows

*« APM Solution: Application Performance Monitoring (APM) Solution for
business, application and Infrastructure KPIs.

« Comprehensive Management Information System (MIS) reporting and all
standard Contact Centre KPIs.

1.4. Platform Integrations

The technology vendor must provide a middleware system with telephony
capabilities for seamless integration with the Bank's various systems and APIs,
including but not limited to:

e CRM (Customer Relationship Management)

e LAMS (Loan Account Management Systems)
e EIS (Enterprise Information Systems)

¢ YONO (Digital banking platform)

e Analytics

e Other applications/ interfaces

1.5. Deployment Models

The solution must support multi-cloud and hybrid deployment options:
e On-premises deployment

¢ Cloud-based deployment (Private, Public, or Hybrid cloud models)
e Scalable architecture supporting dynamic resource allocation

1.6. System Architecture

¢ Cloud-native design with cross-platform support
Horizontal and vertical scalability
3-Tier Architecture compliant
Customizable as per the Bank requirements as or when required with proper
timeline/ development cycle.
Solution implementation at Primary, Secondary and other sites as per Bank
requirements

e Al Automation should be done for most of the manual tasks.
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1.7. High Availability and Disaster Recovery

e Multi-zone Active-Active Data Centre/Disaster Recovery (DC/DR)
configuration

e Automated DC-DR replication for fault tolerance and efficient resource
utilization

¢ Load balancing across multiple servers and clusters for optimal performance

¢ Automatic failover mechanisms ensuring service continuity

e Minimized Recovery Time Objective (RTO) and Recovery Point Objective
(RPO)

1.8. Communication Channels

The Solution should have support for comprehensive omni-channel capabilities,
including but not limited to:
e SMS and Email notifications and campaign management

e Push-in notifications

¢ \oice campaign management

e Integration with Bank email and SMS gateways

e Integration with social media channels like WhatsApp, etc.

1.9. Regulatory Compliance

The proposed solution must adhere to Department of Telecommunications (DOT)/
Telecom Regulatory Authority of India (TRAI), and other applicable regulatory and
statutory norms for calling operations.

2. Functional Requirements
2.1. Service Availability and Multilingual Support

The contact centre solution must deliver 24x7 multilingual operations across omni-
channel platforms, including but not limited to:
¢ Inbound and outbound agent calling

¢ IVR/ACD (Automatic Call Distribution)
OVR (Outbound Voice Response)
Al voice bots, Agentic Assist
Chatbots and text-based support
Email and social media channels
¢ Voice and Screen Recording
e Quality Management
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2.2. Reporting and Analytics

The system must provide a unified reporting tool with capabilities, including but
not limited to:
¢ Real-time and historical MIS reporting

Customizable dashboards and reports for analysis

Quality analytics providing real-time insights into agent performance
Performance metrics enabling supervisors to make data-driven decisions on
resource allocation

Tools for identifying and implementing performance improvements

3. Compliance Requirements
3.1. Security and Architecture Review

The proposed solution's architecture and security aspects are subject to review by
the Bank's Information Security Department (ISD) and Enterprise Technology &
Architecture (E&TA). All identified observations and recommendations must be
addressed and closed within prescribed timeframes prior to implementation.

3.2. Documentation and Component Requirements

e Detailed Software Bill of Materials (SBOM) in the latest CERT-IN format for
all components and sub-components

o All components (software and hardware) must be current versions without End-
of-Life or End-of-Support status

e Comprehensive documentation covering solution design, architecture,
implementation, and deployment specifications should be submitted to Bank’s
officials for each demand.

3.3. Security Management Integration

The solution must integrate seamlessly with the Bank's security and operations
management systems, but not limited to:
e SIEM (Security Information and Event Management)

e EDR (Endpoint Detection and Response)
e PAM (Privileged Access Management)
e DLP (Data Loss Prevention)
e ADS (Advanced Threat Defense)
AV (Antivirus)
DAM (Digital Asset Management)
NTP (Network Time Protocol)
NMS (Network Management System)
TACACS (Terminal Access Controller Access-Control System)
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APM (Application Performance Management)
ITAM (IT Asset Management)

Centralized Key Management System

NAC (Network Access Control)

The proposed solution should not have any limitations/restrications for installation
of third-party security and other essential applications that are required as per Banks
IT/IS guidelines.

. Data Security and Encryption

e All communications must be encrypted in accordance with the Banks
Information Security standards

e Data at rest and in transit must be encrypted using approved cryptographic
standards

o Adherence to Bank data, application privacy, and confidentiality norms

. Al, Automation and Model Governance

All Al-driven components (voice bots, chatbots, agent assist, analytics, etc.) must:
e Be explainable and auditable

e Allow Bank-defined business rules and override controls
e Maintain detailed logs for decisions, call routing, and recommendations
e Compliance to Banks Al security and other related norms and guidelines

Al models must not self-learn or modify behavior without explicit approval of the
Bank. The Bank reserves the right to review training datasets, model logic, and
performance metrics to mitigate bias, model drift, and operational risk.

3.6. Other Compliances

e Closure of all reported VAPT within the Banks stipulated timelines

e Compliance of all recommendations and observations reported during various
security reviews & audits.
Implement applicable SCD controls for application, OS, and Database.
Closure of observations reported in User Acceptance Testing (UAT) and other
testing
Implementation of backup and archival system as per Bank’s requirements
Non-usage of risky and default ports in the solution
Compliance with Business Continuity Planning (BCP) requirements
Adherence to DevOps pipelines, change management and SDLC processes

Provide regular training and knowledge transfer to ensure operational self-
sufficiency of Bank teams.
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4. Technical Support Requirements

4.1. Technical Operations Support and Maintenance

The technology provider shall provision a 24*7 on-site technical support team with
dedicated resources (in shifts) having relevant skill sets and experience at the Bank's
office to ensure continuous system uptime, operational efficiency and compliances.
The deployed resources should be of exceptionally high order, technically
proficient and qualified with relevant skill comprising various specialized roles

like:

e System, OS and Database Administrators
¢ Network and System Administrators

e IT Security and Compliance Managers

o Application Support- Analysts, Developers, Tester etc.

The technical support team will be responsible for:
e Technical support and Monitoring

e Server Management, administration and troubleshooting
e Regular system updates and patching
e Performance optimization and tuning

Compliance monitoring and reporting

User training and change management

Setting up new and upgrading production/non-production setup, Capacity
Planning and its periodic patching.

Active coordination with stakeholders (network, datacentre, OS, ISD etc.)
Disaster recovery and business continuity planning

4.2. Access Control and Security Management

¢ All resource access will be governed by Bank IT/IS policies

¢ Implementation of role-based access controls (RBAC)

¢ Need-to-know basis access restrictions

e Biometric login requirements where applicable

o Strict Segregation of Duties (SOD) with clearly demarcated responsibilities

. Incident and Problem Management

e Multi-tier support structure (L1, L2, L3) for comprehensive incident
management

¢ Incident Management System for tracking, resolution, and Root Cause Analysis
(RCA)

e Automatic escalation processes for unresolved issues

¢ Defined escalation matrix with clear duration parameters

o Adherence to established Turn-Around Time (TAT) for issue resolution
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5. Performance Requirement

5.1. Service Level Metrics

e Overall System Uptime and Availability: 99.99%
¢ Recording compliance: 100%
e Active DC-DR Switchover

5.2. Operational Performance Targets

¢ Efficient and streamlined licensing processes
e Fast lead upload capabilities for outbound calling operations
e Minimal waiting times for inbound call handling
e Customized calling capabilities to meet specific business requirements
o Application performance dashboards for real-time visibility
Quick and optimized API response times
Optimized Computer Telephony Integration (CTI) functionality
Real-time dashboards with continuously updated data
Comprehensive quality management capabilities
Optimized Application and Database Architecture for low-latency and high-
throughput performance

6. Scope Flexibility and Evolution

This document outlines the currently envisaged scope of services for illustrative purposes
only. The Bank reserves the right to amend, revise, or modify the requirements at any stage
based on, but not limited to, the following factors:

Service provider capabilities and recommendations

Evolving business needs and changing priorities

Regulatory and compliance requirements

Market dynamics and competitive landscape

Technological advancements

The Bank welcomes suggestions, additions, and modifications to the proposed scope based
on inputs from service providers during the pre-bid meeting. Any such changes shall be
considered at the sole discretion of the Bank.

Page 32 of 38




Expression of Interest (Eol) for Exploring the market to Identify
Experienced and Capable Players in Managing Contact Centres

PROPOSAL SUBMISSION

1. The bidder is expected to submit an EOI response document of the proposed tech
stack specifying its necessary details including:

Proposed Contact Center Solution/ Technology
Dialer Technology
Recording Solution/ Technology
Other major components
Capabilities and salient features of proposed solution
Technical and Deployment Architecture
Technology versions and SBOM

e Compliances

e Support and Maintenance structure

2. The bidders EOI response document should also describe how their proposed
solution meets the requirements outlined in the Scope of Work sections:

e Technical Requirements

e Functional Requirements

e Compliance Requirements

e Technical Support Requirements
e Performance Requirements

Note: The Bank will evaluate the solution document submitted as part of the EOI for
compliance with the mentioned Scope of Work. Eligible bidders may be invited to make a
technical presentation, which will carry weightage in the technical evaluation process.

Name & Signature of authorized signatory
Seal of Company
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Technical Evaluation Criteria

The Bank will assess submitted EOIs of the eligible bidders against the requirements
specified herein and may seek additional clarifications, if necessary.

SNo.

Parameter

Performance
level

Score

Documentation/ Evaluation

method

1

Bidders Experience

No. of projects in BFSI sector in
India wherein Contact Centre
(Inbound/ Outbound) Technology
is implemented and maintained
by the bidder.

(Only projects with Bidders
implemented tech stack handling
500 active agent seats or more in
single instance)

Above 5 projects

15

3 to 5 projects

10

Upto 2 projects

5

Bidder  should  specifically
confirm on their letter head in this
regard and submit documentary
evidence such as Purchase order/
Certificate of completion of the
work/ User acceptance
report/Sign off  report/CA
certificate/ SPOC details, with
no. of agent seat details.

Solution Capability

No. of active voice calling agent
seats supported through the
Contact Centre proposed
technology solution.

(Only agent seats from the
projects where proposed Contact
Centre  tech  solution is
implemented by the Bidder in
single instance)

Above 2000 seats

1001 to 2000
seats

501 to 1000 seats

Upto 500 seats

Bidder  should  specifically
confirm on their letter head in this
regard and submit documentary
evidence such as Purchase order/
Certificate of completion of the
work/ User acceptance
report/Sign off  report/CA
certificate/ SPOC details, with
no. of agent seat details.

New-Age Technology (AlI/ML)
Experience  of  bidder in
Implementation and Maintenance
of new age (AI/ML) technology
in Contact Centres:

1. Voice Bots

2. Chat Bots

3. Agentic Al

4.Real Time Agent Assist/ Virtual
Assistant

5. Speech Analytics

Bidder  should  specifically
confirm on their letter head in this
regard and submit documentary
evidence such as Purchase order/
Certificate of completion of the
work/ User acceptance
report/Sign off report/CA
certificate/ SPOC details

Financial Stability:

Average Yearly Turn Over of the
Bidder during last 03 (three)
financial year(s) i.e. FY 2024-25,
FY 2023-24 and FY 2022-23.

Above 400 Crore

201 to 400 Crore

100 to 200 Crore

Audited Financial Statements for
the mentioned financial years.
CA Certificate explicitly
certifying year-wise PBT
figures.

Statutory Auditor’s signature
and membership number to be
mentioned.

Page 34 of 38




Expression of Interest (Eol) for Exploring the market to Identify
Experienced and Capable Players in Managing Contact Centres

O SBI

Technical Support Above 5 projects

Bidders Experience in handling | 4 to 5 projects

ons_ite 24*7 monitori_ng, Upto 3 projects
maintenance  and  technical
support for Contact Centre tech
stack.

(Only projects wherein onsite
technical support managed by the
Bidders for the Contact Centre
solution handling 300 or more
active agent seats in single
instance)

Bidder  should  specifically
confirm on their letter head
details of implemented projects
with agent seat and technical
support engagements along with
necessary supporting evidences.

Proposed Technology and | Bidder
Presentation Evaluation to be
Details of the Proposed solution, | based on their
response to Scope of Work and | responses for EOI
Technical Presentation scope, proposed
solution
capabilities and
technical
Presentation.

The quality of understanding of
the scope of the work, details/
capabilities of the proposed
solution and Quality of technical
Presentation.

Details of Contact Centre
proposed technology Stack with
versions, SBOM, deployment
architecture, sizing, deliverables,
enterprise support, compliances
etc. to be submitted and
presented.

Maximum Technical score is 100. The minimum Qualification Score is 60.

Only bidders that satisfy the Bank’s evaluation criteria will be shortlisted. The shortlisting is an
administrative process solely for the purposes of identifying bidders with required capabilities that
warrant further consideration but does not constitute selection for the project, award of any contract,
or any obligation on the Bank to proceed with procurement.
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Appendix-D

Bidder Details

Details of the Bidder

S. No. Particulars Details
1. Name
2. Date of Incorporation and / or commencement
of business
Certificate of incorporation
Brief description of the Bidder including
details of its main line of business
Company website URL
Company Pan Number
Company GSTIN Number
Particulars of the Authorized Signatory of the
Bidder

a) Name

b) Designation

c) Address

d) Phone Number (Landline)

e) Mobile Number

f) Fax Number
g) Email Address

Name & Signature of authorized signatory

Seal of Company
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Appendix-E

Pre-Bid Query Format
(To be provide strictly in Excel format)

Vendor . EOI EOI Existing Query/Suggestions
Name Page No | Clause No. | Clause
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Appendix-F

Format for Submission of Client References

To whosoever it may concern

Particulars Details

Client Information
Client Name
Client address

Name of the contact person and designation

Phone number of the contact person

E-mail address of the contact person

Project Details

Name of the Project

Start Date

End Date

Current Status (In Progress / Completed)

Size of Project
Value of Work Order (In Lakh) (only single work
order)
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