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OFFICE OF THE DIRECTOR GENERAL PAKISTAN POST OFFICE

ISLAMABAD
“No: Proc. 10-1/2021 Dated at Islamabad-44080, the, \S" July, 2021
‘ Subject: . PUBLICATION OF CONTRACT AWARDS ON PPRA’S WEBSITE

WITHOUT ANY REFERENCE TO THE AMOUNT OF CONTRACT.

‘The undersigned is directed to enclosc herewith instructions issued by the PPRA
'Icllcr No. 1 (5) /M & Ii/PPRA/2018/263 dated 01-07-2021 on the subject noted above for strict

compliance and implementation.

2. Kindly acknowledge the receipt. y
. on
Flack Afing | ohs O Z4

W S (Tooba Batool)  *

5’7 )’l/) Assistant Deputy Director General (P)

) { Ph No: 0519260253
: $ (bp |
/ f

1 "The additional Director General (Admn), (I'S), (Ops) and (A & I¥), Dte- General, Pakistan
Post, Islamabad.

The Postmaster General, Sindh Provinee, Karachi.

The Postmaster General, Punjab Province, Lahore.

"The Postmaster’s General, Karachi/ Lahore / [yderabad / Multan /Rawalpindi /Islamabad
/ Peshawar / Quetta. ¢

12-13. The General Manager’s, Postal Life Insurance, Karachi / Lahore.

14. The Dircctor, 13CO, Postal Stafl College, Islamabad.

15-16. The Deputy Dircctor General (Admn.) / (SI), Die- General, Pakistan Post, Islamabad.
17-21. The Dircctor (Admn.) / ('S & Ins) / (IM) / (IPS)":?:(I'I’), Dte- Genceral, Pakistan Post,

-11.

C R L
T

[slamabad.
22, The Superintending Engincer, Dte- General, Pakistan Post, Islamabad. 5
~Copy to:
s * Mr. Muhammad Zubair, Director General (M & I), Public Procurement Regulatory
Authority, 1st Illoor FI3C Building Near State Bank, Scctor G-5/2, Islamabad.

§ D 1ecin sction Officer (Admn & Gen), Ministry of Communications, Islamabad with
i {Interadion 1[3(.13 nce to above mentioned letter.
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Government of Pakistan -4 ’ ‘w;f A
~ Public Procurement Regulatory Authority rf%ﬁi
(Monitoring & Evaluation Wing) E ;
<><><> : S ol
No: 1(6)/M&E/PPRA/2018/2¢.2 ; Islamabad, the July 1, 2021

Subject: PUBLICATION OF CONTRACT AWARDS ON PPRA’s WEBSITE
WITHOUT ANY REFERENCE TO THE AMOUNT OF CONTRACT

Gaml Regulation (2) of Public Procurement Regulations, 2009 rquires the
procuring agencies to post the contracts OVWMRA'S website.
However, in terms of Rule 47 of Public Procurement Rules, 2004, the procuring
agencies are required to make all the documents related to the evaluation of the bid
and award of contract public (without any reference to the contract amount). In-case,
publication of any of such information is of the proprietary nature or its disclosure is
against the public interest, it can be withheld with prior approval of the Authority only.
Moreover, sections 5(2) (i) & 16 of PPRA Ordinance empower the Authority to call for

any information from any functionary or institution in pursuance of its objectives.

2. PPRA intends to conduct statistical analysis of the procurement data in
general and with specific reference to the small, medium and large enterprises' and
their contribution in the public procurement on the basis of most recent information. For
this purpese, the information regarding all the contracts is essentially required for
comprehensive statistical analysis, and developing any procurement strategy for the
Small & Medium Enterprises (SMEs) while entering into the era of e-Pr_ocurement.

3 Keeping in view the above, all the Secretariés and Heads of the

< autonomous bodies are requested to issue instructions to all the departments attached
- or under the administrative control of their Ministry / Division, to ensure thatheﬂ_tbeﬁ

; documents related to the evaluation of the bid and award of contract (without any
reference to the contract amount) be made public, and all such documents be provided

to PPRA w.e f. 1%t July, 2021 for statistical analysis as well as for publishing the same
on PPRA's website. ——
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SRy (Engr. Muhammad Zubair)

: 50 ’;{ ~ e
I\’I ‘@(‘/\ 4’)\/ 0 ﬁbDG‘ \P ) Director General (M&E) i
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W’;’ 91 All the Federal Secretaries / Heads of the Organizations bt *.{‘t, 4
71 WY
CC:
//% }{Q Director (MIS), PPRA with a request to upload the same on the Authority's

/ website for compliance. Dip oy
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INTEGRITY PACT

DECLARATION BY THE VENDOR FOR THE CONTRACTS
WORTH RS.10.00 MILLION OR MORE

Contract Title: BASELINE CONTRACT FOR THE MAINTENANCE OF
DIFFERENT SOFTWARES IN PPOD

Dated 29-02-2021 Contract Value: Rs. 26,100,000

M/S 360 Technologies (Pvt) Limited hereby declares that it has not obtained
or induced the procurement of the subject contract, any right, interest, privilege or
other obligation or benefit from Pakistan Post Office Department (PPOD),

’ Government of Pakistan or any administrative subdivision or agency thereof or any
other entity owned or controlled by GoP through any corrupt business practice.

Without limiting the generality of the foregoing, M/S 360 Technologies (Pvty
. Limited represents and warrants that it has not given or agreed to give and shall not
" 'give or agree to give to anyone within or outside Pakistan either directly or indirectly
: through ‘any natural or juridical person, including its affiliate, agent, associate,
broker, consultant, director, promoter, shareholder, sponsor or subsidiary, any
" commission, gratification, bribe, finder’s fee or kickback, whether described as
consultation fee or otherwise, with the object of obtaining or mducmg the
procurement of the above subject contract, right, interest, privilege or other
b ) obligation or benefit in whatsoever form from Pakistan Post Office Department
' (PPOD), except that which has been expressly declared pursuant hereto.

M/S 360 Technologies (Pvt) Limited certifies that it has made and will make
full disclosure of all agreements and arrangements with all persons in respect of or
.related to the transaction with Pakistan Post Office Department (PPOD) and has not

"+ taken any action or will not take any action to circumvent the above declaration,
representation or warranty.
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M/S 360 Technologies (Pvt) Limited accepts full responsibility and strict
liability for making any false declaration, not making full disclosure,
misrepresenting facts or taking any action likely to defeat the purpose of this
declaration, representation and Wwarranty. It agrees that any contract, right, interest,
- privilege or other obligation or benefit obtained or procured as aforesaid shall,
without prejudice to any other rights and remedies available to Pakistan Post Office

Department (PPOD) under any law, contract or other instrument, be voidable at the
option of Pakistan Post Office Department (PPOD),

account of its corrupt business practices and further pay compensation to Pakistan
Post Office Department (PPOD) in an amount equivalent to ten time the sum of any
commission, gratification, bribe, finder's fee or kickback given by M/S 360
Technologies (Pvt) as aforesaid for the purpose of obtaining or inducing the
procurement of any contract, right interest, privilege or other obligation or benefit in
whatsoever form from Pakistan Post Office Department (PPOD).

M/S 360 Technologies (Pvt) Pakistan Post Office Department

Name: Farrukh Bilal Qure Name: Farh% :
Signature:

........................

i'&ik AN ALI MIRZA

Assislanit.][leputv Director General (0S)

Directorate General Pakistan Post
lslamahad

Signature:
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BASELINE CONTRACT FOR THE MAINTENANCE OF DIFFERENT
SOFTWARES IN PPOD

Components of the Contract s

e Maintenance, Operation, Execution, troubleshooting, Application -
support (24/7), of already developed and running Postal Software
Applications Namely Express Mail Track and Trace System
(EMTTS), International Postal System (IPS).

© Maintenance, troubleshooting and integrating Mobile Delivery
Updating System and Allied Dynamic Websites/apps

© Maintenance and Management of Customer Care Call Center and
Complaints Management System for Pakistan Post.

© Provision of IT HR deployment.
BETWEEN

THE GOVERNMENT OF THE ISLAMIC REPUBLIC OF
PAKISTAN THROUGH PAKISTAN POST OFFICE,
AN ATTACHED DEPARTMENT OF MINISTRY OF

COMMUNICATIONS, GOVERNMENT OF PAKISTAN,

ISLAMABAD

AND
N -

M/S 360 TECHNOLOGIES (PVT) LTD,
16-D, 3RD FLOOR, SAFDAR MANSION,
FAZAL-E-HAQ ROAD, BLUE AREA,

iISLAMABAD. :

BASELINE AGREEMENT FOR MAINTENANCE, OPERATION,
EXECUTION, TROUBLESHOOTING, APPLICATION SUPPORT OF
ALREADY RUNNING POSTAL SOFTWARE EMTTS, IPS, MOBILE
DELIVERY UPDATE SYSTEM (MDUS) & ALLIED DYNAMIC WEBSITES/
APPLICATION, COMPLAINT MANAGEMENT SYSTEM (CMS) WITH
CALL CENTER AND FOR THE PROVISION OF IT HR DEPLOYMENT
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This Agreement together with Appendices and all the documents annexed including
tender notice/document hereto forming an integral part thereof is made this I* day of July,
2021 between the Government of the Islamic Republic of Pakistan through Pakistan Post
Office, an Attached Department of Ministry ef Comint:: jcations. Government of Pakistan.
Islamabad hereinalter referred to as “Client™ which sxpression shall. whe > the context so
permits. includes its successors in office and assignecs as the first Pary and M/S 360
Technologies (Pvt.) Ltd, 16-D. 31d floor, Safdar Mansion. Fazal-e-Haq Road, Blue “Areq.
Islamabad, Register with SECP. (Which expression shall. where the context so admits.
includes its administrators, successors in interest/office and permitted assignees) hereinafter
referred.to as the Contractor as the 2™ Party.

Whereas the Client is involved in provision of Postal Services including Express Post

Services to the public at large in Pakistan intends to entrust the Contractor. the following

=
services for the project titled “Baseline Agreement for Maintenance. Operation. Execution.

Troubleshooting. Application Support of already wariiing. Postal Software EMTTS. [PS:-

Mobile Delivery Update System (MDUS) & allied dvnamic Websites/ Mo iile Application,
Complaint Management System (CMS) with Call Center and for the provision of IT HR
Deployment™;

1 Technical management and supervision of the system/ project. 5

2 System installation, debugging and maintenance of the Software Application.
3 Placement of technical staff at the designated stations/ locations,

4 Human Resource Development of postal officials/officers relating this

Agreement.

@os\\a\ Extension of system to other locations/siations under the directions of the
RS o e
R L lient.

m; WHERL, the Contractor on the desiie oi Ciient has agreed o provide the
.’,u'
services for maintaining, updating, troubleshooting  and integrating the already
running Express Mail Track & Trace System. IPS. Mobile Delivery Update System
(MDUS) & Complaint Management System (CMS) with Call Center at the designated

ocations.

cfinitions

Unless the context otherwise requires. the folicwing terms wherever used in this

Agreement, shall have the following méanings:-

2.1 “Technical Supervision” includes the technical supervision of the project and
deployment of technical/ trained profcssioml.staff for technical operation and
management of Express Mail Track & Trace System. IPS. Mobile Deliveri‘
Update System (MDUS) &Cpn‘xplainl Management System (CMS) with Call

=4

Center Project at all the locations covered by this Agreement.
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| 2.2 “Maintenance” includes support for computer hardware/ networking equipment

‘& networks (excluding narts & accessories) and support. for the Soltware

Applications:

2.3 “Operations” includes day to day operations of the project;

2.4 “Software Products” includes Desktop and web based applications for the
Booking Offices (BOs). District Mail Offices (D.M.0Os), Delivery Offices

(D.Os) Headquarter's Website. Express Post website and all other related

R T P DR

modules either existing or developed during the currency of this Agreement;

2.5 “Technical Team” includes Project Manager, I.T. Support Engineers, Sohwme

e
5208

Designer, Software £y ngineers/ Programmers /Deve lopers/ icslexs/Database
Administrators:

2.6 “Network Management” includes reconfiguration of Local Areas Network
(LAN)" Network Security & Virus Protection.

2.7 “Development of In-house Human Resource” includes training of all
operational staff including Managers, Assistant Managers, clerks, supervisors,
Officers and technical team of IT Wing of Pakistan Post.

2.8 “Internet Facility” includes DSL Internet connectivity for all the locations that

RN R

are included in the scope (etwork) of the Project.

€z |
Ew’:} |
&

#

2.9 “Contractor Personnel” mean the personnel deployed by the Contractor for

carrying out the services under this Agreement and whose complete particulars
will be provided to the Client betore deployment.
2.10 “Effective Date™ means the 1% day of July, 2021

’*" k&gﬂ@l ications of Agreement” means any modification in the terms and
; 07"1‘01’ éo‘ i

9 sonditions of this Agreement agreed upon between the Parties in writing and

any financial obligation assouated therewith.

“System™ means Express Mail Track & I'mce System, [PS, Mobile Delivery

Update System. Complaint Management System with Call Center, two

ST

websites and one Mobile Application.

“

‘Project” means Baseline Agreement for Maintenance, Operation, Execution,

s

e

Troubleshooting. Application Support of already working Postal Software
EMTTS. IPS. Mobile Delivery.Upclate System (MDUS) & allied Dynamic
Websites/ Mobile Application. Complaint Management System (CMS) with

B

52 B

Call Center and for the nrovision of IT HR Deployment.
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-
2.14 “Client” means Pakistan Post Office Separtment. Govertanes: of Pakistan. G-

8/4. Islamabad.

2.15 “Contractor” means M/S 360 Technologies, (Pvt) Ltd,16-D, 3rd floor,
Safdar Mansion, Fazal-e-Haq Road, Blue Area, Islamabad |

&
3. NOW, THEREFORE, THIS AGREEMENT WITNESSTH AS UNDER:-

M/S 360 Technologies, (Pvt) Ltd, 16-D. 3rd floor. Safdar Mansion.

Fuzal‘é-Huq
Road. Blue Area, Islamabad shall carry out Maintenance. Operation. Execution.

- Troubleshooting. Application Support of alread: working Postal Software EMTTS.

IPS, Mobile Delivery Update System (MDUS) & aliied Dyiiainic Websites/ Mobile

provision of IT HR Deployment Project for the Client. The list of services that are

already barcoded and tracked are as mentioned in Appendix “A” or any other
service to be added subsequently by the Client. The name of cities where the above
system is presently functioning is contained in Appendix “B, C and D" annexe

hereto.

d

3.1 That the system description and its precessing and functionalits are indicated as

under:-

e Designated Post Offices and District Mail Offices of the selected cities

; have been provided with the computers.
5M9°5':\.‘,\ .

. A centralized web-based application system i.e. EMTTS shall be
X ot

A 04 AN
f —%“‘?"%Qqa‘&\

i« maintained at each location and a central access to overall database
@
PANSE A0
e will be given to Circles and to Headquarter for monitoring and

=T reporting.
, 55 BV porting
& @ (-’%l Bar Codes shall be used at ali tocations whether computerized booking
; 91, &) / office or Manual booking office for Track and Trace of all Kinds ol
(&) 43
: X3 -

articles bearing barcode.

Postal articles of the services identified through barcodes shall be
covered by this Agreement. The articles booked at the offices where
computers have not been provided, shall be entered in the system at the

respective District Mail Offices.

4. SERVICES
4.1 The Contractor agrees to provide to the Client with the following services

(hereinafter referred to as the “Services™): The Contractor will be responsible for:

Application, Complaint Management System (CMS) with Call Center and for the
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.

The Maintenance. Operation, Execution. Troubleshooting, Application
Support of already working Postal Software EMTTS. [PS. Mobile Delivery
Update System (MDUS) & allied Dynamic Websites/ Mobile Application.
Complaint Management System-(CMS) with Call Center and for the provision
of IT HR Deployment including techpical documentation and user manuals.

The Contractor will be required to extend the system at other locations /
stations as and when identified and desired by the Client.

Technieal Supervision of the project,
Training of the personnel of the Client concerning with this project.

Maintenance and support services for networking equipment and operating
system.,

Provision and cost of server (S) hardware, its administration, information
security and management with suitable specification to ensure the required
response time will be the Client’s responsibility. The contractor will share
the required specification of server to ensure the required response time of
application. The server response time should ideally be less than two (02)
seeonds, however the response time in case of national server should not be
more than 10 seconds. However, in case there is some issue with application
response the clien! shall issue a notice to the service provider for identifying
the delay. The service provider will check and submit report with the reason
of the slow response of the server, upon that the severity framework gets
upplim/)/efz:r issue resolution. -

The Contractor will provide an infrastructure for operation of an Internet (i.c.
www.dakkhana.com). The current Management Console and Management
ini@mﬁ?gon system will be transferred from Www.ep.gov.pk (internet) to the

WO onet :
” ‘eg\ogé@gg%éﬁ@an anet.
: oA

) GO0
L OWE a0 Ve y : . : 5 AT :
\'11%2‘45:’:3&%1%51011 of" all accouniable articles in the scope of EMTTS (Parcels. VPL.

@
WVPP ere),

Initially the system will process all accountable articles in automated Post
Oftices. GPOs and DMOs. The system has to be made capable of storing and
providing data of all acccuntable articles,

Hosting, adminisiration, information security and management of IPS
national server is responsibility of Client. The Server configuration will be
responsibility of Client whereas the application configuration on server will
be contractor’s responsibility.

Integration.of IPS with EMTTS and vice versa.

Integration of Mobile application with IPS server.

Deployment of support engineers on full-time, extended time, visiting and on
call basis at designated locations as mentioned in Anmnexure-B. C and D or as
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xiv.

o

iii.

per directions of the Client. The locations/sites can be added or subtracted by
the Client.

The Qualification of Support Engincer is preferably Bachelor Degree in any
1T discipiine or Graduation with {T dipioma with prior relevant expericnce.

$

Technical Supervision

The Contractor is required to keep the systems up and running on 24/7/363
basis. ’

The Contractor will deploy the qualified and trained technical professionals
for technical operation and management of the project on locations as per
requirements of the Department.

The Contractor is required te consult and share the tastinieni-
the candidates with the Department before deploying any Support Engineer
The specific permission of the Department will be required.

Muaintenance includes the maintenance and support for the computer
hardware, networking equipment and networks up-gradatizn and support
Sor the computer hardware, networking equipment and networks up-
gradation where the procurement of hardware is required is client’s
responsibility and support for the software application will be the
responsibility of contractor.

Software product includes web-based software applicativus for booking

offices, District Mdil Offices, delivery oftices. headquarters. website (s). patch
applications etc.

The placement/replacement/change of Support Engineer will be made with the.

consent of Client.
The Department has the right to change the status of any location at any time.

The technical person should be deploywd exclusive for the deplovment
location of this project. X ;

Papment is linked with the satisfactory pecformaiice certificate of the Client
Srom ihe deploymeni locations.

Network Management

iii.

Maintenance & Reconfiguration of Local Area Network where required.
Network Security.

Virus protection.

Training of Personnel of the Client

To train officers/ officials of the Clieni for this proiect for cach location’

station as and when required,

10
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ii. To train two officials of the Client at each location for post Agreement
running of the project as and when required with consultation of the Client.

The training includes followino: o

. Windows

. iastallation.  configuration, function, operation  and Troubleshooting,
Application Suppurt of already working Postal Software EMTTS, IPS. Mobile
Delivery Update System (MDUS) & allied Dynamic Websites/ Mobile
Application. Complaint Management System (CMS) with Call Center.

iii. Training regarding Technology Transferring to the Technical people (IT
Wing) of the Client as and when required

v Maintenance. support and troubleshooting for hardware and network.

V. Data veplication to and from the headquarters and automated locations.

Vi Training of the operational staff at each location .

vii.  Conducting refresher training sessions for the operational staff of the Client on

spot twice in a year.

Technical team deployment

The Contractor shall deploy LT Support staff at each location. The tentative number

of staff at each location is given in the Annex B, C & D. which could be increased or

decreased according to the requirement of the Client.

9.2 llmxe\% .ﬁ\t shall be the responsibility of the Contractor to ensure uninterrupted

8.
9.

9.
a.0%

b s

\g&\dﬁ@ﬁn@&m&med in this Agreement at all the selected locations for which he may
N\

o\

Mﬂ?&. above scheme of deployment. The vendor must share the deployment
ieme every time a change occurs after approval of the Director General, Pakistan
t Office department or his nominated team.

g tc}(mllv Contractor will provide 28 resources at deployment locations.

'Vl. intenance and Suppor 't

iii.

To provide complete networking maintenance and support service.

To provide wmaintenance ot networking equipment, accessories and
peripherals.

Resolving all other technical issues pertaining to upkeep and running the

system.

EMTTS & IPS System Management: -

11
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7 Development and updating of SOPs to manage EMTTS. IPS. Mobile Delivery
Update &Complaint Management System with Call Center.

ii. Inclusion of non-automated offices operating under the jurisdiction of
automated locations in the system with the priar permission of Client.

Main Functions of the Contractor w.r.t EMTTS

i. 100% data replication to the central servers.

ii.. Availability of track and trace information in respect of articles entered in the
system. :

iii. Immediate availability of data on website for online track and trace

information.

iv. To handle, maintain and update the database.

To identify the problems if any, in running of the system and to remove them.
&Mf&\&n"‘" Generation of reports for M.LS. relating to EMTTS. IPS. Mobile Delivery

W Update &Complaint Management System with Call Center

vii.  Any other ¥

EMTTS Extension

The Contractor will extend the system to new locations as per instructions of the

Client to expand the scope of the system.

I'S-1PS Integration

Jie
4 7 IPS, International Mail Processing Software. is functional in all offices ol

exchange. Both EMTTS and IPS National Servers are required to exchange
data with each other. The Contractor should ensure uninterrupted and smooth
data exchange between servers in order to provide end-to-end tracking

The integration is also required for the articles updated through mobile

devices/EDAs through Delivery Updating System.
MIS Development for EMTTS/IPS

Currently MIS of EMTTS and IPS are separately available to all managerial tiers. The
Contractor shall integrate it to a unified MIS System and enhance the roles/reporting

facilities as per directions of the Client.

International Postal System (IPS)

12

st

=




~

A

R

e

16.1

16.2

TS

158

16.4

Page- 9/41

IPS is Universal Postal Union (UPU) software whereby no immediate re-engineering
is required. The Contractor shall learn the configuration and maintenance of the
system and keeping the system opemtlonal on 24/7/365 basis. Currently system is
operational at 07 International Mall Ottlces (IMOs) and 01 National Server.
Islamabad. The Contractor will be responsible to upgrade the IPS System to the latest
version within one month of signing of this Agreement. The Contractor shall also
ensure availability of MIS relating to' EMTTS and IPS as per the satisfaction of
Client.

The Contractor undertakes to provide:

a) Software Configuration, VPN Configuration and connecting local servers with
IP3 national Server. and connecting IPS National Server with UPU server.

b) Software Maintenance Services:

¢) Software troubleshooting Services:

These services will be provided for all the modules of both the Software ¥ Applications.

Database Maintenance

a)  Database Maintenance Services;
b) &ﬁénw daily*and hourly backups of both the databases:
Q&‘

o z‘z 0396'31‘11) of Data backups;
°\‘Q N

@ Exchange of Data with UPU on daily basis;

j; Contractor will be responsible for the installation of anti Virus Software, but the

licensing cost will be borne by the Client.

b) Installation of its Patches.

¢)- Downloading the latest DAT files and its Installations.

d) Scanning / cleaning ot all computers and server machines at locations.
Training of the employees.

The Cuntractor agrees to provide basic computer training and specific training for
running systems to the otficials & officers deployed by the Client for the projects at

all the locations included in the scope (network) of this project. The Client will be

13
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e

responsible for nominating the operational staff such as Managers. Assistant &Eg
144
Managers, and Clerks (FDOs/DEOSs). !:
{#
16.5  Preparation of SOPs 'f
[ 5
The Contractor shall prepare the SOP for the use 6f the software of EMTTS. IPS. J?ﬁ?
Mobile Delivery Update System, CMS with Call Center and will give training to the &
end users and technical staff on those SOPs. |E‘£
16.6  IPS Locations included in the project
Contractor shall provide the services as agreed between the Parties and depute a
Support Engineer at the following IPS locations: y
|
|
1. Karachi Letters IMO. 2. Karachi Parcels IMO. &
&
g
ou~ 3. Karachi EP Center. 4. Karachi IMO ICG ?j
2! 5. Lahore IMO. ‘ 6. Sialkot IMO.
) o
‘\\“\\gg\ga\gélamabad IMO 5
o N G
Q\"’c':\o‘ﬁgoﬁ‘_os‘#‘?’\.ﬁ“ i 2 5 ; % ; n%’
g\‘*‘l\s@@ -‘hogatlon(s) can either further be added or dropped in accordance with the present g
Vet i
W terms agreed for the nature of location. g

16.7

18.

Following tasks shall also be performed by the Contractor w.r.t, IPS:

Hosting of National Server,
Connectivity of National Server with IMOs.

Electronic Data Interchange (EDI) with UPU Server.

Troubleshooting of server and locations along with installation. configuration

and training, as and when required.

R R S e T L O

Integration with EMTTS and Mobile Delivery Update System.

Integration and operation of Web Based Custom Declaration System (CDS)

RS

R

Delivery Update through Mobile Application
Pakistan Post has implemented a system to update delivery information of
international articles into IPS through mobile phones/EDAs. The Contractor is

required to maintain the system to include domestic and international articles in the

system.

Objectives

14
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18.1  Delivery update through Mobile Application

The Contractor Undertakes to provide:

a) Development of a back-end application for handling the communication
server. .
b) Maintain the system and ensure a communication system between mobile

device and IPS server for instant delivery update.
<) Provide uninterrupted support to delivery offices messaging server.
18.2 Mobile Delivery updates System’s locations included in the project
The scope of this agreement covers all delivery offices.
18.2.1 Location(s) can either be further added or dropped in accordance with the

present terms agreed for the nature of location.

18.2.2 The Contractor is also required to update application as per requirements of the
Client after consultation and approval of the Director General, Pakjstan Post Office

department or his nominated IT Team.,

19.  Establishing & Managing Call Center and Monitoring Cell for Customer Care

19.1 The Commctgr shall manage an inbound Call Center that is already operational.
19.2 The Contractor shall manage the' Call Center for efficient response to the Customers

%& Pakistan Post. Contractor shall perform the activities in the Call Center on the

Q@R 4
fwﬂkd‘ﬁwﬁ‘@ﬁﬁ'of Client. The Contractor shall manage the available hardware (Computers

ERNER

o

@069 ﬁﬁi\qth aceessories. Networking. Fax machine, Printers, Headphones etc.), Call
RN k

}-07°
M Recording Mechanism. furniture, IVR, and staff for the Call Center,
- s

Provision and upkeep of system for the Call Center shall be responsibility of the

Contractor.

The Call Center has already been integrated with web interface and mobile
application capable of receiving complaints and placing the same in the existing

Complaint Management System (CMS) of Pakistan Post

19.5 Contractor shall bear the cost of all utility bills. A Sub-meter for convenience of

Contractor shall be installed at Call Center for electricity by the Client.
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19.0 The Contractor shall pay rent Jor the space of Call Center and Mounitoring Cell ay

per the rates notified by Ministry of Housing and Works Islamabad at @ Rs. 64"
PSF

19.7 Contractor shall provide telephone lines. fax & dnternet connections (DSL) for this
Call Center.

19.8 The Company’s agents at Call Center shall take complaints from Pakistan Post

customers and register the same complaint on CMS.

19.9 Call Center agents shall acknowledue the receipt of complaints to the complainants
& & !

through phone/fax/e-mail/wveb site/Cell phone/SMS etc.
19.10 The Customer shall be intimated about the e settlement of complaints through SMS.

19.11  In case delay occurs in settlement of complaints the Monitoring Cell established with

/ i\vdﬁ“? Call Center shall intimate the complainants about delay with apology and shall
\\
%\g‘\

A T S e

i

2

e At

i

\0‘ OSKQ’WQcomplamanls anew time line for ultimate solution of the complaint.

6 g
?]2 deleted

Provision of SMS notifications to, the Complainants about registration of complaint

and settlement of complaint will provided.

»
One of the Call Center Agents (to be designated by the contracting company) shall

serve as the Supervisor of the Call Center.

19.15  The Contractor shall not use his name and logo on any application for any purpose

other than Pakistan Post Office Department.

20. The contractor will ensure that mformatwn of 10% articles entered in the
system is available over website within a minute. In case of non-compliance
a penalty as per terms of the agreement will be imposed in addition 1o
charging of cost of loss due to that JSailure.

21. Up-gradation/Revamping
The Contractor shall be responsible to update all outsourced applications as per
requirements of the Client after consultation and approval of the Director General,
Pakistan Post Office department or his nominated Team. The updated version will
remain the property of the Client (PPOD), However. following immediate

customized services will be continued: £
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