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Th$s $oftx*ns Mxintxr*une* A&y&Br?r*nt k **t*red i*xw x* 6*t}x$'S[n *SSfi et H*rad'f{"

$E*n*X!ill

W$i {S?&LV$T tY #sl{rt$st}* {p$t } t*f$tts$ t$*ffi}, ss t}}fsfttts*fun T,e*hnology CorilpsnY having its }{*ud

*fnq* nt *s[g, S*. S$surn &l-fi*1,*n'rnw S.e*t*r, Mkyw$rq$xk*{* l(*r:r*ki+S*klstmn iher*turmft*r ref*ned tm ar

w ,'{vEwm&tr}, sS ths}r Wft\rsr* Frsdqt* *srok*rw6* prffiilsde', St",lY rsBtq$ent*d b ifr S*m:'& sir*r&r *
Bu*in*gr S*unl*sltt*xt, sffir, I{urxry$rxn J,str&H *Yed,

&nt#

&ifs. $fo,n**n* (pp*t*l g**ur$tl&* {SrS-} l*mlffi, hcv}nrg its F{sed ffice at office # Mt5-16, Meer*nirria

F{**r, Fxnk Tffw*r$o filiftmn, Emv*e}ti. {}rmr**nattei rut*nm$ to .ms th'* *U[S$fifilrt]e{$e$*&u'}, duly

r*pr*sented hy lts Chlef Executtrva Offkor* Mr' Flauskad Charndia'

M&tlgIE {.q& l:{fi x *$" p s{Jrr"s sT, *s &yl ss$

B*ginni.rrg *:* the el*y *f ex*cutl*rr ,*f thi$ aglreerxe*t, t*l* Vetrd$r sha{t provide the fr:ltowing

M ain{***nce x nd $uprp*rt S**nric*s:

r T[r* Vendnr" shall Wr*vid* F*ulp SeEk s*rviss* for reportq* err*r* and nn*]functi&*s end

tr*t*hiestr**tin6 prnbl*n"rs. l.telp $esk s*rvi**s **rslt b* Sn-Lirie and or by tr*lephmne lines *rreJ or

via e-nrail

* The Va*d*d* $,i*l;: $**k s.Hrvks$ *lss inch*de bu{ *re **t }}mired tc the foll*wing serulces:

it. &ssi${frt'}fl* l"*lat*qJ tc qu*sttonx *n {he issuen *f the subject **ftwar*;

h, ,&$$i$t*nc* in idelrtifying and d*{grminir\$ the ***$e$ *f *usp**t*d &rr*r5 sr ma}functions

in tl're s*ftwar*,

cj A*vifitr *n qJetn*r* or *u*rkftr*une$u fur lswntifier$ srr$rs *r mxlfi"*nrfi*nx, w*"t*re

re;*s**x hly *v* iiahl*.

#. t*l$r*rr,t'"t*ti*n #ft #r'r'#*r$ ,$)r$F"-,t*t-*,mlv i#wrttlf$mri fuy t*t*

d a*t r* r* s s tq::* it h# ;str w+: h# p# 
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* Telepharric Suspsrt during NsrnrfrI \&orking Susinpss l'iours.& Sxys. Such support shall include

consultation on the operational working and utilization of the Software.

r The Vendor rnay execute On-Line Support Diagnostics frorn a remote Vendor location solelY to

nss{st in th* id*rrtlfieatinn* isdxtisn & erudicatton of suspected s0ftwar& errs.rs mr malfulrrtisns.

r V*nder shall undenake error correction serviCes consisting of the effiCIrt* ttr d,rsign e*de a*d
implement programrning changes to the Ssftwere and shall use its best efforts to make

corrections in a mannqr that is mutually beneficial. Vendor shall disclose all known defects and

their detours or workarounds to vendee.

r The Ve*d*r may provid* the replaeetmenisssy ar esfrsstioxi,s*rvices to the Vendee for any

eryor, r**if{Jlt{tisn, or dsfect in suftwsr,* that, vrhen ils*d as deliyered, failed to perform irt

accordance with the buslness specifications,

* The Vendor may provide On-$ite support if diagnostics or troubleshooting from a rernote vendor

f*ention is rwt p*sslH* dt}* tm Fnl, uhfurss*sn *ituati*n lihe lost of tftternet connectivity etc.

' ffiffi,ffi,$;:ff;ffi,ffi ffi,.,Hflfiffiffi",,ffi: ffiffi#:ff ffiffiH

Lmt€t0sg R*$$ffi|!t$*;
Whsr* a rnajrr fau{i sfssr$ 5tlrh {&}et a bng$n*ss-critical function is not operational and major uxer

ln *nwniexs* is h*ing caused th*n, betwrmen $:W',m"m.'trr 6.ffi p"m. &4nnday,thrau6h SrrHay the Vendor

shall endeavor to respond within one hou4 or

I"f;VEI. TWS ftESPSI*SE;

Where a fault occurs $uch that a functlon is not operational but e workaround is available and is cau*ing

significant ussr inconvenienre then; hetween 9:00 a,m,to 6:00 p.rn. Monday ttuough triday, th* Vendor

sh*l[ r*spond vrithin *** day; or

LEVEI THREE Rf;$PONSE:

Where a fault occurs such that a non-critieal funstion is not operational and Is cqusing an inconveni*nt
praht*rn br.rt is nnt eausing *igrr{fiu,ant rl$sr'i.}xe6rsi&r{irr}6e th*}};'hsttru*#tt 9:00 a.m;tm Slffi p.m. Monday

through Friday, the V€ndor shall respond within three working days,

pA flvt E N I r CI n" n4ALf{IgNA lfQr

The Vendee shall pay the Vendor fsr Software Maintenance & Support Services yeady'pKR 800,0m/-
+$x*sc Yax {flay*h}e in 4 *,qu*l ifi$t*{ryt#ilts} Th*s fery $}ill bs sub"fect f,o:rfiutual:heresse after *iery IU

{ tuvm$u'm } u:w [wm*m r $"Y]ffi nth$-

YSffiW-ffiffS;,$+Pffff",ffiffiH

SLuh,$**t tw {iffit*l,g p*yrtt#$"$t hy tfum knmt"rq*w# #f ti"te r}1ffi}r'!t{#rtwffi## fwwx,

flvtuirit#rirrflrfl* & Srspfj#rt Smr"vic*s #s r$*s*r"il:*# m[:*w* tr:r m rxtinir']]Li{T}
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