OFFICE OF THE PRINCIPAL COMMISSIONER OF CUSTOMS (IMPORT)
AIR CARGO COMPLEX, SAHAR, ANDHERI (E), MUMBAI 400009.

Dated:

F.No. EDI- 36/2006 CC ACC

.03.2016

TENDER NOTICE
Sealed "Tenders" are invited from experienced Service Providers/Contractors having vast
experience in the field of repairs & maintenance of Computer Hardware, its Peripherals & also
maintenance of Anti-virus software with minimum experience of three years for "Comprehensive"
Annual Maintenance Contract (for the sake of brevity called as "Comprehensive AMC") of
Computer Systems in the Air Cargo Complex, Sahar, Andheri (E),Mumbai- 400099 for the period
of 12 (twelve) months from the date of signing of the contract.
2.
The Annual Maintenance work will comprise maintenance of Personal computers &
maintenance of Anti-virus software at Air Cargo Complex, Sahar, Mumbai. Interested vendors are
advised to visit the Air Cargo Complex, Sahar, Mumbai to inspect the hardware in its present
condition before .submission of quotations. It is expected that two qualified Residential Engineers
are deployed by the vendor at Air Cargo Complex, Mumbai for the AMC.
3.
Bids are invited in two Bid systems (1) Technical and (2) Financial, which shall be sealed
separately and enclosed in a single envelope.
4.
Technical Bids must contain the complete details as desired by this tender. First,
Technical Bids of all tenders will be opened. Subsequently the Financial Bids of only successful
Technical bidders will be opened.
5.

The "terms & conditions" of AMC are enclosed as Annexure.

6.
Bidders are requested to submit their Sealed Tenders for the AMC in the EDI section of
the Air Cargo Complex, Sahar, Mumbai-400099 by ·29.03· 20.i..6 up to 05:00 PM. The
technical bids will be opened at 11: 30 l\t.4on 30.03·2.01~ . The financial bids of the bidders
successful in Technical bid will be opened at 11:';3o~n
31:02.201b ..
7.
All relevant rules and regulations of Government of India will be final, applicable and
binding on all bidders.
8.
The Principal Commissioner of Customs (Import), Air Cargo Complex, Sahar, Mumbai,
reserves the right to reject any or all of the bids without assigning any reasons.

~~/!J9
Uor:S S~vale)
Add!. Commissioner of Customs,
EDI ,Air Cargo Complex, Sahar, Mumbai.
.

Encl: as above

If1/~6 --

ANNEXURE
TERMS AND CONDITIONS

TO THE ANNUAL

MAINTAINENCECONTRACT

OF COMPUTERS

1.
The contractor shall not sub contract / outsource the hardware maintenance jobs to any
other agency. In case of firms who do not have their registered office in Mumbai, they should
have at least an operational office in Mumbai. The contact.address and the working strength of
the office should also be indicated. Only those contractors having experience of handling the
AMC for at least 300 computers/peripherals for the past three years need apply for this tender.
2.
Maintenance services shall consists of preventive & corrective maintenance of 154
computers (CPU, Monitors and accessories) and 114 printers, computer system hardware
including peripherals, maintenance of Anti-virus software & also maintenance of LAN network
wherever it exists. At least two Resident Engineers should be available in the Air Cargo Complex
for ensuring that all the computer systems are in smooth working condition.
3.
Antivirus software should be compatible with the operating systems which are presently in
use in the computers. Software solutions should be from reputedyendors,
4.
Maintenance services shall be provided during norrnalworkinq hours of the Air Cargo
Complex, Sahar, Andheri (E) Mumbai 400099, from 10:30 hrs to 17:30 hrs. :
5.
Services of Engineers may be required to be executed on Sunday/Holiday as and when
required.
6.
Maintenance contract will be effective from the date of signing of the contract and
furnishing of Sank guarantee which will be valid for one year.
7.
If the services are not found satisfactory during AMC tenure, the contract can be
terminated by giving one month's notice to the AMC Services Provider/Contractor.
8.

Payment of the AMC will be made on quarterly basis after.completion of the quarter.

9.
The AMC Services Provider/Contractor firm shall attend the. complaints immediately to
rectify the computer system and machines and make them in working condition.
10.
Machine down time should not be more than 24 hours from the time of report of fault. This
would include attached peripherals also.
11.
In case of hard disc failure, it would be the responsibility of the vendor to retrieve the data
to whatever extent possible.
12.
Response time of a call should be within 24 hours and in case of any failure to respond
within the stipulated time, a penalty (as per the details given below) shall be imposed which will
be deducted from the quarterly payment of the AMC Contractor/Firm. However, the penalty
clause will not be applicable if a standby system/computer peripheral is provided by the
contractor firm.
13.
The vendor shall submit a performance bank guarantee issued by a Nationalised Bank for
the period of the AMC to the extent of 20% of the total AMC within a week of the award of AMC.
This bank guarantee amount shall be forfeited by the department, if the vendor is not able to
provide fault clearance in time or if the overall downtime in the computer systems exceeds 30
days 50% of the guarantee amount will be forfeited if the downtime of a computer peripherals i.e.
printers etc exceeds 30days.

TABLE OF REFERENCE FOR PENAL TV
Sr.No

Types of Computer/Equipment

Suggested Downtime Penalty

All Client Computers(General Use)

Rs.1000/-per day.

1.
2.
3.

If the equivalent standby is given within Nil Penalty
2days(Downtime is Nil)
Downtime plus >30 days for mission critical 50% of Bank Guarantee or higher
services/Computers/Peripherals

14.
In the eventuality of the AMC service provider not being in a position to rectify the fault
within 24 hours for equipment, standby machine of acceptable similar configuration shall be
provided by the contractor. On failure to provide standby machine, a penalty of 0.5% per day
machine of the contract value will be levied. Delay beyond 03 days in rectifying the reported
problem will entitle this office to exercise the option of getting the.work done from another agency
and recover the cost incurred, in addition to penalty from the AMC vendor. Delay beyond 20 days
may lead to cancellation of contract by this office.
15.
All complaints/problems reported should be· rectified to the user's satisfaction by the
contractor before the end of next working day from the time of booking of the complaint.
16.
However, if the contractor provides a standby system of similar configuration and quality
acceptable to this office on returnable basis, the penalty for the downtime shall be calculated only
till the date of providing such system/subsystem to this office.
17.
Spare parts supplied by the contractor in lieu of irreparable components should be brand
new/original and of reputed manufacturer, for giving satisfactory performance. Used/repaired
spare parts will not be accepted.
18.
If system/subsystems are required to be taken out of office for repairing then standby
system/subsystem of similar configuration and quality acceptable to this office should be provide
on returnable basis. Contractor will be responsible for transportation and delivery of the
system/subsystem. Such hardware under repair should be returned repaired to the satisfaction of
the user/EDI Section within a period of maximum fifteen days.
19.
Contractor firm should have proper complaint call registration procedure, follow up etc and
provide traceability of all complaints from registration to call clearance. Contractor firm shall issue
a customer service slip after every service visit, clearly indicating the time of call by the user
department, time of attendance of the fault by the AMC holder, nature of fault observed and
whether cleared or not, if under further observation, then whether normal usage can be continued
and details of subsequent visit after 2 days of observation, closure of call clearance of fault and
any other relevant information.
20.
On the last day of the contract, the AMC Contractor should ensure that all the computer
machines and other accessories are working in satisfactory condition without any problem. This
will be reported and got checked by the AMC vendor through the authorized officer of this office.
The last quarter payment will be released only on getting satisfactory report. In case of any
trouble, the AMC vendor will ensure to rectify the trouble along with providing standby machine
without charging anything extra even if the period of the AMC lapses. The penalty clause is
explained above at Sr. no 13 above.
21.

The amount quoted in the AMC by the vendor should include Service Tax and all other

applicable taxes.

22.
The number of Computers including peripherals under AMC mentioned above can be
increased or decreased at the discretion of this office. The quarterly payment shall be made for
actual number of hardware under contract. The item wise rate given in the AMC's will be added
during the period of contract.
23.
The bills of AMC will have to be submitted in triplicate, duly pre-receipted along with
service cards or month wise MIS reports maintained by the contractor. The service cards are to
be signed by the user of the PC's as well as by the designated officer of the EDI section.
24.
In case bidder desires inspection of the computers and its peripherals prior to submission
of tender he may inspect the same after taking requisite permission of Assistant Commissioner
(EDI) on working days at his own cost.
25.
The contractor will physically inspect all the hardware to be covered under AMC and
submit detailed hardware configuration report of each equipment before taking charge and
commencement of AMC. The outgoing contractor shall hand over complete stock of hardware in
good condition and shall have to replace all the parts that have not been properly maintained,
which any other party undertaking to do the maintenance thereafter would insist on replacement
before they can take over the machines for AMC. For this purpose a detailed list of equipment or
parts to be replaced may be given by the outgoing contractor and duly approved by EDI section.
26.

Tenders along received in this office after 05:00 PM, ~ .03':{Ol' shall not be considered.

27.

Service as per the AMC to be provided by the Service Provider:
(1) Scheduled Preventive Maintenance (PM) at least once in three months as follows:
(i)
Cleaning of the computers and all peripherals..
(ii)
Cleaning of all the electrical contacts (associated with computers).
(iii)
Checking of all D.C. Voltages (associated with computers).
(iv)
Oiling & greasing of mechanical parts if necessary.
(v)
Cleaning & alignment of Floppy 1 CD drive head.
(2) Unscheduled, on call corrective & remedial maintenance services to set right
malfunctions of the system. This includes replacement of unserviceable parts I"
peripherals. The parts replaced will either be new parts or equivalent in performance
to new parts. Whether a defective item or component is to be replaced or repaired
shall be at the sole discretion of the service provider 1 contractor firm. Any problem
related to device driver shall have to be attended by the service provider 1 contractor
firm.

28.

Monthly Preventive Maintenance (PM) shall also be carried out in addition to attending the
specific complaints. A comprehensive report to this effect would be submitted by the
contractor to EOI section at regular intervals. This in effect shall also be entered in the log
book to be maintained for each computer. Monthly SChedulefor PM may be decided in
consultation with the EOI section.

29.

The selected vendor shall not sub-contract the whole or part of the works without prior
consent of the department. Such consent, if given, shall not absolve the vendor from any
liability or obligation under the contract.

30.

The personnel of the selected vendor shall abide with all the security regulations in Air
Cargo Complex, Sahar, Mumbai.

•

TERMS & CONDITIONS

31.

The TECHNICAL

FOR SUBMITIING

BIDS

BID should include the following:

(i) The bidder must have at least three years experience in performing jobs/work of similar
nature in Centrall State Government Departments/PSUs IReputed Private Companies.

(ii) The bidder shall submit details of annual turnover of their firm for the financial year
2013-14. In this regard. chartered accountant certificate certifying the bidder turnover
to be enclosed with.
(iii) The Bidder shall submit Income Tax Return for the last three years.
(iv) The Service Provider shall quote VAT Registration No.lPAN No. at the time of
submission of tender.'
32.

The FINANCIAL BID should include the following:
(i) The vendor is required to quote rates of maintenance servicecharges (inclusive of all
taxes) for PCs/Printers etc which includes free replacement of hardware spares and
components.
(ii) The vendor is required to quote the total cost of AMC and the Anti-Virus
maintenance/solution for a period of one year inclusive of all taxes and charges and
should include the cost of Resident Engineers to be posted at Air Cargo Complex.
Sahar.

"'b/03/~t

-

(Dr. S Dhavale)
Addl. Commissioner of Customs.
EDI .Air Cargo Complex. Sahar, Mumbai.

Copy to:
1. Notice Board
2. ACC-Mumbai Website
3. CBEC Website & www.eprocure.gov.in.

