Pre Bid Queries for theGeM bid ref no. GEM/2023/8/3001 dat

ed 18/01/2023 for Supply, Installation, Implementation and Maintenance of Chatbot Solution in Canars Bank for 5 years

Sl

GeM Bid Clause

Clause/Technical Specification

Bidder's Query

Bank's Reply

Annexure-1
Scope of Work& Functional Requirement

Sl. No. A

Conversational ChatBot:

Point no. 16: The bot should be able to mask un
parliamentary and unprofessional inputs from the end-
users.

a) There may be multiple unparliamentary languages and this may be put in different
languages. Hence need all the combination specifications.
B) In case of such languages what should the bot do. Should it mask or shut down.

(a) For unpartiamentary inputs in english words, the bidder has to
mask off and for other language bot should do the same based on
learning.

(b) it should mask

o

Annexure-1
Scope of Workf Functional Requirement

Sl No. A

Conversational ChatBot:

Point no. 17: Platform should support Voicebot
integration with contact center [STT, TTS, NLP] for
Contact Center Al

Should bots switch from chat bot to voice bot 7

Solution must comply both Chatbot and voice bot.,

L

Annexure-1
Scope of Work& Functional Requirement

SI. No. D

Platform Independent:

Point no. 21: The Bot should be able to Integrate with
our Existing Internal Solutions like AD, SAS(Web Based
Single Sign on System connected with AD and HRMS
and used by all branches/Offices of Canara Bank),
Cannet (Internal Web site for employees), CTS(Case ID
and Ticketing Systems) ,CBS(Core banking Solutions to
assist the staff to operate the menus) etc.,

Will the bank provide the required APIs for integration ?

Yes , Bank will provide the required APIs for integration.

&

Annexure-1
Scope of Work& Functional Requirement

Si. No. |

Natural Language Processing:

Point no. 32: BOTs are developed to communicate in
machine language and normal conversation text is not
understood by a BOT. NLP uses knowledge of sentence
structure, idioms, and machine-learned pattern
recognition to try to match what you say to an
"intent” which has been “classified,"” which means the
BOT has been programmed to identify certain things
people want from it, and act upon them. It should be
responsive to unstructured sentences, grammatical
errors, spelling mistakes and free text.

+ The NLP should be performed on the language of the
user’s input so that there is no loss in the context. .
« Entire text extraction and analyzing process shall be
carried out on the native languages in which the
content is posted. This shall result in understanding
the context and delivering the required info with
better accuracy

« The solution should have the ability to retrain for
banking domain/use-case specific requirements with
additional data

« The NLP should have the capability to handle
multiple variations of sentences to extract correct
intent and entities.

What are the suggest machine languages that Bots should understand and respond to ?

The Bot should work as per the machine language capabilities
along with the natural language processing , NLU and Al
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Pre Bid Queries for theGeM bid ref no, GEM/2023/8/30013230 dated 18/01/2023 for Supply, Installation, Implementation and Maintenance of Chatbot Solution in Canara Bank for € years

~

Annexure-2
Technical Evaluation Parameters

SI. Ne. 1

Implementation experience for Al,ML & NLP based
Chatbot Solution.

(a) Schedule Public/ Private Sector Bank: 3 Marks
(max 9 marks)

(b) NBFCs / Small Finance Banks: 2 Marks (max 6
marks)

Note: Maximum three (3) Under each category will be
considered for obtaining the total marks. Bidder has
to furnish the recent purchase orders/Service level
agreement to verify the same.

Implementation experience for Al,ML & NLP
based Chatbot Solution.
(a) Any Organisation: 3 Marks (max 9 marks)

Bidder has to comply with RFP terms.

w

Annexure-1
Scope of Work& Functional Requirement

Sl. No. B

Languages:

Point No. 9: The Conversational ChatBot and Voice Bot
solution should be able to interact with the user and
respond to various basic level queries raised in
regional languages like Hindi, Kannada, Telugu,
Punjabi, Marathi, Tamil, Bengali, Malayalam, Gujarati,
Odiya etc., with Natural Language Processing (NLP)
capabilities te identify user's
query/request/complaints and respond accordingly. In
future, provision te implement other Regional
languages as per industry standards should be
|available without any extra cost to Bank.

Only Google avilable Languages can be provided

Bidder has to comply with RFP terms.

=

Annexure-1
Scope of Work& Functional Requirement

SI. No. €

Voice Bot:

Point No. 11:The BOT platform should also support
voice-based navigation to relevant content on web
channels.

Kindly help here difining the exact scope to be carry

Bot should able to navigate to relevant option.

Annexure-1
Scope of Work& Functional Requirement

Sl. No. C

Voice Bot:

Point No. 13: ChatBot Solution should support speech-
to-text (S2T) conversion of the user's voice and text-
to-speech (T2S) conversion for the ChatBots spoken
response. Solution should also have connectors to use
Smart Assistants such as Alexa, Google Home, etc.
and Phone, IVR, SMS/eMail etc.

Please define the scope in details with use cases

Bidder has to comply with RFP terms.

Annexure-1
Scope of Work& Functional Requirement

Sl. No. C

Voice Bot:

Point No. 17: Platform should support Yoicebot
integration with contact center [STT, TTS, NLP] for
Contact Center Al.

Integration will be in whose scope kindly confirm this part

Integration will be supported by the solution through APIs.
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Pre Bid Queries for theGe

id ref no GEM/2023/B/3001330 dated 18/01/2023 for Supply, Installation, Implementation and Maintenance of Chatbot Solution in Canara Bank for S years

EN

Annexure-1
Scope of Work& Functional Requirement

Sl. No. D

Platform Independent:

Point No. 21: The Bot should be able to Integrate with
our Existing Internal Solutions like AD, SAS(Web Based
Single Sign on System connected with AD and HRMS
and used by all branches/Offices of Canara Bank),
Cannet (Internal Web site for employees), CTS(Case ID
and Ticketing Systems) ,CBS(Core banking Solutions to
assist the staff to operate the menus) etc.,

How many system integrations would be required?
And, how many APIs will be there.
We assume there are APIs available for all those systems. Please advise/confirm.

Details will be shared with selected bidder.

u

Annexure-1
Scope of Work& Functional Requirement

SI. No. P

Other Essential key elements of ChatBot solution:
Point No. 81: Solution should be capable of easy
Integration option, Integration Connectors to popular
CRMs, Databases, Search Engines, Live Chat Vendors,
IVRS and ERP software.

We assume the Dialer and PRI is to be providedfor the IVRS by the bank. All other
integrations required are with the existing systems of the Bank

Yes, bank will provide the dialer but the bidder has to provide
the connectors.

o~

Annexure-1
Scope of Work&t Functional Requirement

Sl No. P

Other Essential key elements of ChatBot solution:
Point No. 80: ChatBot must have capability to
integrate with Chatgpt in future , if required by the
Bank.

Yes, we can integrate with the ChatGpt. We assume any additional cost will be
considered by the Bank upon integration.

Bidder has to comply the RFP terms.

~

Annexure-1
Scope of Worké Functional Requirement

SI. No. L

Live agent dashboard for seamless transfer of entire
chat to the live agent:

Point No. 47: BOT platform should provide for a live
agent dashboard for seamless transfer of entire chat
to the live agent. ChatBot System should be
integrated with Bank's Call center for further
assistance from Call Center Executives.

We Assume this requirement is for Live Chat and not Call

The requirement is for both.

00

Annexure-1
Scope of Work& Functional Requirement

Sl No. D

Platform Independent:

Point No. 19:The technology should be easily
extensible to different platforms such as Mobile
Banking, Internet banking, UPI, Maobile wallet, e-
Mail/SMS Integration, Social Media platforms like
Facebook, Twitter, Instagram, and Whatsapp.

We assume that this is only for the integration with existing channels. We assume that
the Bank has the existing email and SM5 gateway and other mentioned channels. Also,
there will be a separate message charges for channels like WhatsApp which will be paid
by the Bank when those are considered

]

Annexure-1
Scope of Work& Functional Requirement

Sl. No. D

Voice Bot:

Point No. 12:The BOT should support Voice Banking
through APl integrations.

Please elaborate with some examples

The solution should be able to navigate and perform actions
based on voice input by end user.
Example: Fund transfer, Balance Enquiry etc.

(=3

Annexure-1
Scope of Work& Functional Requirement

SI. No. L

Live agent dashboard for seamless transfer of entire
chat to the live agent::

Point No. 47:BOT platform should provide for a live
agent dashboard for seamless transfer of entire chat
to the live agent. ChatBot System should be
integrated with Bank's Call center for further
assistance from Call Center Executives.

Live Chat:

How many chats?

How many concurrent chats?

Is there fixed working hours for chat services?

We assume that only integration is required with existing live chat system

Details will be shared with selected bidder.
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Pre Bid Queries for theGeM bid ref no, GEM/2023/B/3001330 dated 18/01/2023 for Supply, Installation, implementation and Maintenance of Chatbot Solution in Canara Bank for 5 years

Annexure-11

4
Draft Contract Agreement

SI. No. 11

INDEMNITY:

11.1. VENDOR/ SERVICE PROVIDER shall keep and hold
the Bank indemnified and harmless from time to time
and at all times against all actions, proceedings,
claims, suits, liabilities (including statutory liability),
penalties, demands, charges, costs (including legal
costs) and expenses, damages, losses and any other
expenses which may be caused to or suffered by or
made or taken against the Bank arising out of:

11.1.1, The breach, default or non-performance of
undertakings, warranties, covenants or obligations by
VENDOR/ SERVICE PROVIDER;

11.1.2. Any contravention or Non-compliance with
any applicable laws, regulations, rules, statutory or
legal requirements by VENDOR/ SERVICE PROVIDER;
11.2. VENDOR/ SERVICE PROVIDER shall indemnify,
protect and save the Bank against all claims, losses,
costs, damages, expenses, action suits and other
proceedings, resulting from infringement of any law
pertaining to patent, trademarks, copyrights etc. or
such other statutory infringements in respect of
Solution supplied by them. .
11.2.1. All indemnities shall survive notwithstanding
expiry or termination of the contract and bidder shall
continue to be liable under the indemnities.

11 2 2 The limits snecified in ahove clause shall not

Indemnification: Bidder will indemnify CB for third party claims for only any breach of
IPR violations by the Bidder on material if any supplied by Bidder from the use of
unaltered Company manufactured products , provided the CB gives the Company
prompt notice of any such claim and Bidder is allowed to take sole defense and control
of any such claim. For clarity, this does not apply to any third party Products or
Software supplied by Bidder. Further, Biddher shall not indemify CB for any inter se
claims or for any general indemnity related to any breaches under contract as
Indemnification is for specific requirements under the contract,

Limitation of Liability: Bidder submits the following language to be included in the
cantract. Bidder’s entire liability for all claims related to the Agreement will not
exceed the aggregate amount of any actual direct damages incurred by up to the
amounts paid (if recurring charges, up to 12 months’ charges apply) by CB for the
product or service that is the subject of the claim, regardless of the basis of the claim.
This timit applies collectively to Bidder, its subsidiaries, contractors, and suppliers.
Bidder will not be liable for special, incidental, exemplary, indirect, or economic
consequential damages, or lost profits, business, value, revenue, goodwill, anticipated
savings, reputation, data and third party claims, even if Bidder has been advised of
possibility of such damages. The Bidder seeks deletion of the exceptions to the liability
cap.

Bidder to comply with RFP Terms and Conditions

42|ATC

Sl. No. 71

Legal Disputes and Jurisdiction of the court:

71.1. The Bank Clarifies that the Bank shall be
entitled to an injunction, restraining order, right for
recovery, specific performance or such other
equitable relief as a court of competent jurisdiction
may deem necessary or appropriate to restrain
bidder/prospective bidder from committing any
violation or enforce the performance of the
covenants, obligations and representations contained
in this RFP. These injunctive remedies are cumulative
and are in addition to any other rights and remedies
the Bank may have at law or in equity, including
without limitation a right for recovery of any amounts
and related costs and a right for damages.

71.2. All disputes and controversies between Bank
and bidder shall be subject to the exclusive
jurisdiction of the courts in Bengaluru and the parties
agree to submit themselves to the jurisdiction of such
court as this RFP/Contract agreement shall be
governed by the laws of India.

We would request that the Disputes should also be the subject matter of the
Arbitration and Conciliation Act, 1996.

Bidder to comply with RFP Terms and Conditions
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Pre Bid Quer.es for theGeM bid ref no. GEM/2023/8/3001330 dated 18/01/2023 for Supply, Installation, Implementation and Maintenance of Chatbot Solution in Canara Bank for S years

~0

Annexure-1
Scope of Work& Functional Requirement

SI. No. A
Conversational ChatBot:

Point no. 7: The product/solution should include a
keypad (with both phonetic and native types of
typing) to support input in Indian languages for
Chabot.

How many and what all laguages suppart you are looking for? To start with are all the
languages mandatory or it can be rolled out in phases?

All the language are mentioned in the RFP documents.

=

Annexure-1
Scope of Work& Functional Requirement

SI. No. C

Voice Bot:

Point no. 17: Platform should support Voicebot
integration with contact center [STT, TTS, NLP] for
Contact Center Al.

Does this mean transfer to live agent from Voice Chatbot? If not, please explain.

yes

=

Annexure-1
Scope of Worka Functional Requirement

SI. No. C

Voice Bot:

Point no. 20: The Chat Bot should support various
channels including Web, Mobile app (i0S and Android),
Social Media platforms like WhatsApp, Facebook
Messenger, WeChat, Twitter, Instagram etc. The
solution should allow direct messaging from these
social media but not limited to

How the personalization aspect needs to be handled in these scenarios? Should the
basic authentication/identification information be asked when user interacts from
these platforms?

Bidder has to comply with RFP terms, further explanation will be
provided to the selected bidder.

~

L Annexure-1
Scope of Work& Functional Requirement

Sl No. J

Non-Financial Services :

Point no. 35: ChatBot must engage with bank’s
customers by broadcasting personalized reminders for
payment, insurance dues, premium, update on
complain status, policies, polls, surveys, targeted
broadcasts to a particular age range.

What is the frequency of broadcasting messages?

It is based on Banks requirement.Details will be shared with
selected bidder.

S

Annexure-1
Scope of Work& Functional Requirement

Si. No. J

Non-Financial Services :

Point no. 40: ChatBot solution should be able to
handle minimum 1000 concurrent Chat Sessions,
conversation response accuracy of 97%, ChatBot
uptime of 99.50% on quarterly basis.

What is the duration of session when left unattended?

It is based on Banks requirement.Details will be shared with
selected bidder.

B

Annexure-1
Scope of Workf& Functional Requirement

SI. No. L

Live agent dashboard for seamless transfer of entire
chat to the live agent:

Point no. 47: BOT platform should provide for a live
agent dashboard for seamless transfer of entire chat
to the live agent. ChatBot System should be
integrated with Bank’s Call center for further
assistance from Call Center Executives.

How many live agents are expected and what is the operation duration?

It is based on Banks requirement.Details will be shared with
selected bidder.

Page 9 of 54
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Pre Bid Queries for theGeM bid ref no. GEM/2023/8/3001330 dated 18/01/2023 for Supply, Installation, Implementation and Maintenance of Chatbot Solution in Canara Bank for S years.

5

00

Annexure-1
Scope of Work& Functional Reguirement

SL No. A

Conversational ChatBot:

Point no. 6: The ChatBot solution should have the
capability to perform Cognitive Document Processing
(CDP) & Cognitive Document Automation (CDA). CDP is
a new platform, which harnesses cognitive
capabilities such as artificial intelligence and machine
learning to ease the burden of processing documents
and extracting data from them, It can reduce costs,
improve customer experience, and help to ensure
regulatory compliance. CDA to automatically
collecting required data from different types of
documents, approving its validity, and make use of
the extracted data adding relevant features and
increasing its value.)

What is the expected size of data and is the data format same as mentioned in section
A3);

Detailed requirement will be provided to the selected bidder,

wn
0

Annexure-1
Scope of Work& Functional Requirement

SI. No. A

Conversational ChatBot:

Point no. 6: The ChatBot solution should have the
capability to perform Cognitive Document Processing
(CDP) & Cognitive Document Automation (CDA). CDP is
a new platform, which harnesses cognitive
capabilities such as artificial intelligence and machine
learning to ease the burden of processing documents
and extracting data from them. It can reduce costs,
improve customer experience, and help to ensure
regulatory compliance. CDA to automatically
collecting required data from different types of
documents, approving its validity, and make use of
the extracted data adding relevant features and
increasing its value.)

What are the specific use cases of ‘Cost reduction’, ' Improve customer experience’, and
‘regulatory compliance?

Bidder has to comply with the RFP terms.

Page 11 of 54
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Pre Bid Queries for theGeM bid ref nr

GEM/2023/B/3001330 dated 18/

023 for Supply, Installation, Implementation and Maintenance of Chatbot Solution in Canara Bank for 5 years.
v ¥

65

Annexure-1
Scope of Work& Functional Requirement

Sl. No. G

To increase engagement of users Bot through the
following:

Point no. 25:Automatically segmenting Push
Notifications to customer by Bot: Segmentation
entails classifying your users into more specific
audiences based on attributes like activity, location,
and interests. With these defined audiences, Bot
should be able to craft messaging that is more
appropriate or appealing to these users. This
approach can ensure that every message you send to
your subscribers will be more relevant and lead to
greater engagement.

Push notifications and subscriptions are spread over how many services of the bank?
Please share a list.

Details will be shared with selected bidder.

6

o

Annexure-1
Scope of Work& Functional Requirement

Sl. No. H

Machine Learning:

Point no. 25:The machine "learns” and uses its
algorithms through supervised and unsupervised
learning. Supervised learning means to train the
machine to translate the input data into a desired
output value. In other words, it assigns an inferred
function to the data so that newer examples of data
will give the same output for that "learned”
interpretation. The solution should have the
capability of the same.

What are the specific use cases 7

Already use cases mentioned in the RFP.

6

~

Annexure-1
Scope of Work& Functional Requirement

Sl. No. J

Non-Financial Services :

Point no. 35:ChatBot must engage with bank’s
customers by broadcasting personalized reminders for
payment, insurance dues, premium, update on
complain status, policies, polls, surveys, targeted
broadcasts to a particular age range.

What will the be mode of broadcasting?

All the delivery channels.

6

o

Annexure-1
Scope of Work& Functional Requirement

Sl. No. P

Other Essential key elements of ChatBot solution:
Point no. 61:The bot solution should be capable of
having unlimited bot based on bank’s requirement
like web site bot, helpdesk bot, transactional bot,

employee bot, customer bot etc.

Can you provide more information on what is meant by ‘unlimited baot’ in the context of
the solution? Is it referring to the ability to scale the number of bots as needed by the
bank?

Yes.

&

0

Annexure-1
Scope of Work& Functional Requirement

SI. No. P

Other Essential key elements of ChatBot solution:
Point no. 68:Solution should be able to set up a
virtual ROBOT in external device (like an Animated
Character).

Please elaborate on 'virtual ROBOT' and 'external device’

Virtual Bot: Like an animated human like character with lip
sync(Caricature)

External Device: Like any external playback devices like
Projector, Display TV etc.
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Pre Bid Queries for theGeM bid ref no. GEM/2023/B/3001330 dated 18/01/2023 for Supply, Installation, Impleme

tion and Maintenance of Chatbot Solution in Canara Bank for 5 years.

77

ATC

SI. No. 20

20. Payment terms

20.1. Payment will be released after execution of
Contract Agreement and the schedule will be as
under:

Sl

No. Payment Stages Percentage of Payment
Conditions/Remarks

1. Enterprise License with unlimited usage Cost for
the contractual period. 50% On Installation,
Implementation, configuration & commissioning of
base version of proposed solution and on submission
of Invoice and Acceptance/Sign off by the Bank on
production of relevant documents.

50% After successful go live of 3 months and on
submission of Invoice and Acceptance/Sign off by the
Bank on production of relevant documents.

2. Implementation Cost 50% Payment shall be made
after successful (UAT and DC implementation) and
sign off from the bank.

30% Payment shall be made after Successful
Preduction live, DR Configuration and sign off from
the Bank.

20% After successful 3 Months Go-Live (on
completion of source code audit, VAPT, etc.) and
sign-off by the Bank.

3 Service Haosting Charges ner month 100% Monthly

Please confirm how the Charges of Bank Initiated & Customer Initiated Conversations on
WhatsApp will be paid, as the payment terms for the same are not mentioned

Details will be shared with selected bidder.

7

=

Annexure-1
Scope of Work& Functional Requirement

Sk No. A

Conversational Chatbox:

Point no. 6: The ChatBot solution should have the
capability to perform Cognitive Document Processing
(CDP) & Cognitive Document Automation (CDA). CDP is
a new platform, which harnesses cognitive
capabilities such as artificial intelligence and machine
learning to ease the burden of processing documents
and extracting data from them. It can reduce costs,
improve customer experience, and help to ensure
regulatory compliance. CDA to automatically
collecting required data from different types of
documents, approving its validity, and make use of
the extracted data adding relevant features and
increasing its value.)

Please confirm if the Bank will be providing APIs for validating or extracting / analyzing
data of the documents on the Chatbot

Bidder to provide.

7

~O

Annexure-1
Scope of Work#& Functional Requirement

5l. No. D

Platform Independent:

Point no. 20: The Chat Bot should support various
channels including Web, Mebile app (i0S and
Android), Social Media platforms like WhatsApp,
Facebook Messenger, WeChat, Twitter, Instagram etc.
The solution should allow direct messaging from these
social media but not limited to

We understand that the Chatbot should support the various Channels mentioned in the
Scope. Please advice if the bank would be going live with all the channels mentioned to
begin with or if there are certain pre-defined channels that should be considered in the
Scope of Work to go-live with during the first phase.

Bidder has to comply with RFP terms.
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Pre Bid Queries for theGeM bid ref no, GEM/2023/B/3001330 dated 18/01/2023 for Supply, Installation, Implementation and Maintenance of Chatbot Solution in Canara Bank for 5 years

SI. No. P
Other Essential key elements of ChatBot solution:

We understand that the Bank is looking for a vendor that can support multiple use cases
in the long-term for Customer Support, Agent Support (Helpdesk), Employee Support

-1 i .61 i Id by ble of L " .
gs|Annexure ) ) Painit no: 61: The bot soluticn should be capable of |, - o o0 5ovice 1F thie Bank 16 Blarining £ o-ive Wit all the ise Cases o the  |DEtAItS will be Shared il sélcted bidder.
Scope of Worké Functional Requirement |having unlimited bot based on bank’s requirement B . .
N . 2 start, or starting with Customer Support use case it will expand to other use cases as
like web site bot, helpdesk bot, transactional bot, . . .
well? Also, for every new use case is the bank willing to pay for hosting charges?
employee bot, customer bot etc.
Sl. No, P
Annexure-1 Other Essential key elements of ChatBot solution: . I . .
7 Can you please elaborate which (L th i ns needs tegrated in future |Details will be shared with i g
56 Scope of Workf& Functional Requirement  |Point no. 73:System should also provide support for you e s. are all the applicatio tobe integrated in fu etallewill be shared with sefected ibidder
future integration of other application integration.
SI. No. T
Data integrity management:
Point no. 100:E: that Cloud provider personnel 7 ; i . . .
ot ne . neure tha o.._ B . P . We assume that the solution will be deployed on Bidders cloud for the project. Please [Bidder to provide end-to-end solution that will be on dedicated
Annexure-1 controls are in place to provide a logical segregation R : - = 3 B 3 % . §
87 i . X let us know if the assumption here is correct, also if there is any deviation, kindly let us|cloud. However’, capability must be there to configure the
Scope of Work& Functional Requirement |of duties. : .
N i o know if we have to submit quote for both? solution on-premises also.
To provide Forensic Investigation Support as and
when required by the Bank.
Sl. No. U
CYBER SECURITY
il re-1 Point no. 114:Bidder should have capability to depl Basis our understanding, this should be a readily available solution at the time of :
gg|Annexure . . oint no. er sh RanTiky e deplay; (28 ; Sl i ) bidder has to comply with the RFP terms,
Scope of Work& Functional Requirement |the solution on-premises. In future, It is Bank’s bidding and is the basic eligibilty criteria for the bidders. Please confirm.
discretion to host the services on-premises for
Business continuity or security purposes..
n what basis the infra has to be sized and how do we project it for the entire contract
89 General Query n_oim:.c:u pro) Please refer RFP document regarding concurrency mentioned .
I . ., |Bidder to provide end-to-end solution that will be on dedicated
Will it be a on cloud depl t or an on - premise deployment? Do we hawv bmit
90 General Query o aoLEoNGCep DR P ploy & have to su cloud, However , capability must be there to configure the

quote for both?

solution on-premises also.
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Pre Bid Queries for theGeM

d ref no GEM/2023/8/2001330 dated 18/D1/2023 for Supply, Installation, Implermentation and Maintenance of Chatbot Selution in Canara Bank for 5 years.

Sl. Ha. 5

Experience in Integration for Banking Use Cases on
Al/ML based Chatbot:

i)Balance Enquiry,

i)e-Pass sheet,

ii)Mini statement,

(iv)Loan Account Passheet,

(v)TD Account Passheet,

(vi)Loan Eligibility (Home, Vehicle etc.},
(vii)Request for Cheque Book,

(viii)Rate of Interest Enquiry
(ix)Payment gateway integration
(x)Stock Broking, It will be informed to the selected bidder.
(xi)Tax Planning,

(xii)Hot listing of Cards,

(xiii) Add /Delete Beneficiary,

(xiv)IMPS/RTGS/NEFT

(xv)Fund Transfer/UPI/Intra Bank Transfers,
(xvi)Lead Generation for financial Products - Credit
Cards,

(xvii) Loans and Insurance etc.,

(xviii)E-commerce services such as Mobile recharge,
cab hotel, bus booking,

(xix)Real-time assistance in locating ATM/Branch
Location using GPS.

(xx\nteoratinn of caricature with ChatBot solution

Annexure-2

9
Technical Evaluation Parameters

Y

Sl. No. A

Conversational ChatBot:

Point no. 1: The BOTs should not be restricting the
conversation using a certain template or pattern. It
should be a conversational Al platform with the
following capabilities:

a) The solutions should be comprehensive, readily
available intelligent COTS(Commercially Off the shelf
software) products/solutions based on Artificial
Intelligence & Machine Learning platforms.

b) Solution should use best in class AI/ML/NLP
powered, industry ready bot templates. These
templates shall be ready to use prebuilt mechanism to
deploy the journeys in ene click. Journeys can
include directed dialog and open-ended dialog flow
that will be trained to offer a smooth, automated
conversational experience to users.

¢) The solution should be based on robust frameworks.
d) The product/solution should be a continually
trained solution.

e) The chatbot solution should be able to converse
with corporate and SME customers in natural
language, instead of being rule-based or functioning
on an IVRS system.

Annexure-1
Scope of Work& Functional Requirement

Is the Bank looking for the development as well from the dialog flow perspective? What |Regarding IVRS System, the information will be provided to

9 IVRS system is the bank using? Is there SLA on Training time? selected bidder

A
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Pre Bid Queries for theGeM bid ref no. GEM/2023/8/3001330 dated 18/01/2023 for Su

Installation, Implementation and Maintenance of Chatbot Solution in Canara Bank for 5 years

Annexure-1

10
Scope of Work& Functional Requirement

=]

Sl. No. A

Conversational ChatBot:

Point no. 6:The ChatBot solution should have the
capability to perform Cognitive Document Processing
(CDP) & Cognitive Document Automation (CDA). CDP is
a new platform, which harnesses cognitive
capabilities such as artificial intelligence and machine
learning to ease the burden of processing documents
and extracting data from them. it can reduce costs,
improve customer experience, and help to ensure
regulatory compliance. CDA to automatically
collecting required data from different types of
documents, approving its validity, and make use of
the extracted data adding relevant features and
increasing its value.)

What is the intent behind extraction of the data? Is the bank looking forward to
modifying/creating the new document based on the set of documents?

To create the datasets and infer the information out of that .

Annexure-1
Scope of Work& Functional Requirement

10

SI. No. A

Conversational ChatBot:

Point no. 7:The product/solution should include a
keypad (with both phonetic and native types of
typing) to support input in Indian languages for
Chabot.

Please elaborate with an example

The conversational KEYPAD in indian languages must be avilable
for users to interact with the Bot

Annexure-1

1
¢ Scope of Work& Functional Requirement

=

SI. No. A

Conversational ChatBot:

Point no. 8:The ChatBot deployed should be capable
of having an end-to-end conversation in the given
languages with the users,

Oor chatbot doesn't have the support for native languages(Indian Dialects)? Is bank
ready to purchase these services?

Bidder has to provide end-to-end solution at no extra cost to the
Bank.

Annexure-1

103
Scope of Work& Functional Requirement

Sl. No. B

Languages:

Point no. 9:The Conversational ChatBot and Voice Bot
solution should be able to interact with the user and
respond to various basic level queries raised in
regional languages like Hindi, Kannada, Telugu,
Punjabi, Marathi, Tamil, Bengali, Malayalam, Gujarati,
Odiya etc., with Natural Language Processing (NLP)
capabilities to identify user’s
query/request/complaints and respond accordingly. In
future, provision to implement other Regional
languages as per industry standards should be
available without any extra cost to Bank,

Note: The product/solution is expected to understand
and work with good accuracy for Indian Language
accents & dialects.

What is the scoping of such an open-ended clause?

The Scoping is as per the RFP.
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Pre Bid Queries for theGaM bid ref no. GEM/2023/B/3001330 dated 18/01/2023 for Supply, Instalfation, Implemeantation and Maintenance of Chathot Solution in Canara Bank for 5 years

0

Sl. No. G

To increase engagement of users Bot through the
following:

Point no. 25: Customer Feedback - Integration with
Bank Systems to get feedback and reviews from Banks
existing Customers.

Automatically segmenting Push Notifications to
customer by Bot: Segmentation entails classifying
your users into more specific audiences based on
attributes like activity, location, and interests. With
these defined audiences, Bot should be able to craft
messaging that is more appropriate or appealing to
Annexure-1 these users. This approach can ensure that every
Scope of Work& Functional Requirement |message you send to your subscribers will be more
relevant and lead to greater engagement,

News and Announcements.

Subscription Messaging.

Customer Survey as and when Bank requires.
Increase frequency of usage for preducts by pushing
offers and other promotional activities on different
products like Banners.

The solution should capable of generating, different
cross-promotional messages that can be triggered
based on the intent or keywords that are captured in
the chat messages initiated by the user.

Is it the banner message displayed based on the user’s intent from any app/URL? It will be informed to the selected bidder.

(=

SI. No. H

Machine Learning

Point no. 27: Unsupervised learning means
discovering new patterns in the data without any
prior information and training. The machine itself
assigns an inferred function to the data through
careful analysis and extrapolation of patterns from
raw data. The layers are for analyzing the data in a
hierarchical way. This is to extract, with hidden
layers, the feature through supervised or
unsupervised learning. The solution should have the
capability of the same

Annexure-1

For the unsupervised learning, how many times in a day/ complexity is the bank looking
Scope of Work& Functional Requirement

for? It will be informed to the selected bidder.

Sl No. |

Natural Language Processing (NLP):

Point no. 29: BOTs are developed to communicate in
machine language and normal conversation text is not
understood by a BOT. NLP uses knowledge of
Annexure-1 sentence structure, idioms, and machine-learned
Scope of Work& Functional Requirement |pattern recognition to try to match what you say to
“intent" which has been “classified,” which means
the BOT has been programmed to identify certain
things people want from it, and act upon them. It
should be responsive to unstructured sentences,
grammatical errors, spelling mistakes and free text.

Is bank expecting any standard response if BOT doesn't understand the intent? Default fallback should be customizable
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Pre Bid Queries for theGeM bid ref no. GEM/2023/B/3001330 dated 18/01/2023 for Supply, Installation, Implementation and Maintenance of Chatbot Solution in Canara Bank for 5 years

Sl No. L
Live agent dashboard for seamless transfer of entire
chat to the live agent: s
Point no. 47: BOT platform should provide for a live .
117 Anpexure:] agent dashboard for seamless transfer of entire chat  |Are these services to be supported through voice as well? Yes.

f Work& Functional Requirement
Scope of Work#: Funct 9 to the live agent. ChatBot System should be

integrated with Bank's Call center for further
assistance from Call Center Executives.

Point no. 46: Financial Services through ChatBot:
Following services are to be integrated with ChatBot
which includes and not limited

i. Fund Transfers Within & External Bank (NEFT, IMPS,
UPI) account

ii. Account Number / MMID / VPA / AADHAAR based
authentication and transaction processing

iii. Account opening

iv. Account statement generation

v. Blocking of Debit/Credit card

vi. Debit card request What is the bank’s content management? It will be informed to the selected bidder.
vii. Insurance schemes premium payment

viii. Payment of Donations, Mobile/DTH Recharges
ix. Facility to know Interest rates/Loan eligibility
x. EMI calculator

xi. Deposit calculator

xii. Real-time assistance in locating ATM/Branch
location using GPS

xiii. Marketing and advisory services for customer
acquisition

Annexure-1

# Scope of Work& Functional Requirement

oo

Point no. 51: The BOT platform should have an
integrated content management system to support What kind of reports and specific requirements bank from perspective of data? It will be informed to the selected bidder,
the above if required.

Annexure-1

L Scope of Work& Functional Requirement

0

Point no. 55: The BOT solution should provide
Annexure-1 different levels of filters criteria for generation of
Scope of Work& Functional Requirement |reports and dashboards based on the interactive
queries, channels and products.

12

(=]

What is the use case for this? It will be informed to the selected bidder,

Point no. 56:The solution should be capable of
handling all questions and access to all the What is expected fields in these reports? It will be informed to the selected bidder.
conversations based on search text in reports.

Annexure-1

1
z Scope of Work& Functional Requirement

—
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Pre Bid Queries for theGeM bid ref no. GEM/2023/B/3001330 dated 18/01/2025 for Sup,

Installation, Implementation and Maintenance of Chatbot Solution in Canara Bank for 5 years.

Sl No, 1: The bidder (including its OEM, if any) should

We request to modify the clause as " The bidder should either be Class-| or Class-Il

A - i lass-| -1 local i ined i
134 sgmxcﬂ N ; . m;rwq e Classl or Clasw N boonl supplier m.m n_m:.:m " liocal supplier as defined in Public Procurement (Preference ta Make in India) Revised  |Bidder has to comply with the RFP terms
Pre-Qualification Criteria Public Procurement (Preference to Make in India) ord Enclish) dated 16/09/2020."
Revised Order (English) dated 16/09/2020. rder (English) da :
We wish to bring to the bank’s notice that with RFP mentioning "Enterprise License
with unlimited usage cost” , none of the Hyperscalers will be able to meet the
c arcial bid terms as all the Hyperscalers { who are also amaong the top chat
Annexure-10 Sl No. 1: Enterprise License with unlimited usage Cost 03.5: 1= : ! q:‘ a u s n_mwh Yeho are also s Lie uu . LGt ) .

135(, . ) . service providers) provide cloud based PaaS/SaaS Chatbot service which is billed on per [Bidder has to comply with the RFP terms.

Bill Of Material for a period of § Years. i 2 S .
request/ mesage basis. This means that bank will eliminate/ restrict all top technotogy
providers for this solution. We request bank to allow " per request/ message " Paa$S and
Saas commercial bid option.

Annexure-5 SI No. 10: The applicant shall have support office in  |We request the bank to modify the clause as ” The applicant shall have support office in|_.

136 : Bidder f ith the RFP L
Pre-Qualification Criteria Bengaluru and Mumbai for 24x7 supports. Bengaluru or Mumbai for 24x7 supports. ” idder hias Lo-comply-with the temms,
Annexure-6 51 No. 7: The Bidder should have minimum turnover of [We request the bank to modify the clause as * The Bidder should have minimum

137 Pre-Qualification Criteria Rs.50.00 Crores from IT Solution/Services for each turnover of Rs.30.00 Crores from IT Solution/Services for each year for the last three Bidder has to comply with the RFP terms.

year for the last three Financial years. Financial years".
Sl No, 9: The Bidder/OEM should have experience in
Annexure-5 integrating the proposed solution along with CBS APIs |We request you to delete this clause. Also, is the bank ready to expose the on-premise | . ’
— — : : : i F ; : Bidder h comply with the RF| ]
18 Pre-Qualification Criteria integration of any two schedule public / private bank [CBS API to public API for the digital assistant consumption? 1ederhgsifo Pty wi € R pterms
in India.
Sl No. 8: The Bi EM should h impl 3
2. he Bldkder/O R ou .n<n Implemeiited Request the bank to modify the clause as * The Bidder/OEM should have implemented
the proposed chatbot solution having AI/ML and NLP A s . o T
Annexure-5 A 3 o o the proposed chatbot solution having AI/ML and NLP with multilingual capabilities in at |_. .
139 I _— with multilingual capabilities in at least Two (2), < : 2 2 : % Bidder has to comply with the RFP terms.
Pre-Qualification Criteria 2 2 . 3 . least One (1), Scheduled Public/ Private Banks in India during the last three years i.e.
Scheduled Public/ Private Banks in India during the 01/01/2020 to 31/12/2022."
last three years i.e. 01/01/2020 to 31/12/2022 ’
S1 No. 1: Implementation experience for Al,ML & NLP
based Chatbot Solution.
a) Schedule Public/ Private Sector Bank:
(@) STt o6 Bank: 3 Marks Request bank to modify the clause as " Implementation experience for Al,ML & NLP
(max 9 marks) N
(b) NBFCs / Small Finance Banks: 2 Marks (max 6 rsad ChathatSalition.
Al - * lic/ Pri Sector 1 15 Marks (max 15 mark: ;
140 nnexure-2 eviaFbs) {a)Schedule Public/ Private Sector Bank: 15 (max s) Bidder has to comply with the RFP terms.

Technical Evaluation Parameters

Note: Maximum three (3) Under each category will be
considered for obtaining the total marks. Bidder has
to furnish the recent purchase orders/Service level
agreement to verify the same.

Note: At least One (1) Customer under chedule Public/ Private Sector Bank category.
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Pre Bid Queries for theGeM hid ref no. GEM/2023/B/3001330 dated 18/01/2023 for

Supply, Installation, Implementation and Maintenance of Chatbot Solution in Canara Bank for S years

Point No. 6:
The ChatBot solution should have the capability to
perform Cognitive Document Processing (CDP) &
Cognitive Document Automation (CDA). CDP is a new
platform, which harnesses cognitive capabilities such
| A— as artificial intelligence and machine learning to ease
143 . X the burden of processing documents and extracting Can you please specify the total volume of unstructured documents in GB It will be shared to the selected bidder
Scope of Work& Functional Requirement A
data from them. It can reduce costs, improve
customer experience, and help to ensure regulatory
compliance, CDA to automatically collecting required
data from different types of documents, approving its
validity, and make use of the extracted data adding
relevant features and increasing its value.)
Point No. 6:
The ChatBot solution should have the capability to
perform Cognitive Document Processing (CDP) &
Cognitive Document Automation (CDA). CDP is a new
v_mc.c.:..:.. which _.._m:._mmmmm cognitive nm_qu.::mm such CDA to automatically collecting
as artificial intelligence and machine learning to ease 3 :
144 Anrere:1 . . the burden of processing documents and extracting  |Can you please elaborate more on this. requiced data ?o_._._,aﬁ.mam:n .Qumu o
Scope of Work& Functional Requirement : documents, approving its validity, and make use of the extracted
data from them. It can reduce costs, improve ] 2 2
* data adding relevant features and increasing its value
customer experience, and help to ensure regulatory
compliance, CDA to automatically collecting required
data from different types of documents, approving its
validity, and make use of the extracted data adding
relevant features and increasing its value.)
Point No. 9:
The Conversational ChatBot and Voice Bot solution
should be able to interact with the user and respond Conversational ChatBot and Voice Bot
to various basic level queries raised in regional solution should be able to interact with the
languages like Hindi, Kannada, Telugu, Punjabi, user and respond to various basic level
Marathi, Tamil, Bengali, Malayalam, Gujarati, Odiya queries raised in regional languages like
etc., with Natural Language Processing (NLP) Hindi, Kannada, Telugu, Punjabi, Marathi,
AETE:1 capabilities to identify user's Tamil, Bengali, Malayalam, Gujarati, Odiya
145 . . query/request/complaints and respond accordingly. In |Can you please specify the complete list of languages to be considered in scope. etc., with Natural Language Processing
Scope of Work& Functional Requirement % z . . : : ¥
future, provision to implement other Regional (NLP) capabilities to identify user’'s
languages as per industry standards should be query/request/complaints and respond
available without any extra cost to Bank. accordingly. In future, provision to
implement other Regional languages as per
Note: The product/solution is expected to understand industry standards should be available
and work with good accuracy for Indian Language without any extra cost to Bank.
accents & dialects.
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Pre Bid Queries for theGeM bid ref no. GEM/2023/B/3001330 dated 18/01/2023 for

Supply, Installation, Implementation and Mainteriance of Chatbot Solution in Canara Bank for 5 years

155

Annexure-1
Scope of Work& Functional Requirement

Point No. 25:

Customer Feedback - Integration with Bank Systems to
get feedback and reviews from Banks existing
Customers.

Automatically seementing Push Netifications to
customer by Bot: Segmentation entails classifying
your users into more specific audiences based on
attributes like activity, location, and interests. With
these defined audiences, Bot should be able to craft
messaging that is more appropriate or appealing to
these users. This approach can ensure that every
message you send to your subscribers will be more
relevant and lead to greater engagement.

News and Announcements.

Subscription Messaging.

Customer Survey as and when Bank requires.
Increase frequency of usage for products by pushing
offers and other promotional activities on different
products like Banners.

The solution should capable of generating, different
cross-promotional messages that can be triggered
based on the intent or keywords that are captured in
the chat messages initiated by the user,

How many such outbound campaingns per customer are planned every month. What is
the total number of outblast every month

It will be shared to the selected bidder

156

Annexure-1
Scope of Waork& Functional Requirement

Point No. 25:

Customer Feedback - Integration with Bank Systems to
get feedback and reviews from Banks existing
Customers.

Automatically segmenting Push Notifications to
customer by Bot: Segmentation entails classifying
your users into more specific audiences based on
attributes like activity, location, and interests. With
these defined audiences, Bot should be able to craft
messaging that is more appropriate or appealing to
these users. This approach can ensure that every
message you send to your subscribers will be more
relevant and lead to greater engagement.

News and Announcements.

Subscription Messaging.

Customer Survey as and when Bank requires.
Increase frequency of usage for products by pushing
offers and other promotional activities on different
products like Banners.

The solution should capable of generating, different
cross-promotional messages that can be triggered
based on the intent or keywords that are captured in
the chat messages initiated by the user.

As per our understanding the push notifications will happened through digital channels
such as mobile apps. Please confirm the channels. Is SM5 service needed ?
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Pre Bid Quer

for thezeM bid ref no. GEM/2023/8/3001330 dated 18/01/2023 for Supply, Installation, Implementation and Maintenance o

thot Solution in Canara Bank for 5 years

Point No. 47:
BOT platform should previde for a live agent
dashboard for seamless transfer of entire chat to the

A re-1 i ail hi isti ter. H
16aff o ure ) live agent: ChiatBot Systen should ke intégrated with |1 You please provide detailsion the capacity.of the existing.call center. How many |\ e g woe <o diiader
Scope of Work& Functional Requirement R ) calls are handled per day by the existing agents ?
Bank's Call center for further assistance from Call
Center Executives
Point No. 59:
Bidder should program ChatBot with personality that
reflects organization brand, style and values as
customer appreciates expression of empathy and
atience. Bidder i ible for ChatBot UX & Ul
Annexure-1 P . . e _.mm_"._o:u_ e for ChatBot What does virtual personatity mean - is it a virtal image/icon or is it a digital human o
165 Caton SEWEHKE Furictional Restirement design of which below jobs shall be covered - avatar. Please clarif Digital Human Avatar
i q Wireframes & Flow design for ChatBot Conversation Ul ’ ¥
(Cun).
Integration of caricature with ChatBot solution.
Point No., 63:
166 Annexure-1 BOT should be capable of supporting fuzzy search as |Please provide number of documents that will need to fed to the BOT to support search |It depends on the use cases . The information will be shared
Scope of Worké Functional Requirement |well as search within documents for unstructured and text analytics during implementation
data or content.
Point No. 67:
Annexure-1 Out-of-box deployment to Phone, IVR, and SMS Smart |Should integration with Google Assistant and Alexa be considered as part of the scope i "
167 ? : be shared to th L d
Scope of Worké Functional Requirement |Assistants (Alexa, Google Home, bank's own robots of this RFP ? il ared toihe selected bidder
available in select branches, etc.) must be available.
Yes.
Point No, 68: . irtual Bot: Lik AlP T imated hi like ch
Annexure-1 o_:.. 0. 65 : A Please clarify if the virtual robat is same as a Al powered digital human ? Also please 5. :m. ot Like .m_.. owered aimated human: ke Character
168 . . Solution should be able to set up a virtual ROBOT in X 4 . with lip sync(Caricature)
Scope of Work& Functional Requirement Z 2 8 provide details on the external device
external device (like an Animated Character).
External Device: Like any external playback devices like
Projector, Display TV etc.
Point No. 70: ; 3 ;
Annexure-1 ° .o . . . We assume that the relevant REST API's will be exposed for intergrations with each of
169 . ’ Pre-built integration adaptors must be available for : Yes
Scope of Work& Functional Requirement the backend systems.Please confirm
most of the backend systems.
Point No. 72:
System s id t for i ti .
Annexure-1 Lt .3 nodld pecvide aippart for ._.;mmi ool We assume Canara Bank will provision the necessary Whatsapp business accounts for
170 S " Bank's Systems through API calls with WhatsApp . . . Yes
Scope of Work& Functional Requirement ) . integration. Please confirm
services. System should ensure that only authorized
application can invoke such APls.
Point No. 75:
The System should have proper Business Continuity S N
Annexure-1 f full: d cloud hosted sol , is th k okay with different cloud . .
171 & Plan. As part of BCP The system should have Data I caseaf fully imanagediclocid hosted sollition, 15 the bank olcay with different-clou No Bidder to provide same cloud provider at Dc and DR

Scope of Work& Functional Requirement

Center & Disaster Recovery Center in different
sefsmic zone and both should hosted in India.

vendors for DC and DR sites.
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Pre Bird Queries for theGeM bid ref no, GEM/?

/B/3001330 dated 18/C1/2023 for Supply, Installatio

Implementation and Maintenance

Chatbot Solution in Canara Bank for S years

17
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Annexure-2
Technical Evaluation Parameters

Point No. 5:

Experience in Integration for Banking Use
Cases on AlI/ML based Chatbot:

(i)Balance Enquiry,

(ii)e-Pass sheet,

(iii)Mini statement,

(iv)Loan Account Passheet,

(v)TD Account Passheet,

(vi)Loan Eligibility (Home, Vehicle etc.),
(vii)Request for Cheque Book,

(viii)Rate of Interest Enquiry

(ix)Payment gateway integration

(x)Stock Broking,

(xi)Tax Planning,

(xii)Hot listing of Cards,

(xiii) Add /Delete Beneficiary,
(xiv)IMPS/RTGS/NEFT

(xv)Fund Transfer/UPl/Intra Bank
Transfers,

{xvi)Lead Generation for financial Products
- Credit Cards,

{xvii) Loans and Insurance etc.,
(xviii)E-commerce services such as Mobile
recharge, cab hotel, bus booking,
(xix)Real-time assistance in locating
ATM/Branch Location using GPS.
ixx¥)intesration of caricature with ChatBat

Request you to amend the clause as bidder / OEM. These solutions are OEM driven and
bidder won’t be carrying such experience directly.

Bidder has to comply with RFP terms and conditions

17
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Annexure-2
Technical Evaluation Parameters

Point No. 7:

Digital Avataar /caricature:

(a) New innovative human alike digital
representation

(b) Support over text and voice (Live
chat + OBD/IVR)

(c) Analytics support for Bot, support
and speech

Note: The bidder has to provide the
artifacts for the verifying the same.
The same may be verified by the
Bank during technical evaluation.

Request you to amend the clause as bidder / OEM. These solutions are OEM driven and

|bidder wan't be carrying such experience directly.

Bidder has to comply with RFP terms and conditions

17
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Annexure-2
Technical Evaluation Parameters

Point No. 8:

Presentation by the Bidder

Note: The presentation is as per the

Technical & Functional Requirement of

Chatbot Solution in the presence of the

technical committee. Bank may ask to showcase the
particulars as per RFP in Live environment

Request you to amend the clause as bidder / OEM. These solutions are OEM driven and
bidder won't be carrying such experience directly.

Bidder has to comply with RFP terms and conditions

180

Annexure-11
Draft Contract Agreement

Payment Terms

We reugest Bank to Amned the payment term to 60% payment against license supply,
20% on Sign off and 20% on go Live

Bidder has to comply with RFP terms and conditions

18
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Annexure-5
Pre-Qualification Criteria

The bidder should have positive Net Worth as on
31/03/2022 and also should have not eroded by more
than 30% in the last three financial years.

We request you to please delete this clause

Bidder has to comply with RFP terms and conditions
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Pre Bid Queries for theGeM bid ref no. GEM/2023/8/3001330 dated 18/01/2023 for Supply

stallation, Implementation and Maintenance of Chatbet Solution in Canara Bank for 5 years

19
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Annexure-1
Scope of Work& Functional Requirement

Application should implement countermeasures to
protect against data leakage from side channels such
as:

1. Web caches.

2. Keystroke logging.

3. Screenshots (i0S Back grounding).

4. Logs

5. Temp Directories

We cannot control these actions by end-users for any channel. Canara bank can add
restrictions on their mabile app or website.

Bidder to comply to RFP

19

da

Annexure-1
Scope of Work& Functional Requirement

Bidder should have capability to deploy the solution
on-premises. In future, It is Bank’s discretion to host
the services on-premises for Business continuity or
security purposes..

Please confirm if on-prem is a future requirement or under the current scope

It is as per Banks requirement, as and when needed.

195

Annexure-11
Draft Contract Agreement

If during the term of Contract, the performance in
whole or in part by either Party [BANK/VENDOR/
SERVICE PROVIDER] of any obligations under the
Contract is prevented or delayed by reason of war,
destructive act of public enemy, civil commotion,
sabotage, fires, floods, explosions, epidemic,
quarantine restrictions, strikes, lock-outs, or acts of
god (hereinafter referred to individually as an
“Event” the notice of happening of which shall be
given by either Party to the other within seven days
of the date of occurrence of such Event), neither
Party [BANK nor VENDOR/ SERVICE PROVIDER] shall be
entitled to terminate this Contract nor have any claim
for damages against the other by reason only of such
non-performance or delay in performance.

Contract is prevented or delayed by reason of war, destructive act of public enemy,
civil commotion, sabotage, fires, floods, explosions, epidemic, quarantine restrictions,
strikes, lock-outs, or acts of god or any reason beyond its control

Bidder has to comply with RFP terms and conditions

19

o

Annexure-11
Draft Contract Agreement

Additional Clause

8.8: Service Provider may terminate this MSA immediately upon notice (or without
notice in the case of non-payment), in case of any material breach of the terms of this
MSA by the Bank which is capable of being remedied, but is not remedied within a
period of 30 days of such breach.

Bidder has to comply with RFP terms and conditions




SWLIR1-Uo1INOs-553UIsNg /BB /wod ddesieym mmm 7 :sdiiy

ue d)gejieae se sz | uolnios ssauisng ddysieym 3yl 03 asaype sawiy

1B 38 Jjeys yueg ayl sayung “suoimos ssauisng ddysieym 119521 03 pazuoyine aq jou
11Bys ¥ueg 3yl “YSW SIYI JO anua Ag "yueg 2y] 10) SJunoddy ssauisng 1oy ddysieym auy
Suneasd Joy ayqusuodsal aq 11eys (ddysieym JO J3pIA0L4 uoiINjos ssaupsng 1o Ajiseded
SIL UY3AIAOHd IDIAYIS /YOANIA “YIAIAOY 3DIAYIS /HOANIA 3Y) WOI) S3D1AISS
(suoinjos ssauisng ddysieym 9A1233. 03 SYSIM yueg 3y J| isuudl ddesieym ‘61

JuawWaausy 10843007 eig

SRR SRR AR SR “INILX3 TIIS50d FHL OL SIDIAYIS INIIDI3 FHL 50 NOILITHUOD g 1 1-aunxauuy| 207
39 TIVHS ALIGYIT JYILNSG S, ¥3AIAOYd IDIAYIS /OONIA ANV AQIWIH ATNO
FHL TALNVHYYM SINAYIS FHL 4O HOVIHEG ANV HO4 A31dWI 30 SSTUdXT ‘SIILNVHEYM
TIV SWIVIDSIA ANVAWOD ANV .SI SY., Q3AIAOYd ¥V S3IDIAYIS IHL ‘NOILDIS
SIHL NI HLYO4 135 A75534dX3 SY Ld3JX3 "SIDIAY3S IHL 40 35N WOH4 aINIVLIE0
39 AVW LVHL S1INS34 3HL OL SY ALNVHYYM ANY 3MVW LI S300 YON (3344 YOuy3
40 QILdNYYILNINA 38 TIM SIDIAY3S IHL LYHL INVHYYM LON SI00 ¥3AIAQHd
3DIAYIS /YOANIA “AYVHLINOD IHL OL ONIHLANY ONIONVLSHLIMLON ¥3IWIVTISIA® 61
“jueq
13ppIq Pa133135 3YI YIM PaLBYS aq |itm 3| Aonod eipaw Je120s ok areys asealq ay3 jo Adijod eipaw je(d0s ayy ajejola |jeys satyled Waw3aBy 13e13u0) Jeiq 661
PAIY3 PUB SJ0JDBIJUOD 3Y) JO YURq @Y} Jo uosiad oN pl-amxaKly
‘3504 Wieyd 3yl ydiym 01 Joud syjuow 7| pouad ayy 1oy 3afload ay) Jo 1507 1101 Byl UBWS3IBY 12841007 Yeig
& 01 Ao 01 I3PPIBI 1 1) esano e 03 1996qnS 5q T1eys AIGE 1eBI55% 5, YIAIAONA FVAUZS /HOONIA S PEDY Li-anxauuy| 20
uolinjos pasodo.d ay) asn 01 YNVE 2y jo Anjiqeut
JO 35NEI3Q 13W JOU 31T S|aA| ADIAIAS ased ul saljjeuad
Jo juawded Joy ajqisuodsal aq |jeys Y3QIAQUd
IDIAY3S AHOANIA ‘Ulaay pauleIuod salpawal ayy
R SuipueisyiimioN "pJeSas siy) ul 53503 Jo puly Aue o
s33) ‘afieyd ‘asuadxs jo pury Aue seaq jou |jBYs YNV
LONIAiIOE pasodiosd ‘19AamOH “WNVE Aq paias sanjjeuad ayj o) uolyippe Ul
juawdinba juajeainba Sulinsoud Joj YNyg Aq paiinoul
3y} 25N 03 ¥NYE 24l Jo AJ1jigeut Jo 3snedaq 19W J0U A1 S|2A) AJIAIAS 258D UL Setitedad|
53502 Juawade|dal ay) yum Suoje ‘sajqeantjap yons
~je-uRiAed S)IPald a3lAIas o) 3qisuadsal 2q 11eYs YIAIAOY IDIAYIS /HOANIA 4 &
‘ULaJ3Y PaULRIUOD SALPALAL 3YY BUIPURISLIMION "PJeS3) SIYI UL 51500 JO puby Aue 1o 5324 204 AU ANAYIS HOANIA 0L PIEC. SJUNaLE: Aue
d4y 01 Ajdwod o) Jsppig ‘adiey> ‘asuadxa 4O puny AU JeaG 10U 1]BUS YNYE ‘JSASMOH “MNYE-Ag-pate)seiedad ASLANNE s NQUISLEUR SR RMPREIR I8 LImal Watias By eiue) i 161

¢ ¢ t : HRI0IE-0)- ANYG-AG PaHnaU-51502
“uStiBeida-SHitwBUete 'Sa|gRISALRP UINS 10) YIAIAOYd IDIAYIS /YOONIA 01 pred
sjunowe Aue Joj YNV 35INQLIIDI pue Sa)qeiaalap 2y3 Jo wimad ay] 1dadie ‘payipow

Jo paseydas aq Jouued sajqeiaalap ayl Jo paindosd aq jouued asn 03 sIYSL a1

jdasoe ‘payipow Jo pasejdal aq jouued sajqelanl|ap
ay3 Jo pasndoud aq jouued asn o3 s1ysL ayy § [2]

Jo 'sajgedaal|ap BuiBuliju) 3y B $B|qRISALSP
paijipow Jo juawase|das ayj Aq pawsojiad

S1 UoLlouUNj awes ay) jey) papiaoid ‘BuiBuliyul-uou
w3yl eL 0} sa|qetaaljap yoans Ajipow Jo asejday [q]
sajgesaal|ap

y2ns asn 03 anuijued 01 148 3yl YNV Joj aindoud [e]
:asuadxa pue 331042 st 38 ||BYS HIAIAOHd

IDIAN3S /HOANIA ‘s1y8u Aysadoud jenydajajun s, Aysed
PiY3 e jo JuawaBulijul Jo UoIRoIA Jo wied jo 1afgns
3y JW0D3q $3|QRISAISQ Y1 1BY] Juana 2y u| "Z'0lL

| L -aUnxauuy|

T0Z/W3D

OU j24 PG 25241 104 53U3NT PI 24d




Pre Bid Queries for theGeM bid ref no. GE

01330 dated 18/01/2023 for Supply, Installation, Implementation and Maintenance of Chatbot Solution in Canara Bank for S years

The Bank reserves its right to cancel the entire /
unexecuted part of the Purchase Order at any time by
assigning appropriate reasons and recover

The Bank reserves its right to cancel the entire / unexecuted part of the Purchase

1[AT igni i = expenditure incurred by ith RFP d iti
201|ATC axpenditiire icurted by the Bark i addition ta MHMWWM any :_dm c<.mmm_m_::w mumawnﬁwﬁm wm_wmo_._w and w¢m0<mﬂ Bidder has to comply wi terms and conditions
Bank-in-add o y-& damagesin-termsof-the contract;
recovery of liquidated damages in terms of the : h
nOJnﬂUnn.
If d i iquidated D. If deducti n f liquidated Damages exceeds than 10% of the total
202aTC f deductions on account of liquidate m3mmmm. e ca:oqm on account of liqui ges exi mare than of the tota Bicder s ta/Eominly With REP terma:aiid Eonditians
exceeds more than 10% of the total contract price. contract price.
The Bank reserves the right to recover any dues
payable by the selected bidder from any amount
outstanding to the credit of the selected bidder, The Bank reserves the right to recover any dues payable by the selected bidder from
including the pending bills and security deposit, if any amount outstanding to the credit of the selected bidder, including the pending bills
any, under this contract. and security deposit, if any, under this contract.
203|ATC In addition to the cancellation of purchase order, the |In addition to the cancellation of purchase order, the Bank reserves its right to invoke |Bidder has to comply with RFP terms and conditions
Bank reserves its right to invoke the Bank Guarantee [the Bank Guarantee or foreclose the Security Deposit given by the bidder towards non-
or foreclose the Security Deposit given by the bidder |performance/non-compliance of the terms and conditions of the contract, to
towards non- performance/non-compliance of the appropriate towards damages.
terms and conditions of the contract, to appropriate
towards damages.
within such times as may be deemed reasonable and
in default of the said noti he Bank |
:., G ot tha.said:notice,:y m. nkishall Have:she ....-within such times as may be deemed reasonable and in default of the said notice,
right to cancel the Contract holding the selected the Bank shall have the right to cancel the Contract 3 o .
204|ATC bidder liable for the damages that the Bank may ¥ SR Bidder has to comply with RFP terms and conditions
. . for the damages that - 5
sustain in this behalf. Thereafter, the Bank may make 4 : :
. the risk-and cost of the selected bidder.
good the failure at the risk and cost of the selected
bidder.
OTD - 50% on contract sign-off & 50% on go-live
I f hly ari . ange it to Quarterly advance payments for
205|Payment Terms Payment schedule for Integrated Whatsapp & Chatbot IV RICE o THONTLYarTears, DU Chiang Qu Yiacy pay Bidder to comply to RFP

recurring charges

Payment Terms

Bank will not pay any amount in advance.

Please allow advance payment to facilitate the best of services

Bidder to comply to RFP
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Pre Bid Queries for theGeM

ref no. GEM/2023/B/3001330 dated 18/01/2023 for Supply, Installation, Im

mentation and Maintenance of Chatbot Solution in Canara Bank for 5 years

Al 1 The BOT platf houl ice-based
21 s m. £ plstformishoultialso:support voicarbase Please provide more details on voice-based navigation It will be shared with the selected bidder
Scope of Work& Functional Requirement |navigation to relevant content on web channels.
22 Annexure-1 The BOT should support Voice Banking through AP| Are you looking for voice biometrics to authenticate the users before using the voice- ves
Scope of Workf Functional Requirement |integrations. bot?
ChatBot Solution should support speech-to-text (52T}
conversion of the user's voice and text-to-speech
Annexure-1 {T2S) conversion for the ChatBots spoken response. ) . . AP| based inrtegration is proposed here. APIs will be shared with
213 z Pl larif 1 eM .
Scope of Work& Functional Requirement [Selution should also have connectors to use Smart ease clarify on using Voicebat on SM5/ eMail channels the selected bidder.
Assistants such as Alexa, Google Home, etc. and
Phone, IVR, SMS/eMail etc.
Annexure-1 Platform should support Voicebot integration with s . 5 p .
4 Wi 5 N ? ri
21 Scope of Work& Functional Requirement |contact center [STT, TTS, NLP] for Contact Center Al. hich Conact Center solution (STT, TTS and NLP) are you using currently or planned: It will be shared with the selected bidder
The technology should be easily extensible to
different platforms such as Mobile Banking, Internet . — . .
Annexure-1 i i : API based inrtegration is proposed here. API!
215 Sco ME Wik Functional Reguirénant banking, UPI, Mobile wallet, e-Mail/SMS Integration, |Need clarity on chatbot integration with UPI, Mobile Wallet, email/ SMS channels thi GaEErEd g.wamq s proposed here s will be shared with
P = Social Media platforms like Facebook, Twitter, :
Instagram, and Whatsapp.
The Chat Bot should support various channels
including Web, Mobile app (i0S and Android), Social
Annexure-1 Media platforms like WhatsApp, Facebook Messenger, ; . .
21 th the selected bidd
8 Scope of Workf& Functional Requirement |WeChat, Twitter, Instagram etc. The solution should Please provide the complete query frwillioe shared Wi R
allow direct messaging from these social media but
not limited to
e ed soluti t tai L ¢ % 8 i
Annexure-1 Jheiproposed saluticn musteoitain vm<_.=m...; s ) : APl only will be provided by the Bank, if any payment system is
217 . . that helps the end user to make payments in chat Need clarity on this .
Scope of Work& Functional Requirement - i G =+ involved
environment via various available payment options.
Annexure-1 iii. Marketi i i 3 i .
218 ) ) xiii. Marketing and advisory services for customer | Ciarity on this It will be shared with the selected bidder
Scope of Work& Functional Requirement |acquisition
BOT platform should provide for a live agent
AR dashboard for seamless transfer of entire chat to the
219 . . live agent. ChatBot System should be integrated with |Which Call Center solution are they using for live chat and voice? It will be shared with the selected bidder
Scope of Work& Functional Requirement = 2
Bank's Call center for further assistance from Call
Center Executives.
Aiire Out-of-box deployment to Phone, IVR, and SMS Smart
220 " . Assistants (Alexa, Google Home, bank’s own robots Do robots support web based interface? Yes
Scope of Work& Functional Requirement 5 R
available in select branches, etc.) must be available.
Annexure-1 Pre-built integration adaptors must be available for . . . .
m ; . L f backend syst t connectors fi It will be shared with the selected bidd
2 Scope of Workf Functional Requirement |most of the backend systems. Bledse shareiii Hstor Backend. syatermyaa want.uan or W shared wi A SRR biader
Al -1 i
222 DN Theichatbiot ol eion must Havetheicolledtion Please provide more details around it It will be shared with the selected bidder

Scope of Work& Functional Requirement

management capability.
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Pre Bid Queri

s for theGeM bid ref no GEM/2023/B/3001330 dated 18/01/2023 for Supply, Installation, Implementation and Maintenance of Chatbot Solutien in Canara Bank for S years

233

Table D -
Charges for Offsite Resources

Dedicated Offsite Support charges

Section 12; Page 6 - refers to Onsite Resources where as in Annexure 10 - Bill of
Material - Offsite charges are requested. Kindly confirm whether onsite of offsite
support is required

Onsite resources are required

234

General Query

Conversational Chatbot

1.How many overall unique conversations (monthly) are expected?

2.Use Cases that need to be automated.

3.What are the Back-end systems that need to be integrated

4.Number of human agents in the Support team?

5.New WhatsApp Business APl account required or will use the existing one?
6.Number of API's

It will be shared with the selected Bidder

235

General Query

Voicetbot - Call Volume and Team

1. Monthly call volume*

2. Average call duration”

3. Total number of agents*

4. Nature of calls

What type of calls are incoming vs outgoing. Ex. a payment reminder will be an
outgoing call and support issues are incoming calls

a. Inbound calls

b. Qutbound calls

5. Rough split of inbound vs outbound calls

This helps us determine what % of calls can be successfully automated. Usually,
outgoing calls are easier to automate than the ones incoming.

6. Split of agents - inbound vs outbound

7. The call team is inhouse or outsourced

Most of the time, businesses have a small in-house team and a large outsourced team.
8. If it is a split, how are tasks split between in-house and outsourced

Usually, in-house teams are used to drive sensitive and more critical work like user
authentication, KYC, escalation etc while those outsourced solve mundane and L1
queries

9. The primary language of calls

Brands usually have a few languages heavily used and a longtail of other languages. It
can also differ by region ex. Swiggy Hyderabad will be Telugu + English and NCR will be
Hindi + English

10. Is IVR being used?

11. If IVR is used, what is the deflection rate achieved?

Deflection rate is the number of calls that got solved at the IVR level without need of a
human support agent

It will be shared with the selected Bidder

236

General Query

Infrastructure

1. What calling platform is used? Ex. Avaya, Genisys, Cisco

2. Are integration APIs available?

3. Have they integrated any other third-party system to this telephony infra using APIs
before?

4. Call storage

a. What % of calls are stored?

At times, brands do not store 100% of the calls to save on data storage costs.

b. Are calls stored in mono or stereo format?

This is a key factor in determining the STT quality while doing agent analysis

c. What data format is used for call storage

The best STT happens from lossless formats. Popular formats like mp3, flac while are
supported but usually STT accuracy drops.

APIs are available for integration. Rest information will be shared
with selected bidder
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Pre Bid Querles for

eGeM bid ref no. GEM/2023/6/3001330 dated 18/01/2023 for Supply, Instaliation, Implementation and Maintenance of Chatbot Solution in Canara Bank for 5 years.

The Conversational ChatBot and Voice Bot solution
should be able to interact with the user and respond
to various basic level queries raised in regional
languages like Hindi, Kannada, Telugu, Punjabi,
Marathi, Tamil, Bengali, Malayalam, Gujarati, Odiya
etc., with Natural Language Processing (NLP)

Annexure-1 capabilities to identify user's In first phase, what are the mimimum number of indian languages BOT needs to support. 2 <
243 . : . . ) . BOT supported languages are available in RFP.
Scope of Work& Functional Requirement |query/request/complaints and respond accordingly. In |Can you please provide the list of indian languages of first phase.
future, provision to implement other Regional
languages as per industry standards should be
available without any extra cost to Bank. Note: The
product/solution is expected to understand and work
with good accuracy for Indian Language accents &
dialects.
P The Bidder should be able to support voice on all
244 x . . channels like Android, 10S, Web, WhatsApp (Ul Menu |Can you please provide the list of all channels and platform? The channels are mentioned in the RFP document
Scope of Work& Functional Requirement .
driven ChatBot) and IVR.
245 Annexure-1 The BOT should support Voice Banking through API "1. Bank is going to provide the API for this? Yes/No 1. Yes
Scope of Work& Functional Requirement |integrations. 2. We need to understand the process flow for voice banking integration.” 2. It will be provided to the selected bidder
ChatBot Solution should support speech-to text (S2T)
i f th 's voi d text-t h . . . . . .
convermion.g < B lISaE S VDICE andeovspes “Can you provide the list of specific smart assistants instead of Smart Assistants
Annexure-1 (T2S) conversion for the ChatBots spoken response. . - .
246 . : . such as Alexa, Google Home, etc. and It will be shared with the selected bidder.
Scope of Work& Functional Requirement |Solution should also have connectors to use Smart . .
Phone, IVR, SMS5/eMail etc.?7
Assistants such as Alexa, Google Home, etc. and
Phone, IVR, SMS/eMail etc.
A -1 The bot should be able t k li t d ; : 3
247|2nneXUre . . N .o_._ b © able to mask un parflamentary and |y.n the masking needs to be apply? At storage lvel or at presentation level? Presentation level, but It may be as per Banks requirement
Scope of Work& Functional Requirement |unprofessional inputs from the end-users.
Annexure-1 Platform should support Voicebot integration with " . s
248 D have Contact Center Al? It will be shared with the selected bidder.
Scope of Work& Functional Requirement |contact center [STT, TTS, NLP] for Contact Center Al. 9L HAVE S ONtee RRIRET:
The Chat Bot should support various channels
including Web, Mobile app (i0S and Android), Social
- i ike Wi ifi i dia platfi instead of etc? And, also clarifs . . . .
249 Annexure-1 . . Media v_m:o._.:._m like WhatsApp, Facebook msmmum_._wm: noc_m_ <o: be specific about all social media platforms instead of el n v THiE Bt L be eployEd WAth HESGF SoMEL MedT platroRms
Scope of Work& Functional Requirement |WeChat, Twitter, Instagram etc, The solution should |not limitied to?
allow direct messaging from these social media but
not limited to
The Bot should be able to Integrate with our Existing
Internal Solutions like AD, SAS(Web Based Single Sign
nnesrelf on System connected with AD and HRMS and used by
250 . . all branches/Offices of Canara Bank), Cannet (Internal |List out all different solutions and their purpose on the basis of BOT type? It will be shared with the selected bidder.
Scope of Work& Functional Requirement . . <
Web site for employees), CTS(Case ID and Ticketing
Systems) ,CBS(Core banking Solutions to assist the
staff to operate the menus) etc.,
Ecommerce BOT for powering services such as
251 Annexure-1 recharges, bill payments, cab, laundry, events &movie|("1. Is Bank going to provide the API for Ecommerce BOT? 1. Yes
Scope of Worké& Functional Reguirement |booking, health, bus, train and hotel flight booking,  [Z. Are you looking for payment option through chatbot?” 2. Yes

local search and deals.
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Pre 8id Querias for theGeM bi

3 for Supply, Installation, implementation and Maintenance of Chatbot Selution in Canara Bank for 5 years

Solution should provide the real-time dashboard to
help in generating industry specific actionable
insights for brand management, reputation

e-1 L iff 1 d b f dashboards al th thei Li .
261 pAnEx e management, customer satisfaction assessment, and fat out all the differeqt: formats:and.aumber:o e 2 el granuatity It will be shared with the selected bidder.
Scope of Work& Functional Requirement : e and their purpose?
so forth. Selution should be capable of providing
reports in different formats such as word, excel, CSV,
PDF, etc. instantaneously

Annexure-1 The solution should provide various filters, criteria for

262 generation of report/ dashboard based on the How many reports/dashboards are required? And, who are the potential users? It will be shared with the selected bidder,
Scope of Work& Functional Requirement

channels and products.
The bot solution should be capable of having

263 Annexure-1 . ‘ c.::Sd."mn_ bot based on bank’s q...u..._.._#m_._._m:n like web  |How many bots required and their purpose? Are all BOTS are Rule based or ML Models All Bots miust be Al/ML based
Scope of Work& Functional Requirement |site bot, helpdesk bot, transactional bot, employee based?

bot, customer bot etc.
Annexure-1 BOT must have the support t ide i : . . .

264 * . ) onm . RP O provide respanse Using | ict out all rich media templates. It will be shared with the selected bidder.
Scope of Work& Functional Requirement |rich media templates.

Annexure-1 The solution must provide various inbuilt small talk 1. can you please elobrate it. o y i

265 It will be shared with the selected bidder.
Scope of Work& Functional Requirement |libraries. 2. Do you want integrate the small talk library via any API? bWl e thithe selected bidder.
Annexure-d Out-of-box deployment to Phone, IVR, and SMS Smart

266 . X Assistants (Alexa, Google Home, bank’'s own robots Similar question highlighted above in S.no. 9 Similar answer provided against s.no 9
Scope of Work& Functional Requirement ) . )

available in select branches, etc.) must be available.
Annexure-1 Solution should be able to set up a virtual ROBOT in . : T A . < .

267 - Pl larify wh ual ROBQT in external device It will be sh, h th bidder.
Scope of Work& Functional Requirement |external device (like an Animated Character). saseiclariinwhiere you wantto:set up 2 virt L Wil be:shared with the selected bidde

int i X t i 7 £
Annexure-1 Baszationld be able (o Mitefrate With Bank's eriterprise Do you want BOT only read the stats or write also in EDW? What is the current SCD ) .

268 ) data warehouse for stats of data created during It will be shared with the selected bidder.

Scope of Worké Functional Requirement x level?
customer interaction.
Annexure-1 System should also provide support for future 2 : 3 " :

269 ; g : A . Hi t d , ERP n) will get integrated? It will be shared with th dder.
Scope of Work& Functional Requirement [integration of other application integration. ove.many:systems(databases; ERP and 5o on) % g wi RECR W e selected b
Annexure-1 t hould be scalable t t . Please refer the concurrent users mentioned in the RFP

270 i . ....7@ system shou % S ANy What is the current & Expected TPS (Transaction per second)? ert s
Scope of Worké& Functional Requirement [incremental requirement. document.

The application needs to implement maker checker
Annexure-1 principle for activities like important business 2 : 5 : . -

N D t d ration? It is as per banks requirement.

Scope of Work& Functional Requirement |parameter updates that needs to be change in case of et required Jd patyiteg s ks ey
any System/requirement/API level changes.
s i i ¢ List out all ith be i ted for
272 Annexure-1 . ) The chatbot mo_nzoa,_s:mn have the collection Can <9.u please List out all system with whom chatbot need to be integra It will be shared with the selected bidder.
Scope of Worké Functional Requirement [management capability. collection?
Solution should be capable of easy Integration option,
Al -1 Int tion C t lar CRMs, Datab. A . : E . .
gy |ANEREE ntegtatian Connectors topopular S RN, How many systems(databases, ERP and so on) will get integrated? It will be shared with the selected bidder.

Scope of Workf Functional Requirement

Search Engines, Live Chat Vendors, IVRS and ERP
software.




‘uolien|eAs
1e21uyoa) Surinp yueg ayl Aq paijiiaa aq Aew awes
ay] ‘awes ay) SulAjiiaA ayy Joj s}oejiie ay) aplaoid

Sid1SWeled UoI1eN|BAT [BIIUYID]

13ppLq palda)as 2yl 01 paJeys ag 1w J| sJ1jAjeue jo adods ay) aueys asea|d 0] sey 1applq ay| 310N Yosads pue yoddns ‘jog I v87
-2 INX
40y yoddns so11hjeuy (3) (YAI/QEO + JRY2 3A1T) ad10A ee v
pue 1x33 Jaao oddng (q) uoiyejuasaidal jeldip ayie
uewiny aAljeAaouul MaN ...ﬂ- lainjedlied; ieejeAy ._M«..Mmﬂ
‘sp3eIp
3 sjuadde afendue ueipuj Joj Adeindoe poos yiim
jlom pue pueisiapun o3 pajradxa s| uolinjos/1>nposd
Sy 3J0N "jueg 0] 150D BJIX3 AUR JNOYIM 3|ge|leAe
aq p|noys spJepuejs Ansnput Jad se sadensue|
|euoiBay Jayie Juawsa)dw) o) uoisiacid ‘aininy
u] "AjSuipiodoe puodsal pue sjuiejdwod/isanbaiyzAianb| Juawalinbay 1euoLIdUNg BYIOM JO adodg
Juawalinbal yueq ayy Jad se sty /2DI0A UL 358 10 3210 se pajdad
Aueq ay 1 £2210A UL 109 Paseq dN 40 YAl 92104 se pajdadx] s 4asn Ajijuapi o3 saniqedes |-2JnXauuy! €87
{dIN) Buissadolg afenBueT |einjeN Yium ‘333
eAipp ‘11eselng ‘wejedejey ‘eBuag ‘jlwe] ‘yjeley
‘iqeflung ‘n8nja) ‘epeuue) ‘ipuiy ayi| safendue)
jeuoiBau ul pasied sallanb |aAa) diseq snotiea 03
puodsal pue 13sn ayj Yim 1DBI3JUL 03 3|qe 3G p|noys
uolin|os Jog 3J10A pue 10g1ey) |PUOLIESI3AUD) aY ||
2dAy Juajuod pue 3zis )1} ‘sUOISUAIX3 SBJ1Y| JuaWALNDaY JeUCLIDUNS BYIOM JO 2d0dS
“13ppl 133185 3T YIMm paleys 3q ||m ;2dA] U000 pue ‘3ZIS Il ‘SUOISUSIXA 3|1} PIMO]Ie A ale Je o X 4 ? 2
PRIG P12 AU NI PRUIBYS 2G 1M 3| < =y P 52 el 14 RO EAL UM jo sadA3 cyidads o3 peojdn 2113531 pjnoys uoiyedijddy | -aunxauuy 4
"spjaty Induy jje ut siaeleyd je>ads 320|q pjnoys TR S o a0
"J3ppLq Pa123)18s Ayl Yyim paleys agq m 3| pueq ay) jo uonjeoydde Aue ui saydeleyd jeidads jo Isisuad piay uoiiednuayine Aue sjjuonesidde ayj “syoei3e (55X) Sulidiins-a3i5-s5040 Woly 1 INnbay euotiaund BHIOM JO ada5 187
J19s31 1ajoud 03 spiendajes asey pinoys uoijestddy kR gLy
*Aoijod
“13pPIq PA3I2135 AU YIUA PaJeys 3G JIM 1| Jansst ANALII9ULOD AUe S1 21943 JO UMOp 5t 589 4t Aarjod au3 st JeymM fiod Vo’ eusvtban Loy om0 adeadl .
pue juswaiinbai O4¥/01Y s, 3ueg Yim Ajdwod o) | -2UNxauuy
JOppPLg PR12313s YIm paleys "AA11D31)9 aJe 5j04JU0D pue uoliedaidas 50| e
PPIG PRida1as yim paley “SuipurIsIapUN Sy1oads paaN Al1DaL 1o P 1edasBas |edido| jey)| JUSWSAINDIY JRUCIIDUNY BIOM JO 2dodS L1
24 ) uollewojul ayy pue yueg ayl jo Aoyod dmyoeg sad sy alnsse 0] 5§15a) AuaAodal pue dmyjdeq JejnSal wiogiag L-aUnxauuy
RIep §,42W0ISND JSYJ0 WOI) BIRp jueyg 31ejost 3°p) Juawasinbay Jeuot)duny Byiom Jo adods
¥ : . . - &
01 PakGILS 32 SANBILYIY LOIRZNBIUSLILIEALIOS Toum Sieys o) 1 21e4qoya aseajd noA ue)| s,Jaww03snd J3YJ0 Wol) eyep yueg ajejost 01 pakojdwa kel 87
aJe sanbiuyza) uoijezjejuawiiedwiod jeym aleys o
*ISpPIg PA123135 A4 YIM PURYS 39 |1IIM ) 552008 paseq )04 PUB SI3SN JO §13A3) JU2I1P 10} SINpoW |je 1s1jul 212 GIW "Ll "ssaliieng Jo} ssabde pRsaq a|0)| IUSUBAINBaYJELONIUN FHOM JO 30D 11T
YILm SIBSN JO S|aA| JUaIajIp Joj sajnpow ajeiedag | -SANX3ULY
21dAioua aq Isn .
. P2 Uo2d Jsny juoidAisua |3y 1e 10 0F ayl uo elep Juem noh oq ;laa3) uoridAidua ay) st jeym pardinual JusuNNbEY JEUORILN TUOM 40 8d0dg 97
JSURIY UL BIEP J2AaMOH s22110'id AJunaas 1539 31aype 03 Jappig pu3-0]-pua pue aunsas aq pinoys ssaseud auus ayy | -IMX3ULY
S 4 2
“13PPIQ PR122135 AY1 LIM padeys aq m ) ipaviodxa 4 papeojumop 03 BuloB st jeyy 1odal Jo JeuLoy SY) St 1eym 3|geriodisy sigepeojupop) | JUswsinba jeucisund Fyiom o 3dods 617
aq pinoys |ejsed ayj ul pajesauas snyj syodad ay) |- 2UNX3UUY|
312 Buljel yoegpaa)
Jasn ‘Aep iad suoissas ‘uoINgLISIP 3sim solydesBowap Swasnba P ——
J2ppLq pa122)3s 3yl Ylm padeys ag 1jim 3| £S1dY 118 1IN0 151] puy j1I0da) JO 1RULIO) 2] S JBUM. ,543s5n “1asn 1ad s5UDLIBSISAUOD JO Jaquinu adelaae WBLIB/INB2Y 1BUOLIUNS BHOM § 035 (o

‘s1asn mau ‘siasn paBeBua 'siasn aalloe ‘siasn
|ej0 - suodas Suimoj|oy apiaoisd 03 3jqe aq pinoys

| -2anxauuy

s1ead g 10} jyueg BIEURD Ul UOIIN|OS 10GIBYD JO FIUBUSIUIEN pue uoneluswajdw) 'uone)eIsy) ‘'Aiddns 10} £707/TO/8T PRIep 0EETO0E/G/E707/INID "OU J2u PIg WD3Y1 J0) $311aNT) pig 244




GeM bid ref no GEM/2023/B/3001330 dated 18/01/2023 for Supply, Installation, Impl

ntation and Maintenarce of Chatbot Solution \n Canara Bank for 5 years.

285

Annexure-1
Scope of Work& Functional Requirement

The SME (Subject matter Expert) shall share
the information/FAQ and the solution shall
convert the information ready for BOT
conversation, documents like Pdf, Excel,
Word, CSV etc.”

For example: Internal guidelines like
circular/Memos/Special communications in
pdf, excel, word, csv format should be
converted to information and should be
made available to users through Bots.

How to access such document? Is this manula upload or acecssing from any sources?

It may be both.

18

o

Annexure-1
Scope of Work& Functional Requirement

The BOT should support Scrapping & Crawling of
Canara Bank Websites,

Web content access to be provided to the platform.

It will be provided to the selected bidder

Annexure-1
Scope of Work& Functional Requirement

The ChatBot solution should have the capability to
perform Cognitive Document Processing (CDP) &
Cognitive Document Automation (CDA). CDP is a new
platform, which harnesses cognitive capabilities such
as artificial intelligence and machine learning to ease
the burden of processing documents and extracting
data from them. It can reduce costs, improve
customer experience, and help to ensure regulatory
compliance. CDA to automatically collecting required
data from different types of documents, approving its
validity, and make use of the extracted data adding
relevant features and increasing its value.)

Is this mandatory requirement?

28

o0

Annexure-1
Scope of Work& Functional Requirement

The product/solution should include a keypad (with
both phonetic and native types of typing) to support
input in Indian languages for Chabot.

Whihc all languages to be considered?

As mentioned in RFP document

289

Annexure-1
Scope of Work& Functional Requirement

ChatBot solution should be able to handle minimum
1000 concurrent Chat Sessions, conversation response
accuracy of 97%, ChatBot uptime of 99.50% on
quarterly basis.

1000 session on WhatsApp and voice combined or each needs to support 10007

Whatsapp is out of scope as of now.

29
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Annexure-1
Scope of Work& Functional Requirement

Out-of-box deployment to Phone, IVR, and SMS Smart
Assistants (Alexa, Google Home, bank's own robots
available in select branches, etc.) must be available.

Is this mandatory requirement?

Yes.

29
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Annexure-1
Scope of Work& Functional Requirement

ChatBot solution must have no-code platform. No-
code platform must have offer templates for different
use cases — lead generation, basic customer support,
product suggestions, surveys, and much more — so
that the task building a new ChatBot can smoothly be
taken on by anyone etc.

Flexible chatbot flow builder is expected, right?

Yes.
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Pre Bid Queries for theGeM bid ref no. GEM/2023/8/3001330 dated 18/01/2023

for Supply, Instaliation, iImplementation and Maintenance of Chatbet Solution in Canara Bank for 5 years

Annexure-1
Scope of Work& Functional Requirement

The Conversational ChatBot and Voice Bot solution
should be able to interact with the user and respond
to various basic level queries raised in regional
languages like Hindi, Kannada, Telugu, Punjabi,
Marathi, Tamil, Bengali, Malayalam, Gujarati, Odiya
etc., with Natural Language Processing (NLP)
capabilities to identify user's
query/request/complaints and respond accordingly. In
future, provision to implement other Regional
languages as per industry standards should be
available without any extra cost to Bank.

Note: The product/solution is expected to understand
and work with good accuracy for Indian Language
accents & dialects.

Kannada, Telugu, Punjabi, Marathi, Tamil, Bengali, Malayalam, Gujarati, Odiya Will be
added by Delivery. Reguest the bank to waive off by POC

Bidder to comply as per RFP

297

Annexure-1
Scope of Work& Functional Requirement

The bot should be able to work on a real-time basis
with the best of accuracy. The bot should have
already been adequately trained on domain
independent techniques for accurate results from the
date of deployment.

This is part of NLP as voice BOT Performs the task of Speech to text and Text to speech
then the Voice BOT hands over to NLP to process request. But once Voice BOT & IVR
Comes into the play Multi Intent and Context and memory of questions split into
multiple input becomes important. Pl confirm if the same is also required. Will user
provide those use cases and related data to train the BOT

It will be shared to the selected bidder

268 Annexure-1 The bot should be able to mask un parliamentary and |Is it only applicable to voice bot as this feature is part of NLP also what will be action 1t will b shired 16 the selectad bidd
Scope of Work& Functional Requirement |unprofessional inputs from the end-users. that has to be initiated post detection such language Wil be shared Lo the selected biader
The Voi ; i ;
Annexure-1 he Vajee bot mroc_m_ atts like n__m#m_ voree mmm:mu that This requires BOT to handle multi intent and split intent efficiently. Else bot will fail.
299 . ) can handle Personalized, empathetic and proactive ) o Yes.
Scope of Work& Functional Requirement 3 s & - : Pls confirm the same also it is part of NLP
conversation in real time with human like voice.
The technol hould be easily extensible to .
e kecn0 0gy $houl v : The technology should be easily extensible to different platforms
different platforms such as Mobile Banking, Internet . ; . p : 2 .
Annexure-1 : : p Does customer want to see demo of all the social media listed. Also confirm scope of  |such as Mobile Banking, Internet banking, UPI, Mobile wallet, e-
300 . . banking, UPI, Mobile wallet, e-Mail/SMS Integration, g . . . s
Scope of Work& Functional Requirement % < - i work for Instagram Mail/SMS Integration, Social Media platforms like Facebook,
Social Media platforms like Facebook, Twitter, -
Twitter, Instagram, and Whatsapp.
Instagram, and Whatsapp.
Ecommerce BOT for powering services such as
Annexure-1 recharges, bill payments, cab, laundry, events & s
301 T ? i
Scope of Worké Functional Requirement |movie booking, health, bus, train and hotel flight CrommiercelBOT efigibility 15 aisoceeptable Shall be:accepted
booking, local search and deals.
Annexure-1 7 -5 i . .
302 Customer Feedback Do you want analytics and predictive analytics on the data collected from social media

Scope of Work& Functional Reguirement

May be required
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Pre Bid Queries for theGeM bid ref no. GEM/2023/8/3001330 dated 18/01/2023 far Supply, Installation, Implementation and Maintenance of Chatbot Solution in Canara Bank for 5 years

=

The company should be able to provide the
information on various levels the type of user
interacting about the demographic profile of the
customer.

The BOT solution should provide different levels of
filters criteria for generation of reports and
dashboards based on the interactive queries, channels
and products.

The solution should be capable of handling all
questions and access to all the conversations based on
Annexure-1 search text in reports.

Scope of Work& Functional Requirement |Solution should provide the real-time dashboard to
help in generating industry-specific actionable
insights for brand management, reputation
management, customer satisfaction assessment, and
so forth. Solution should be capable of providing
reports in different formats such as word, excel, CSV,
PDF, etc. instantaneously

The solution should provide various filters, criteria for ¥
generation of report/ dashboard based on the
channels and products.

Does customer require a Dashboard or Bl & Predictive analytics tool Yes, It may be as per Banks requirement.

=

The Chat BOT solution should be able to capture
customer information and relevant data and provide
dashboard as applicable/required by the bank for data

analysis.
T luti i i ilt Il talk
.rn oo must provide various inbuilt small ta Objective is to integrate with out of box deployments like
Annpxure:d libraries. Objective Not clear . Pls clarif Google,Alexa Avatars or any Bank's internal system by way of AP|
Scope of Work& Functional Requirement |Out-of-box deployment to Phone, IVR, and SMS Smart ! ' Y _.:ﬁ”Mw_.m_:o: Y g v

Assistants (Alexa, Google Home, bank's own robots
available in select branches, etc.) must be available.
Solution should be able to set up a virtual ROBOT in
external device (like an Animated Character).

0

Bot should be able to integrate with Bank’s enterprise
data warehouse for stats of data created during
customer interaction.

Annexure-1
Scope of Work& Functional Requirement

Pls confirm if we can provide our Data warehouse also or on the warehouse customer is

: It may be as per Banks requirement.
using y. p eq

(=]

System should provide support for integration of
Annexure-1 Bank's Systems through API calls with WhatsApp How to authenticate customer through their mobile number . Does customer have any
Scope of Work& Functional Requirement |services. System should ensure that only authorized |[API to authenticate user through mobile numbr

application can invoke such APls.

Bank will expose secured APIs for integration
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