
s30G356 Ill il nlm ill l lffill lll

E-STAMP
R-868D89715E9A1908

Rs 1,200/-Non-Judicial

0320-23994946

Description
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Second Party
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Issue Date

Paid Through Challan

Amount in Words

: AGREEMENT OR MEMORANDUM OF AN AGREEMENT - S(CCC)

: Punjab Information Technology Board Lahore [10000-0000000-0]

: Excise Taxation and Narcotics Department GoPb [10000-0000000-0]

: Shamsul Islam [35202-7794158-9)
: Excise Taxation and Narcotics Departmerrt GoPb [10000-0000000-0]

: 25-Oct-2023, 12:31 :28 PM

: 2023C1444913A1AF

: One Thousand Two Hundred Rupees Only

Please Write Below This Line

SERVICE TEVEL AGREEMENT
This Service Levr

/ 4pAF on 
o2ff'ff*"1:r':;0trfru;";;;^ to as the "Agreement") is made at

BETWEEN
Governor of the Puniab, acting through Director General, Excise and Taxation, Punjab,
Government of the Punjab, Excise, Taxation and Narcotics Control Department [hereinafter referred
to as "GoPb"), which expression shall, wherever the context so requires or permits, include the
successors, legal representatives and permitted assigns

AND
Puniab Information Technology Board, established under the Punjab Information Technology
Board Ordinance L999, acting through having its head office at

[hereinafter referred to as "PITB"), which expression shall, wherever the
context so requires or permits, include the successors, legal representatives and permitted assigns.
GoPb and PITB shall hereinafter individually be referred to as "the party" and collectively as "the
parties".
Whereas:

[a) In pursuance of PC-l titled "Motor Vehicle Registration-MTMlS Phase 1 and phase 2",
PITB has completed and implemented the Motor Vehicle Registration Systern fhereinafter
referred to as "MVRS"J in all districts of the Punjab. PITB not only continuously providecl
support for development, operation and maintenance including provision of services
pertaitting to software, data center, call center', SMS, internet bandwidth, and trainings op
MVRS, but also developed and provided support for different initiatives of GoPb such as
Dealer's Vehicle Registration System [hereinafter referred to as "DVRS"). In addition, plTB
provided with the requirements for clevelopment of new initiatives such as e-Auctiop and
Appointment Management System [AMS]. For the development and support of the then
existing systems and development of new initiatives, human resource, bandwiclth for
uninterrupted operations and continuous support was required;

tb) to continue the above-mentioned initiatives, the parties entered into
an Agreement on 01.04.202L for a period of one [01) year which has
expired on 31.03.2022, however
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7 ln executlon thereof PffB has completed and lmplemented
the dellverables as mentloned ln that Agreem ent. Further,PITB has been contin uously providing support for

daY operations and matntenance
center, call center servlces, SMS

servlces, lntemet bandwtdth and trainlngs of the
Centrallzed Motor Vehlcle Registratlon 'System (herelnafter
referred to as "CMVRS"). For the funcHonallty of these
systems, human resource, bandwldth for unlnterrupted
operations and contlnuous support is required; and

(c) the partles, to keep the above menfloned lniflaHves
functlonal wlth full support and to meet the recurrlng costs
thereon (herelnafter referred to as the "project'J, agree to
execute the, Agrcement ln accordance wlth the terms anri
conditions mentioned hereln.

NOW, THEREFORE, the partles have agreed to execute the
,{greement to achleve the sald purpose In accordance wlth the terms
and condltlons mentioned herelnafter:

Responslbllltles of GoPb:

GoPb shall:

(a) provlde necessary access to PITB of lts premises,
resourices and data essentlal to establlsh and manage the
e-Auctlon, Centrallzed Motor Vehlcle Reglstratlon System
(CMVFS), Motor Transport Management InformaUon
System (MTMIS), DVRS, Appolntment . Management
Servlce (AMS), and Moblle Appllcatlons, whenever
requlred;

(b) process all the related involces of expenses necessary to
carry out the operatlons wtthin thirty (30) days as
submltted by PITB;

(c) provlde the guldellnes to PITB related to the quallty
control, deslgn and speclf,cation requlred for the
execution, lnstallation and operation of the Project;

(d) provide software requlrements and feedbacks for the
system enhancemenGl

(e) deslgnate a single point of contact (SPOC) for
collaboration .wlth PITB, who shall be responslble for
resolving all issues or concerns between the partles;

(D

(g)

manage the operatlons of the ProJect;

be responsible for avallability of its representatlve(s) or
focal person for buslness as usual and for resolvlng a
servlce-related incident or request;

developments, day to
lncluding software, data
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(h) decide place of deputation for the developrnent team as
mutually declded by AddlHonal Dlrector General,
Governrnent of the punJab. Excise, Taxailon and Narco$cs
Control Department and Dlrector General, Informatton
Technologtes Operailons, punJab InformaHon Technology
Boardl

(i) ensure that lts representative he part of the recrultment
committee while hlrlng of manpower; and

0) ensure that PITB Is executing work accordlng to the
guldellnes set forth.

2. Responslbltltles of PfTB:

PITB shall:

(a) provlde day-to-day support and servlces pertalnlng to e-
Auctlon, CMVRS, MTMIS, DVRS, Appolntment Managernent
Servlce (AMS), and Moblle Appllcatlons;

(b) enhance system security by upgrading transport layer
securlty CI[S) or secured socket,layer (SSL) handshakes,
and user securlty or multl-tenant'securlty by close loop
one-time passwords (OTPs) or dynamlc passwords or
slngle slgn-on (55Os) and Srvo-factor authentlcations;

(c) provlde dlgltal web hostlng for the web and moblle based
appllcatlons keeplng in vlew the load assessments and
bandwldth requlrementsl

(d) provide twenty-four hours a day and seven days a week
citlzen call center servlces whlch lncludes libound or
outbound calls to factlltate general publlc for thelr
complalnts, gueries and suggesttons along with the
servlces to two-way SMS and customlzed robo calls
against all related initiatives of 6opb;

(e) provide remote assistance and round the clock support
using remote desktop and a virtual private network, where
avallablel

(O provide Service SMS for e-Auc$on, CMVRS, Appolntment
Management System, OTPs for Loglns, epay SMS Services
and other scheduled initiatives;

be responsible for monthly system health check;

be responslble for provlston of specillcaHons of Hosting
serulces as provided in Annexure-B;

(l) e^nsure to provrde the foilolving features wlth regards to
the hostlng servlces:

(e)

(h)
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2FA (Two-Factor a uthenUcatlons)

iv.

v.

vi.

vli.

vili.

ix,

x.

xl.

xil.

xiii.

xlv.

xv.

xvi.

xvii.

HA (Hardware/ Server fatlure, Hlgh Avallabllity)

NGF (Next-Generatlon Firewatl, Ports + t-ayer 7
level)

Network Isolatlon (wlthln the subnet)

Antlvirus and Operatlng System

remote access vla VPN (dlal) to ensure securlty

access through the lntemet vla flrewall

fully redundant, auto-fallover more than one
upstream (e,9. PIE A TWl) for lntemet connectlvlty

dedlcated load balancers for cloud web selvens

hlgh avallablllty wlthln load balancers

protectlon of east-west trafflc through the flrewall

Layer-2 mlcro-segmentatlon wlthln VMs

dedicated vi*ual routers

hlgh avallabllity within vlrtual routers

Layer 3 ACL on virtual routers

tv{o or more SAN storages

storlng VM backups on the separate (fourth) storage
device

web application flrewall

tunnel between PR and DRs.

xviii.

xlx.

0) provide complete day-to-day support and serulces of web-
based and mobile-based applicatlons lncluding
maintenance of technological solution;

(k) provide tfie user credentlals to the designated offfclals
through SMS or emall for system operatlonsl

(l) host applicatlons at its data center and also provide the
domain and hosHng medlum;

(m) train a designated official as a rnaster trainer on usage of
developed appllcations;

(n) hire human resource for the applicatlons development, lf
any, feature enhancement and system malntenance,l

(o) be responslble for the web and moblle based applicatlons
level securlty;

(p)

(q)

ensure dlsaster recovery;

provide avallablllty of efficlent technlcal support and
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(r) develop a comprete fifecycre of web-based and mobile-
based appllcaflons lncludlng malntenance of technologlcal
solutlors;

(s) document and communlcate changes.to exlsilng servlce.
to GoPb;

(t) ensure place of deputailon for the'development teams as
mutually declded by the Addiuonal Dtrector General,
Government of the PunJab, Exclse, Taxatlon and Narcotlcs
Control Department and Dlrector General, Informatlon
Technologles Operatlons, PunJab Informatlon Technology
Board;

(u) be responslble to make GoPb's reprcsentatlve part of the
selectlon commlttee, in case lt decldes outsourclng of any
component;

(v) re-appropriate the budget wlthln budget heads staytng
withln the total ' amount of the Agreement as per
requlrement of the Project wlthout any prior lntlmatlon or
approval;

(w) be responslble to manage the hlrlng of human resource
and hardware;

(x) be responslble to make GoPb's representatlve part of the
recrultment commlttee;

(V) rnanage to pay honorarlum at the rate of rupees twentl*
five lac (21500,000) per year to lts nomlnated persons as
approved by the cost ratlonalization commlttee; and

(z) comply wlth all the applicable laws, rules and regulatlons.

3. Timelines:
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Regular Support and
maintenance of Centrallzed
Motor Vehicle Registration
System

10,000r000 Throughout
the
Agreement

2 25 weeksOnline registration of vehicles 10,000,000
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3
User IPlHost name/ MAC
address restriction wlth regards
to enhance system security

680,000 10 weeks

4
Applicatlon for Automation of
excise levy PR-I & pR-II and
vend shops L-2

20,000,000 17 weeks

Total - Year I 40168OrO0O

1

Regular Support and
malntenance of Centralized
Motor Vehlcle Reglstratlon
System

10,000,000 Throughout
the
Agreement

Commissioning and Training of
revamped appllcatlon of MVRS

2,000,000 12 weeks

2
Integratlon of Dealer Vehlcle
Registration System wlth ePay

3,000,000 20 weeks

3
Moblle applicatlon for
Computerlzed Monitoring
Regime

10,000,000 2O weeks

Total - Year Ix 25TOOOTOOO

1

Regular Support & malntenance
of Centralized Motor Vehicle
Reglstration System

10,000,000

2

Integratlon of Exclse
department wlth Transport
department, PRAVFBR/Safe
City Islamabad, PunJab Police,
Pakistan Post

5,000,000 25 weeks

3

Mobile Appllcation for
verification of vehicle
reglstratlon cards/vehicle
documents

5,0oo,o0o 27 weeks

Throughout
agreernent
period

'?
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Total - Year III 2OrO00r0oo

Grand Total 851580100O

{t

4. payments:

GoPb shall, in conslderation of the Services to be provlded by
P[TB, pay an amount of rupees one hundred seventy-nlne
mllllon four hundred fffty-slx thousand slx hundred and seventy-
two (Rs, L79,456,672/-) Inclusive of all applicable taxes. Cost
detalls are attached at Annex-A.

5, Mode of Payment:

GoPb shall pay the consideration.
basis or, as the case may be,

Details are provlded In Annex;A

6. Duration

The Agreement shall be
years startlng from
with mutual written
Agreement subJect to
fulfillment of due procedural

Amendment:7

g.

No deletlon, addition or
Agreement shall be made

of, tiie ,1.

of'the
parties and through a written legil

Dispute Resolution:

All disputes, controversles or
arlse bet! /een the parties in
first, be settled amlcably throu$h,
parties fail to resolve any dispute
with the Agreement lncludlng any que3tion regardlng lts
existence, valldlty or termlnatlon, the dlspute shall'be referned
to and finally resolved by the Chalrman, Planning and
Development Board, Government of the PunJab, who shall be
the sole arbitrator for this purpose. The declslon made by the
arbltrator shall be final and btndtng on the partles.
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appllcable taxes
double taxatlon

shall be pald
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9. Termlnatlon:

If elther party breaches 0r dsfaults ln the performance or
observance of any of the materlal provlslons of the Agreement,
and such breach or default ls not cured wlthln thrce (0,) monthi
after the servtce of noHce by the other pafi speitffing sucfi
breach or default, the non-defaulilng party,strlil irave"th6 ilght
to termlnate the Agreement.

lo. Obligatlon of confidentlallty and informatlon
sharlngl

To the extent permltted by applicable laws and ln accordance
with such appllcable laws, the partles shall establlsh and
maintain such safeguards as are necessary and apprcprlate to
maintain the confidentlality of all non-publlc lnformatlon (wrltren
or oral or vlsual andl ar sample) and servlces obtalned under
the Agreement. None of the partles directly or lndirectly shall
furnlsh to any third party or make publlc any:lnformatlon or
portlons thereof or make publlc use of non-publlc lnformaUon
obtalned from any other party under, the; Agreement wlthout
prior written approval of that concerned party. :.

11. Data security,

Each party
technologlcal
to protect the

lZ. Indemnity:

13.

The parties shall lndemnify and keep,the. other:party indemnlfted
and harmless agalnst any and allrcldl1rrs, actions, 'damages,'or
proceedlngs by thlrd party (lncludlngibut not llmlted to all oosts,
expenses, damages, losses arislng'out of or ln connectlon wlth
the Agreement).

Severabilltyl

If any provlsion of the Agreement is.:6s16'lnvalid or offterwlse
unenfoiceable, the enforceabillty of the rbmalning provtsions
shall not be Impalred thereby, In such case, the partles:shalt
make every effort to replace the lnelfectlve provlslon wlth a neht
provlslon whlch has the same effect, or as approxlmate and
effectlve as posslble as the said provlslon.

14. Force MaJeure: ,

For the purpose of the Agreement oforce maJeure" means an
event which is beyond the reasonable control of a party and
which makes a partyt performance of its obllgations under the
Agreement lmposslble due to the circumstances, whlch lncludes
but not limlted to war, riots, storm, and flood. The partles do
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shall malntaln physlcal,
and
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E.STAMP
CONTINUATION SHEET

hereby expressly agree that the market conditions and/ or fluctuations shall not be
deemed as event of force majeure. In any force majeure, the performance by the
affected party shall be excused for the time of and to the extent affected by such
force majeure.

15. Notices:

All notices, requests, demands, or other communications with respect to the
Agreement shall be in writing and shall be deemed to have been given went sent by
registered post or courier to such party at the address mentioned below:

For GoPb:

Name:

Designation:

Postal Address:

For PITB:

Name:

Designation:

Postal Address:

Governing Law:
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16.

L

The agreement shall be governed by and construed in accordance with the laws of
the Islarnic Republic of Pakistan.

IN WITNESS WHEREOF, the parties hereto have caused the Agreement to be signed in
their respective names in two identical counterparts, each of which shall be deemed as

original as of the day, nth and year first above written

ON BEHALF O FOR AND OF PITB

l

-<*i
WITNESSES:
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EXC'SS. lAXAIIfr &
RAACOTCS'ANMOT MPANTNENI

Annexure - A

Service Level Agreement Extension

1 Cloud Hosting 1 36 1,600,000 ,r,rar*"1
Mana8ed VPS Seruices an a €loud for
Application Hostin& Databases etc.
(for all Excise initiatives)

Tolal Cost sz,eoo,oool

lco-tocation charses1 Lumpsum 48,500

lsruuserue,2 5 36 7,888

36 5.510| 10 Amp (Power)3 10

20 36 4,184

Charges for 5

Co-Location

Servers
l20 Mbps CIR Link lBurstable Redundant)4

e,sgs,saol

1 ccc ASent Charges 10 36 55,735 20,071,800

4,123 148,4282 Toll Free per month 36

3
NTC Operator Charges

(lncoming calls)
2,016,000

30,0004
Annual Toll Free N!mber

charges

1 42,7045 CRM

23,008,332

CCC Operations in.lude 24/7, 10

Agents Sased outbound/inbound call

center facility along with 2 way sms

and Robo calls

M I LESTONES/DELtVERABtES 85,680,000

SERVICE SMS 6,274,8OO

57,600,000ETECTRONIC COMMUNICATION

DATA CENTER (CO-TOCAT]ON CHARGES 5,993,540
23,008,332CALL CENTER OPERATION CHARGES
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Transaction Ser 'er {CPU 20 Core,RAM 100 GB,Hard 4TB) 52,200 251,000 90,000 403,200
Reporting Serv( '{CPU 20 Core,RAM 50 GE,Hard 4TB) 52,200 130,500 90,000 272,700
Secondary Serv r (CPU 20 Core,RAM 8oGB,Hard 2TBl 52,200 208,800 45,000 306,000
llive lP 405 405

SubTotal 982,30s
Appseruer

Transaction Ser er {CPU l6Core,RAM 80GB,Hard 2TB) 47,760 208,800 45,000 295.560
llive lP 405 405

SubTotal 295,955
Development
App 5erver {CPt l6Core,RAM 50 GB,Hard 2TB) 4L,760 130,500 45,000 2!7,260
llive lP 405 405
E-Auction Serv€ 100,000

Sub Total 317,655

GrandTotal 1.595.93s

Service Level Agreement Extension

re-B

Note:it to notifu that the Hosting charges would be charged on actual basis.
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