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'\ Ganara Bank

Replies to Prebid Queries of GeM bid ref. no. GEM/2023/B/3026164 dated 24/01/2023 for Supply, Installation, Implementation,

Commissioning and Maintenance of Cloud based/On premises Solution for video based Customer Identification Process(V-CIP) in Canara

Bank for 3 years.

sl, GeM Bid GeM Bid Clause/Technical . . .
No. Clause Specification Bidder's Query Bank’s Reply
6.5. The Bank is not responsible for any
assumption made by the bidder with
respect to the sizing. In the event the
sizing proposed by the successful bidder
does not meet the performance / service | Could you clarify regarding the hardware
1 6. Existing | levels of the Bank, the successful bidder | sizing requirements as our is a SaaS product | The requirement details will be
Infrastructure | will at their cost carry out the necessary | and hardware is | shared with the selected bidder.
upgrades / replacements. The Bank has | not required for the same?
the right to deduct / recover from the
successful bidder the required additional
expenses which Bank may incur on
account of such upgrades / replacements.
TAT details is as per Bank's
What is the average TAT for resolutions in | requirement and will be shared
22 LoEat 22.3. The bidder will be responsible for | case of any | with the selected bidder.
2 ’ attending complaints during all hours | issues that you are expecting? Do you expect
SUppetE 24x7x365 basis of contract period. support on | Weekend support may be required
the weekends as well? on exceptional cases such as DR
Drill activity.
Solution should also have provision to do
V_CIP call/process from the branch for Walk-
A. Customer level | .
Annexure-1 in customers.
Scope of 7 Provision should be available for The requirement details will be
3 | Work and | . . . : What is the proportion of customers that 9 3
. intimating customers regarding VCIP shared with the selected bidder.
Technical : ; S e would come as
Requi t appointment date and time: with Unic by walk ins? Do you expect any distinctive
CHEeRsnLS way of SMS, e-mail and Whatsapp etc. ’ y P y
change in the
process for them?
Annexure-1 A CsEEET o n...:.:a you define the checker and the back The same is available in REP.
4 | Scope of office rale? Users may be Bank staff as well
Work and To be elaborate, could you define the type y .
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Annexure-1

/u — .,4.
holel dd

- m.mmo.c..a be able to alert and halt the V-CIP

| process if the location is not in India.

[ A. Customer level

attachment to the branch concerned. The

Scope of What kind of forgery checks are you g s
10 <<on and M 24. System should be capable of verifying | expecting to have Originality of OVD documents such
Technical | the documents with respect to forgery and | wrt the document? as Aadhaar, PAN etc.
Requirements | veracity.
A. Customer level If the Al system detects the face a
re-1 . .
MM%%M: © of . . Could you please clarify as to what you mean face E_mamﬁn_.f it ‘Shouta throw
11 | Work sndl 23. S.am.o session should be capable to by At the appropriate message on
. recognize the face and should not allow . . . screen and should not allow for
Technical . ) . .| allowing the capturing of user's picture? . .
Requirements capturing ﬁ.:m Enﬁ:m of user if the face is _u_.onm.m&zm with  the  user
not recognized in the frame/by Al tools. submission
- Annexure-1 A. Customer level
Scope of
12 | Work  and | 25. Provision for in-built chat (text-based) ww_:_“m,c EJ_N, pese um embed a | .. Asper banks requirement.
Technical in case of any assistance to be given to the g y ’
Requirements | customer. Chats should be logged.
A. Customer level
Anpeameg Non -staff or outsourced staff ma
Scope of | 27. System should have the capability to | Could you clarify what would be the role of i i 1651 Tt Gind «
13 | Work and | extend the functionality to non-staff such | non-staff in | Py t/ € 1_.” iy 13: L _._:mm_“..ﬂ
Technical as Business Correspondent, Outsourced | the system? wmww nm_m__dm eF performing the live
Requirements | Agents as Makers. And should capture the :
details of the agents.
A. Customer level
Annexarest We are referring the i
Scope of | 30. System should have the capability of | Could you give clarity regarding the use case : E Jnage
14 | Work and | Image editing features such as Cropping of | of zoom in | rOPPINg *..o.q the snaps/pictures
Technical image captured, photo from video, Zoom in | zoom out option? taken during VCIP Call by
: ; . : agents/makers
Requirements | Zoom out option, watermarking of videos
etc.
ArhaRiite1 B. E Documents )
Seope of . It is not mandated by RBI to generate VCIP .
15 | Work shd 36. The solution should be able to ﬁmﬁo_..nm . and | Bidder has to .n.o_.:_u_< with RFP
Technical generate the VCIP report from the <n__u mm:a it across .ﬁrqocm: email. Could you help | terms and condition.
. process and able to send as an e-mail | in understanding the use case here?
Requirements
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agents or dynamic allocation to other
agents if any agent is on leave/unable to
make call.

Annexure-1

Scope of A. Customer level . .
Request bank to provide more details on the | Functionality requirement will be

21 | Work and 8 . : ; 2
Technical 19. Provision to capture signature .3 the | flow and requirement, shared with the selected bidder.

. customer through the proposed solution.
Requirements - )
AnneExure: A Customer ievel Chatting with customer is available in Video
Scope of call, chat logs are currently available. Can | Functionality requirement will be

2% | Work and | 25. Provision for in-built chat (text-based) ﬂzm._um:x share the flow and qmn_:mﬂmq:m.:ﬂ in | shared Emﬁrﬂsm mm_mnnmn_ bidder
Technical in case of any assistance to be given to the detail ’
Requirements | customer. Chats should be logged.

— B. E Documents
Scope of . For upload of any n_on.::_m:.s.. we can collect .

23 | Work arid 35. Provision to capture the copy of the | through supporting Docs APl. | Bidder has to comply with RFP
Technical same / upload of the documents by the _um.:.”Z:m documents from Digi locker | terms and condition.
Requirements customer or upload issued documents | available

through Digi Locker.
"We are working with more than 25+ fintechs
and servicing approximately 30k VKYC every
Criteria month, and Odisha state government for
The: Bidder/OEM should have | providing life certificate to pensioners and
implemented the proposed V-CIP solution | servicing about 4.5lakh+ pensioners every
in at least one (1) Scheduled Public/ | year. In private sector we have integrated
Private Banks in India during the last | video KYC to transcorp, Unimoni and more.
Annexure-4 three years i.e. 01/01/2019 to | We are also working with 30+ BFSI companies

24 Pre- 31/12/2022. including Muthoot Fincorp, manappuram | Bidder has to comply with RFP
Qualification finance, HDBFS, Shriram group, servicing | terms and condition.

Criteria Documents to be submitted for | more than 10 crore for aadhaar masking.
Compliance Hence request bank to consider a relaxation
The Bidder has to provide order | on this qualification criteria. Kindly modify

copy/reference letter duly mentioning
the turnkey project name and duration
from the customer.

the clause as follows to include NBFCs as well
such as
"The Bidder/OEM should have implemented
the proposed V-CIP solution in at least one
(1) Scheduled Public/ Private Banks or
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Canara Bank

Annexure-1

6. Bidder should provide Web as well as
Mobile Application (Android, 10S) and also
should be capable of integrating with any

Bidder has to submit the
documentary proofs/Artifacts to verify
the same.
Max marks
10 B
A. Customer level

Based on Bank's requirement,
provision should be able to make
on-demand VCIP calls for Walk-in

Scope of

27 wﬂovxm m%m of the existing alternate channels of the | Please explain the process for Walk-in | customers as well allow customers
...oM_._:.nm_ bank, in which case an Interface/API/SDK | customers to book slots at a later date if
iy to the proposed solution should be made required. Full functionality
Requirements : . : :
available. requirement will be shared with
Solution should also have provision to do the selected bidder.
V_CIP call/process from the branch for
Walk-in customers.
MM%%M:BL of | A Customer level
Bidder has to comply to customize
28 .,W%M.”:mnm_ and 15. Solution should be customizable as per blease elabonate VCIP solution at Bank's discretion.
. Bank’s requirement.
- Requirements
A. Customer level
Annexure-1
Scope of | 27. System w:oc._a :m,..m the capability to Please elaborate as Maker should be on a Pay Maker/Agent shall be either Bank
29 | Work and | extend the functionality to non-staff such staff or outsourced Agents as
' , roll of Bank .
Technical as Business Correspondent, Outsourced mentioned.
Requirements | Agents as Makers. And should capture the
details of the agents.
A A B. E Documents
m._n,_n_u..umME.m of Solution provider should comply
30 | Work s 40.There should be an option in the mo_::o.: Plaase alaborate with .xw_\mm:_.a and . regulatory
Téchnical to perform concurrent and post-facto audit authority Audit requirement as
R s of the Video KYC process (customizable as and when required.
|m.n_: per the Bank's requirement).
31 Annexure-1 H. Hosting: Please alaborate Bidder has to comply with RFP

terms and condition.
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Canara Bank

to the proposed solution should be made

available.

7 Solution should also have provision to do
V_CIP call/process from the branch for
Walk-in customers.

A. Customer level

Annexure-1
Scope of Would you also want us to package the
36 | Work anat 7. Provision should be available for @ channels as well along with the solution or | It may be both - as per Bank's
Technical intimating customers regarding VCIP | would you want the solution to integrate to | requirement.
Requirements appointment date and time with link by | existing Email, SMS & WhatsApp?
q way of SMS, e-mail and Whatsapp etc.
MM%%M:EL ot i Customer evel We have a complete appointment scheduler
37 | Work <niet || 8. Provicion o reschedule anilior raliosk.an & Em:mm..mam:n Boaim m,\.m:m_u_m which can | Bidder has to .n.oav_< with RFP
; : be combined with the Video KYC process | terms and condition.
Technical appointment, cancel the booked slot by the modtle
Requirements | customer should be available. ;
Need to understand the process flow which
can be configured
Annexure-1 Customization required
A. Customer level
Scope of TBD
38 | Work and - . Is the expectation here to integrate to the | Yes
Technical 9. Frowisian .ﬂﬂcq Smxm_, \nsmnrmlm:a_Sq HRMS system of the bank to identify the right
. role to any office/unit shall be provided. : .
Requirements supervisor / Auditor and route the completed
V-CIP session for further approval and
rejection process?
Annexure-1 A. Customer level
SCope of Based on the client specific needs the | Bidder has to comply with RFP
39 | Wark and (39 Frovisian, 1o ‘confiim 7 vesenediic 4 rocess flow can be customised terms and condition
Technical reject the blocked slot by the back office A :
Requirements | personnel of the bank.
A. Customer level | The entire solution can be implemented on
Annexuied cloud however the data can be pushed into
11. Post completion of video call, as per | the on premise storage servers immediately : ;
Scope of . . kan i P h . ) Solution may be deployed in
40 | Work and the bank decided timelines data ﬁ.m en in | after the session gets terminated. bidders cloud or Banks cloud - As
Technical the server/DB should be stored in Bank | Alternatively, the entire solution can also be er Bank's requirement
Requirements premises. No data/ footprint/trace should | implemented on premises P q ’

be stored on Cloud server beyond the
timelines prescribed by Canara Bank. The

Is our understanding correct that you would
want the solution to be deployed in UNFYD®

Canara Bank, DIT Wing, HO - Pre Bid replies

to GeM Bid: GEM/2023/B/3026164 dated 24/01/2023
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Canara Bank

Mbotel db

questions?

How are the answers to the random
questions expected to be validated?

Annexure-1

Sy ot A. Customer level
43 | W qu_a s Scope TBD and accordingly effort estimated | The subject solution details will
.H.mon::_.nm_ 15. Solution should be customizable as per | for the customizations be provided to selected bidder.

) Bank’s requirement.
Requirements

A. Customer level

16. Solution should be capable of

Annexure-1 integrating with bank’s internal systems / | UNFYD® is compatible ready to custom |

Scope of | platform such as Single Authentication | integrate to the 3rd party systems using REST |
44 | Work and | System, Active directory, CBS, Document | APls As per Bank's requirement.

Technical Management Software, C-KYC software, re- | How many internal systems of the bank, is |

Requirements | KYC updation, life certificate updation, | the solution expected to integrate to?
email gateway, sms gateway etc. for data
fetching, reverse updations, processing

etc.
A. Customer level | UNFYD® rides over the Photograph/Image
Annexure-1 match APIs  available on Azure. |
Scope of | 18. Capture Photograph of the customer. | Respective APl accessibility from the | ;. . |
45 | Work and | System should be able to match the | Application server to be  ensured WHM_M_.E_”MMO_% &Mmuﬂn:\ with: REP |
Technical photograph taken with those available in | APl integration to the core system would be : 7
Requirements | the [Ds (using Al based facial recognition | needed to fetch the captured image and _
system) compare with the LIVE capture image
Customer will be asked to do a signature in
the White blank paper and show it to the i
Camera
Annexure-1 & o fovei KYC agent will click the picture of the same |
Scope of |77 il to capture and push into the system | .. ; |
Bidder has to comply with RFP |
46 | Work and 3 : i s
. 19. Provision to capture signature of the o .| terms and condition.
Technical suEter thiaiioh Hie brosossd selttion If any other approach customization is
Requirements s prop ’ needed, then we be discuss and finalize the

process flow for the same viz. - Agent will be
able to generate and send a link to the
customer which he / she can click open to

“Canara Bank, DIT Wing, HO - Pre Bid replies to GeM Bid: GEM/2023/B/3026164 dated 24/01/2023 Page 11 of 15
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Canara Bank

Work
Technical
Requirements

and

[ 30. System should have the capability of

Image editing features such as Cropping of
image captured, photo from video, Zoom in
Zoom out option, watermarking of videos
etc.

A. Customer level

Annexure-1 33. Solution should support any customer | The solution is available in the multi-
Scope of | identification process for the Bank like on- | tenanted architecture thus enabling the | ;. :
5 ) . ; Bidder has to comply with RFP

53 | Work and | boarding customers for current account, | same to be used across various business i

. . : . terms and condition.
Technical saving account, NPS account, credit card, | processes yet have data sharing parameters
Requirements | digital lending, Co-lending and any other | defined as part of the Chinese Wall
new requirements in future as per the
Bank’s discretion.
B. E Documents
Annexure-1 e . . .
34. eDocument verification including . I
Scope of Aadhaar, PAN card, Passport, Voter ID, Heed %o Sn.mmqmﬁm fa the existing >_J_m Folé Bidder has to comply with RFP
54 | Work and o ; able to validate the data and push into the o
¥ Driving License, NREGA card and any other terms and condition.
Technical : ; : CBS
Requiremenis OVD through integrations with the
corresponding systems as per
regulatory/statutory guidelines.
PE— B. E Documents
Scope of - Need to integrate to the existing APIs to be | . ;

55 | Work sl 35. Provision %o nmv_._mcﬂm the copy _w; H”m able to validate the data and push into the Bidder has to .n.QSE< with RFP
Technical same / upload of the .aon:Bm:G y the CBS terms and condition.
ReailcEmants customer or upload issued documents

q through Digi Locker.
B. E Documents
—— 36. The solution should be able to generate | Basic Video KYC session reports and Maker
Sonne of the VCIP report from the VCIP process and | checker reports are available

56 <<on el able to send as an e-mail attachment to the | Any further additional custom reports (if | Bidder has to comply with RFP
Technical branch concerned. The report should | needed) can also be built; all the required | terms and condition.
Requirements contain the customer information, photo | data is anyways being captured in the

graph captured during the call, OVD images
and the details of agents, approver, and
auditor with remarks.

solution system

Canara Bank, DIT Wing, HO - Pre Bid replies to GeM Bid: GEM/2023/B/3026164 dated 24/01/2023
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Canara Bank

[ N destroying all data at all locations including
slack in data structures and on the media.
The Bank will have right to audit this
o practice. I | B -
Annexure-1 G. Solution hosted in cloud
Scope  of The details will be shared with th
63  Work and | 82. Bidder to provide right to audit for the | Only to the Canana specific servers selected bidd €s wi €
Technical services hosted in cloud provisioned for Ty
Requirements | Canara bank.
G. Solution hosted in cloud
Annexure-1
64 ,m\,w%huxm m%m mMmﬁﬂmmﬁnWB: mwmc_mn._hw“ﬁmm_mﬂw P m_”%Mm_wﬂMww Need more details around the actual | Bidder has to comply with RFP
Tochriical shoild :m&% n_mn.m nmmﬁmq & n:.mmmmma En«émé statistical expectations in this regard terms and condition.
Requirements | center in different seismic zone and both
should be hosted in India.
H. Hosting:
90. The solution should be made available
Annexure-1 on dedicated cloud. Bidder should have ; . :
Scope of | capability to deploy the solution on- cz_u<0@ ; Satetinn s fiexdble T
65 | Work and | oremises/hvbrid model. It is Bank's Once finalized the respective approach can | The details will be shared with the
Technical mmmnﬂm:.o: <.8 host Q..m services on- be taken up and the relevant onetime costs | selected bidder.
Requirements | premises/hybrid model for business will becomeapplicable
continuity or security purposes. The bidder
should have capability to integrate solution
with the oracle 19C or higher version.
Date: 13/02/2023

Place: Bangalore

Deputy General Manager

@ -
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