cEMV PAYMENTS WITH CONTACTLESS BANK CARDS IN KAUNAS CITY PUBLIC TRANSPORT. SYSTEM LAUNCH AND MAINTENANCE.

1. Object: launch of the cEMV bank card payment system in Kaunas city public transport and 12-month support.

cEMV payments with contactless bank cards will be made at UAB "Kauno autobusai" (hereinafter referred to as the Purchasing Entity) electronic ticket validators when purchasing an electronic travel ticket. The preliminary price of one electronic travel ticket is 1 EUR.

2. The preliminary quantity of devices accepting cEMV payments (hereinafter referred to as the Device) is 800 units. 
The quantity of Devices is indicative and the Contracting Entity does not undertake to use the entire quantity of Devices for the entire period of validity of the contract.

3. The preliminary amount of payments for contactless bank cards is EUR 70,000 per month. The preliminary amount of payments per month is indicative and the Contracting Entity is not obligated to collect the full amount of payments each month for the entire term of the contract.

4. The full launch of the cEMV contactless bank card payment system in Kaunas city public transport must be implemented no later than 90 calendar days from the date of signing the contract. The 12 month system support period begins after the full launch of the system.

5. The Devices used by the Contracting Entity is currently equipped with cEMV payment processing software MBCA version 4.8 (supplier – “Monet+” (https://www.monetplus.cz/en)) and contactless card reader CRE10 (manufacturer – “Mikroelektronika spol.s.r.o” (https://www.mikroelektronika.com/en)). The Service Provider must be prepared to perform a launch and maintenance services of the software MBCA version 4.8 in Kaunas city public transport from the date of entry into force of the contract.

6. General description for System Support Service (System Maintenance SLA)

6.1. Availability
The Service Provider guarantees 24x7 availability of the System and all its components managed by the Provider. The overall minimum availability of the System and its components which might have an effect on the defects specified below shall be 99.5 % per calendar month. Unavailability occurs if the number of refused requests exceeds 10 % in the incident situation.
Availability of the System means that every one of the services of the System are available for the Contracting Entity.
The unavailability time shall be measured from a demonstrable proof of its occurrence (error occurrence), the time when the incident is reported to the Provider’s Help Desk shall not be relevant.
6.2. Maintenance windows
In order to carry out maintenance activities with expected but limited larger outages in the service, the Provider is entitled to have one maintenance window per quarter. This quarter maintenance window will be placed on the 1st Saturday of the quarter from 19:00 pm till 07:00 am. May this placeholder be used; the Provider will notify the activity to the Client with a minimum of 4 weeks’ time so that any possible question will be clarified prior to the activity.
Maintenance activities with expected but limited low outage in the service will be shared by the Provider with the Client 2 weeks in advance to clarify any possible question.
A change request must be shared with the Contracting Entity via Client’s support portal with a detailed timeline and execution, roll back and test plans. Change advisory board (CAB) call might be arranged with the Contracting Entity for addressing possible questions upon request of any of the involved parts to make sure the activity is carried out in the expected way. The possible outage in the system associated to these planned activities during the provided change windows will not be reflected in the SLA data monthly collected and will not be penalized.

6.3. Process SLAs
The Service levels, which are to be attained by the Provider, are measured using the following parameters: 
· Incident / Service Request: Reaction Time
· Incident: Resolution Time
Measurement periods will correspond to one calendar month.
The Parties acknowledge that the purpose of measurement is to obtain precise information about Service levels (SLA). The Provider shall present the Client with the attained levels within the monthly report. In the event of any dispute, the record in the Provider’s JIRA system represents the relevant point for measuring Service levels.

Incidents levels and reaction time
	Priority
	Reaction SLA
	Resolution SLA

	Blocker
	20 minutes
	100 minutes (24/7)

	Critical
	30 minutes
	8 hours (24/7)

	Major
	60 minutes
	3 working days (8/5)

	Minor
	60 minutes
	5 working days (8/5)





6.4. Client’s Portal
· In the Client's Portal the Contract Entity can register services issues, services request and check the current status of all the reported issues.
· The communication in Clint’s Portal must be in English language.
· The Client’s Portal must be accessible all time (24x7)
· The Client’s Portal is maintained and administered be The Service Provider.
· The Service Provider provide the Client's Portal User manual document with instructions for the portal use.



