Annexure-1

SERVICE LEVEL AGREEMENT FOR OUTSOURCING OF VISA
SERVICES

THIS AGREEMENT IS MADE ON THE 3" DAY OF JUNE 2016
BETWEEN

The President of India, represented by the Ministry of External Affairs
through the Embassy of India, Moscow, with the address at 6-8 Vorontsovo
Polye, Moscow, Russia 105064 of the one part

AND

M/s BLS International Services Ltd. (Company Registration No. CIN —
L51909DL1983PLC016907) a company incorporated in 1983. with its
registered address at G-4B-1, Extension Mohan Cooperative Indl. Estate,
Mathura Road, New Delhi — 110044 (India), of the other part, hereinafter
collectively referred to as the parties,

WHEREAS Embassy of India, Moscow represented by Mr. K.D. Dewal, First
Secretary (Head of Chancery & Com) [hereinafter referred to as the
Mission/Post] has signed an Agreement dated 3 day of June 2016 for
outsourcing of Visa Services, hereinafter referred to as Services, with M/s
BLS International Services Ltd. [hereinafter referred to as 'the Service
Provider']. The Service Provider, further, in order to reiterate the commitment
to provide services as per the terms of the Agreement, qualitatively and
quantitatively, has agreed to sign this Service Level Agreement, hereinafter
referred to as SLA.

IT IS HEREBY AGREED BY AND BETWEEN THE PARTIES AS
FOLLOWS:

1. Service Level Agreement - Overview

This Agreement summarises the agreed parameters of all deliverables, IT
related services, accounts related services, certification, protection of data
and confidentiality, dispute settlement mechanism, provision of Value
Added Services and payment of penalties and will be complementary to
the Main Agreement, hereinafter referred to as Agreement.

2. Adherence to Best Business practices

“The Service Provider agrees to follow best business practices with utmost
honesty and integrity in discharging the contracted work related to the
outsourcing of CPV services. The Service Provider is fully conscious of the
importance of efficient and honest services to the applicants as it involves
the reputation of the Mission/Post in particular and the Government of
India in general. The Service Provider will therefore take utmost care to
avoid any deficiency in rendering the services.

3.Periodic Review




The performance of the Service Provider in respect of the terms of this
SLA is subject to periodic review every three months, or earlier if required
by the Mission/Post, to increase the efficiency of the services and enforce
the responsibilities and obligations of the Service Provider as provided for

in the Main Agreement.

The Country Manager based in the place of operations, or any other
person approved by Mission/Post in consultation with the Service Provider,
is responsible for facilitating such regular reviews.

4.Service Level Parameters and Penalties for Violation:

No Parameter Service Level Penalty for
. Violation
1. | Working Hours of Submission hours US$ 500 for
India Visa totalling 33 hours and | violation per day,
Application overall working hours | unless such
Centre(IVAC) of 45 per week. changes are

mutually agreed in
advance, including
in terms of
compensation of
lost hours in the
subsequent week.

2. | Size of the IVAC

IVAC Moscow - A
waiting area of at least
120 Sq. Metres(*) with
seating  arrangement
for 100 applicants(?)
with sufficient space for

back office/working
space (processing
area),
meeting/conference
room, separate

secured area/rooms for
storage of documents

and IT related
biographic and
biometric data,
computer terminals

(02) for internet/form
filling work, printouts

Any discrepancies
between the offer
and actual size of
the IVAC will
result in a penalty
of $100 per day
up to a maximum
of two months to
rectify the
situation. Any
delay beyond two
months, unless
specifically
approved, will
result in
termination of
Contract,
encashing of the
Bank Guarantee

and other VAS | for premature
services, termination of
water/coffee/tea Contract and
dispensers, clean | future ban on
wash-rooms, air- | taking part in
conditioners/heating tender processes.
arrangements, wall-
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