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is undertaken for the deployment,
Model to the scope

training & implementation of
detailed in purchase

cloud based
Order (pO)

Rr..cRMpUS@ OPEXissuee by University Further, the custome/s genuine and technically feasibleshall be agreed separately with mutuat @nsent & be delivered. This Agreement may be
amended only by a written instrument signed by a

requirements

Parties. The Offer by the Company, PO by is integral part of this Agreement.ln the nfrrn"., thereot the parties hereby agree as

duly authorized representative of each of theUniversity

follows:
1. fhe agreement shall mean, this agreement and any schedule and Annexure(s) attached

to it or incorporated in it by reference including addenda issued in th is regard and wordsdro expressions shall have the same meanings as are respectively ass(3ned to them in
the conditions of contract refened to
,fl," agreement shart be for the period of five years, which can be renewed thereafler by
Level Arka Jain

i
:i

ri?6 fiil?ft?
E

E

ThisgAgreement signed on fof Aprit 2019
Lln*1, lndia represented by their COO Mr440a?!4, tndia (Fiist party) rr,Jjr"nJL,r"o

E

6

betyveen M/s MasterSoft ERp Solutions pvt. Ltd.. Vijay Rokde, 14s6-A, r.r"* rv"ii;;;;r, Naspur_the Supplier or MasterSoft) 
--"--'rrr

and

][,ff:l]fiI,fl[i J:',r":Jffrsitv, 
Jharkhand, rndia - the second party (hereinafter cared
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written consent of both the parties. iviastersoft reserves the right to integrate su:tabie

changes in produci or product platform due to changes in technologies / User Demands

and the same shall be available to University by mulually agreed terms and conditions-

3. Both the parties shall follow the law of country & carry out the obligations kesponsibilities
as sel out here under.

4. Official language - fficial language for oral and written communication is English.

5. Confidentiality - Both Parties (acknowledges and agrees to maintain the confidentiality of
Confidential lnformation (as hereafter defined) provided by the other Party (the

"Disclosing Party") hereunder.

6. Non-solicitation - Neither Party will, without the consent of the other Party, will employ or
offer to employ directly or indirec{ly any person engaged or previously engaged by the
other in any capacity in relation to the project, during the subsistence of this Agreement
and until a period of 24 months has expired after the termination or expiry of this
r1gt 9r,r r ttrl rr.

7. For any delays from Customer side, Customer will provide sufficient extra time to
Supplier to complete its work. For all mistakes made by Users and noticed at later stage,
correction at User end may not be possible. So, in such cases, Customer will
communicate the same to the Supplier in writing via email for corections.

8. Mastersoft shall not be held liable for any delay or failure in its obligations, if such delay
or failure has resulted from a delay or failure by or on behalf of Customer to perform any
of Custome/s obligations.

9. For any extra work which is be-yond the scope of work as detined in Annexure-l - such

as repetitive processing of Exams data due to last minute changes in rules by Cuslomer,

wrong data entry by Users of Customer, delayed data enlry, extra last moment rules;

Supplier has to be rewarded generously & genuinely decided by Custome/s
management.

10. Termination for l,lateiial Bi'each - Either Party may terminate this Agreement
immediately by a written notice lo the other Party (i) in the event of a material breach by

the other Party, by a written notice immediately, if the breach is not curable and by a
written notice of 30 days, if the breach is curable and is not cured within the said notice
period; or (ii) in the event of any proceedings in bankruptcy, insolvency or winding up

filed by or against the other Party oi'foi the appointment of an assignee oi equivalent for
the benefit of credilors or of a receiver or of any similar proceedings.

11.The RF-CAMPUS@ ERP is developed by Supplier & its lntellectual Property Rights are

already owned by the company under lndia copyright ac1. The customizations / new
process also will be IPR of Supplier, no Royalty is applicable to Customer & Supplier

shall use these customizations in its product for other clients.

12.The Customer acknowledges that the provision of the Services here under by

MasterSoft shall be on a non-exclusive basis and MasterSoft shall be free at all times to

provide the services or perform obligations same or similar to the Services and

obligations envisaged.

Service Level Agreement: Arka Jain University & Mastersoft
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13. Scope of Services under this agreement is detailed in PO & Annexure-l of this
Agreement.

'14. Supplie/s responsibilities and obligations under this agreement are detailed in

Annexure-ll.

15. Custome/s responsibilities and obligations under this agreement are detailed in

Annexure.lll.

'16. General Terms & Conditions of Engagement are detailed in Annexure-lV.

17. Payment Terms are as mentioned in Purchase Order.

18. Customer agrees that MasterSoft shall have the right to list Customer name in its
marketing material and use Customer logo with respect to such listing and for reference
purposes. Supplier can use sample data of Customer in its marketing presentations.

'19. Customer acknowledges and agrees that Mastersofl owns and will continue to own all

lntellectual Properties and lntelleclual Property Rights in or attached to the Mastersofi

Application System, including without limitation, in or attached to any enhancement and

upgrades and any derivalive works thereof even if made for, by or on behalf of
Customer. Nothing contained herein shall be construed as a transfer, assignment, or

conveyance by Mastersoft to Customer of the ownership or title to the lntellectual

Property or lntellectual Property Rights in or attached to the MasterSoft Application

System or any enhancements, upgrades or derivative works thereof.

20. Copying of the Mastersoft Application System is prohibited in all circumstances. Neither

Customer nor any Authorized User is authorized to sell, license, sublicense, distribute,

assign, transfer or distribute or timeshare the Mastersoft Application System or

otherwise Erant any right under this use Terms to any third pait'i (othei than Authoiized

Users). Customer is not entitled to, and shall not make or permit others to, reverse

engineer, disassemble, de-compile, recreate, enhance or modify the MasterSoft

Application System or any part thereof or to create enhancements to or derivative works

of the MasterSoft Application System or any portions thereof.

lN W|TNESS whereof the parties here to have caused this Agreement to be executed in

accordance with their respective laws the day and year first above wriften.

sisneo,f,6g${gg1d Delivered bv the

""td::wl.-14
(The RestRtfr ,JAftexiita$i|1fu8lsi[},"tf arrna

Jati:ir 5in6h Bhanjal

nd: Purchaser)

nscistrar
A'Ri(A "rAiN 

'lJninrersity, Jhor'i{haB4 ' '

t

in presence of ..
Date: .............

Slgl rtsu ied and Deiivei"ed by the

said .
pKJr:

(Master ERP Solutions
Vr.'.1.o4 ..h., (o k J* )
Pvtiltdf Nagpur, MaharashtrS:

C *'
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AT.iNEXURE.I
SCOPE OF SERVICES

MasterSoft will host procured modules of RF-CAMPUS ERP system on lnternet Servers
(Cloud / VPS) at Mastersoft designated localion(s).

lviasteisoft reserv'es the right to modify the Services Environment without impacting the
Services. The Services may commence on the mutually agreeable dates.

Permitted Use of Services: Customer's use of Mastersoft Applications System shall
always be subjeci to the Licensing Conditions of the Supplier.

!n case the MasterSof, Application System includes a third party sofli,vare, and where
such third party licensor requires Customer to sign a license agreement, the Customer
agrees to execute such third party software license agreement, which shall prevail upon
any conflicting provisions herein. Such third party software license agreement shall
become a part of this Agreement.

rvrvuurv9 . nn uEr r.-u llt rutL atc \Jtq('r

6. Modules of Stores & General Administration which have been currently exempted will be

implemented as Complimentary modules after the successful GO LIVE of modules in the
cunent scope.

ANNEXURE-II
RESPONSIBILIW OF SUPPLIER

1. The Supplier shall configure & provide access to procured modules, demonstrate,

configure modules, train all Users & extend service support to ac{ual Users. Based on

User interest & co-operation, the implementation duration is 5 to 6 months from the start

of work. However Supplier will ensure that all efforts will be made to catch all the

important events live - such as Admissions, Fees collec{ion, Accounting & payroll at the

start of Financial year, course registration.....Customer also will extend full cooperation

for catching such events live in short span of time.

All further changes after the defined period will be based on the scope. Minor & on-going

changes / Bug Fixes and also slippages in requirement definition of modules will be

considered Free of cost during the period, whereas all Major / struclural changes (if

any) Chargeable as per actuals at INR 300 + Taxes per Man Hour.

2. The Supplier will give adequate training to the users in campus by deputing a fully

dedicated competent onsite person for a period of 06 months initially. Further such

person can be made available for add-on period at Rs. 6.0 Lacs + Taxes Per Annum to

be informed at least 01 month in advance via written communication'

ldastersoft will provide the best suppoit throughout the engagement period. Aftei 06

months of dedicated onsite support, best online support and planned visits for senior

team members from Head office will be scheduled for review and re-training. Also

Service Level Agreement: Arka Jain University &
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required for any crucial activities like results. in case required dedacated by the institute
dedicated onsite resource can be made available at extra cost as mentioned.

3.,/Accommodation for teams visiting from time to time for project related activities will be
responsibility of the University at No Extra Cost 1o the Company.

4. Supplier wili ensure proper conduct of its team in Customeds premises & will follow the
rules & regulations of Customer. ln case of direclive from Customer, Supplier will replace
the onsite team member as per feasible timelines.

5. Customer Data and processes privacy will be maintained by the Supplier only some
pads / snapshots of Data will be used by supplier. for Data Migration. No Data w.ill be
shared with any third party. Supplier will never share any personal data of students or
faculty in any case with any external agency. Data will be accessible to only Customer
Users as per the privileges defined and it is also equal responsibility of users to secure
their passwords to protect against any threats.

6. The Cloud will be configured to meet maximum possible requirements of the Customer
and Customer will give a UAT once demonstrated. The accuracy will be ensured through
the process. Every new change is also to be tested & verified by Customer.

7. lmplementation & Delivery Plan and Training Schedule will be shared & signed-off
separately I'y lmplementation Team only after detailed study & undestanding of
Customizations as required by the Customer & detailed discussions on priorities as set
by the Customer.

8. Data Security: Security of Data will be as per the standards and compliance followed by
Supplier to meet the requirements of several Govt. lnstitutions in lndia. Supplier curenlly
follows the following data security practices to ensure application security and also
updates the application to meet new security challenges due to the dynamic global
environment.

. Defautt port blocking to avoid RDP access

. Remote access restric,tions

. SSL Certificate SHA 256 encryption

. Web application firewall

. 3 layer encryption including RSA & AES algorithm

. Application level connection string encryption

. ovL rqg\,uu tr ruur
o URL Encryption
. Captcha & OTP based login

ln case customer teams identify and share some additional security features the same
can be incorporated for the benefit of the solution as per the feasibility. lf any significant
llr'ltllDC l-{rsts l(Jt Illg 5alllC Wlll UC U(Jll ll llul llualeu lu LllC leulLulllEl dS Ptrl cluludls.

9. Data Migration: Supplier will migrate the data using ETL Process which will include Data
of Students Academic & Exam, Facufty Basic Profiles and Standard Masters & Ledgers
with Opening balances in Finance. Only Current (Live) Students Data will be migrated

Service Level Agreement: Arka Jain
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into the ERP, oid or Pass-out Students Data oi any exceptions will not be consider-ed
during migration. Data of only cunent students for migration will be provided by
customer Team in Standard Formats defined by MasterSoft. ln case of any cleansing
work required, it will be supported by cuslomer & migrated data will be verified in writing
by Customer.

Any Transaction Data migration fiom existing system of customer to iviastersoft sr-stem
is out of scope. However Master data can be uploaded into the new system if customer
can provide the data in the format of data templates provided by supplier else supplier
can provide an access to the customer prior to gc.live to enter the master data.

customer shall ensure that data shared in Excel is correct and shall nol insist on
remigration of the same due to enors in providing the excel data.

10. Availability & UpTime: Server Uptime in all ideal scenarios is 99% as per cloud service
Agreement. solution Uptime guarantee of 9g%. There will be informed downtime majorly
for new patches or upgrades or any such maintenance scenarios.

1 1. Backup - supplier follows a 3-2-1 rule in data backup. we take backup on seryer drive
second copy on deveropment office and one copy on croud storage. During the period of
engagement we also propose regular data backups by the lnstitute on their local
servers. This is over and above the backup that are auto schedured in the system.

Recovery Point objective (Rpo) - Maximum one day working i.e. 7-9 working hours. we
setup incremental backup at every 2 hours so maximum loss of data would be 2 hours.

Recovery Time objective (RTo) in idear condition means proper backup fire is present
then Maxirnum recovery of syslern would take 2-3 hcurs of tirne urith testing.

12. Exit clause - Both the parties are engaging for a long-term engagement and ir will be our
endeavor to work together. However, in case of exit from the Engagement either parties
will give an intimation & notice period of o3_months. lnstitute will ensure all dues will be
cleared and Supplier will ensure that all handot/er formalities like data handover will be
complete in all respect. A smooth handover will be mutually ensured by both the teams.

No Exit Load i.e. Extra cost for exit from the contract will have to be paid by the
customer after completion of the contrac{ual obligations as per the purchase order and
supplier agrees to hand over the aomplete data dump as a parr of handover process.

Service Level Agreement. Arka Jain unive
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ANNEXURE-Iii
RESPONSIBILITY OF CUSTOMER

1' lr lnfrastructure: For success of RF-CAMPUS ERp, customer shall immediatelyarange & provide the necessary lr lnfrastructure such computers, high speed internet ,UPS' anti'''irr"'s, furnished Qffice for supplier's on-site Mfs staf.r. This office w-ll be usedfor User support, User Mls training, Processing assistance, Mls progress meetingsduring the contract period of five year. Therefore, desired size of such place is 200-300sQ ft' & preferably shall have independent 24 xT accesses to suppliefs team for extrahour working' Room is owned by customer & hence safety, security of the Mls room &its equipment !s scle respcnsibility cf the customer.. supptier tearn ,r,,ill ensure prcperutilization of facitities for official purpose only. lnternet line with g mbps bandwidth forusers of the solution is recommended.

Biometric RFID devices (LF & HF technology) with sDK, smart cards, smart cardreaders' mobile sma( card reader & | anivards, RFfD pnnter are to be procur.ed bycustomer (wherever possibre makes wifi be informed by supprier).
UHF RFID Tags & devices for UHF RFID Library system, if required, will be supplied atstandard cost of Mastersoft. on RFID Hardware 1lL, Hra UHF technology), hardly anywarranty is given in lndia' Hence no / very limited waranty can be extended byMasterSoft for the same.

2' Knowledge Transfer: Customer shall provide all the 'customer Mateials, consisting ofinformation, rule book, material, data and other assistance (including knowledgetransition) required by Mastersoft to enable Mastersoft to provide services to theCustomei- in accoi.dance lvith this Agreement.

3' Customer is sole owner of the data uploaded and is sole responsibte for authenticity,
accuracy, correctness & legality of the data.

4' Customer shall limit the access to MasterSoft Application System and HostingEnvironment onlv- to the Authoi'ized Personnel. Each Authorized Usei- shaii follow thesecurity policies and rules as have been notified by Supplier. Customer will ensure thatServices are for Customels own business use only and agrees that the Customer shallnot, in any way, commerciauy exproit the services othenvise.

5' Customer shall provide one System Administrator for coordinating various activities withthe supplier in reration to RF-cAMpus ERp imprementation.

6' Customer shall provide written documentation of rules & regulations folowed bycustomer in each & every section. Based on this, RF-cAMpus Enp will be configured
by Supplier.

7 ' The Customer' aftei' demonsti'ation of the moduies, shall pi"ovide the Siippiier the
approvalto the module within two weeks from the date of demonstration.

8' Data Entry Work of old record in RF-CAMPUS ERp is to be timely compteted by
Customefs staff / Data Entry operator. Various Sections i Departments of Customer will
timely complete data entry of various Registers, service books, Vouchers, stock books,

Service Level
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cash book' TR' forms etc' and wrfl ui'gentiy vedfy and ceftjr], the entered data. Arcu,-acv& varidily of ord data now maintained in croud is sore responsibirity of the customer. 
)

The complete data entry (if any) & processing work is sole responsibility of customerUsers and is to be done bv customer's u""r".!rppii", tJam wirr train & support them inthis process Since the data is entered, ,;;iA Ji""*., & processed by rhecustome/s authorized Users,. sore responsibirity or tne auttrenticrty of the same is ofcustomer' customer's user sha, nevei ask a i"ri.'i-rp'p,.rs on-site team to do thedata entry & processing work.

I

Service Level Agreement: Arka Jain Univers

ln the interest of customeis data security & RF-cAMpus ERp cloud security, there wi,be no un-authoi'ized access to any thiid pa(y rike 
"tro"nt", 

vendors, to ERp. pass_wordwill never be shared by customers Users with ;;; u""r. student sha, be neverallowed lo meet Supplie/s on_site staff.

students meeting our team can be a serious concern and not good for the ERp securrty.so' for student interac'tion, purchaser kindry n""a" io ,rray" idenffy a cootdinatot / stafrand further give necessary cprrections in ERp data in writing to our staff. Never studentsshourd direcfly interact with our staff on"it" l ["aa'office. Student difficufties shourd

::"",:Hr.:i"""l"jiJi[:]elhnicar team. stuieni difficurties 
"t 

o,ra o" 
"or,"a 

uv

i0' customei undertakes to compiy with air the access authorization and access contrors foithe customer's access to the services gnri,onr"nil. may be prescribed by supprier.customer sha, rimit the access to Services Environment onry to the Authorized Users_Each Authorized Users shal folow the security poticies and rures as have been notifiedby the Supplier.

1l Customer acknowredges that the services offered by supprier undei. this Agreement arenot the data processing services but are in ths nature of informatioi rechnorogyinfrastructure and apprication services for customer,s own data processing and businessuse onry and agrees that the customer sha, not, in any way, commerciary exproit theServices otherwise.

12. customer shair be responsibie for aI activity occuri.ing under its controi and shari abi,reby all applicabre raws. The customer snatt notiry- Mastersoft immediatery of anyunauthorized use of the services or Services Envirorment. customer underlakes that acustomer Data wit not infringe the interectuar property rights of any ttrira party- supptiershall also abide by all applicable laws of the land.

13. Passwords wifi be never shared by customeis users with theii assistants, other usei.sor with anyone including Supplieds on_site team.

14. Passwords wil be never shared by custome/s Users with their assistants, other usersor with anyone including supprier's on-site team. In the interest of purchaser datasecurity & ERP security, rhere wi be no un-authorized access to any unknown person rparty. Pass-word shafl never be shared by purchaser Users with om", ur"r", 
"r"i"i"nt",or with anyone including Supplier,s staff.

NAGPUR
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ANNEXURE-IV

ServicE Level A

GENERAL TERMS AND CONDITIONS OF ENGAGEMENT, 
1fj,ffi::T""#,;Tffl#*" versions as of dare of standard browsers tike Firefox, rE

2. Itiasteisoft will ensure a", 
*r""n resolution of 1024 x76g pixels.

wifl atso foilow Train ,n" it-ltiltTg,"nd 
seivice suppod to ail useis ar rhe tnstitute anc,

trisr' rever;ainin;il;'il::ff1;lli:':;:;i:use team wirr oe ioeniiireo 
"no'i,,*

- 
students ana racutty I stan colleagues. per support to other users m-ainly

3. The RF-CAMpUS ERp da
ERP Appiicarion 0"," ."n11:t "'ly 

se-cured once cust'

users sha, never share 
nor be modifiej;, a;;;*"re/s 

data is rive, RF_CAMpUS

modiricationorreporro""]l^:i'--,:J;"";il"'#;ffi 
t[L"i;H;"L,"t:1il"i

.*,;;;;HL',?.',ffi lL,t'S"T;[]LiTiJ*5fr :?lJ'",If ;1_,.jy:,_,j
hriasteIsoft team w.jli never ask for User password fron

;:iJll"ffi 1l:1il:#i'X#:]t,":';,#;"#,;::i"il;i:*"-:f i5:l;"'"',";

;,H*;;":ili:li:5'"l"?ff 
,ffi 

:::ff :it,#*liff "#f,"[;ff ;r
cusromers oat-a ;;"; ],jl ::11'1" loss / damase / modifrcarions / conuption ofsameusins*;;;;J';i",';T"Tf T:i:L[|,.ffi"".",o1"ro*;";#,";'l#
f:f *th*arrensinss,uation,c,ili-*i"i"*ffi,3frT$;o;:l;',"1ffi11::

greement: Arka Jain Universii
Registrar
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15. Purchaser will be solelvpr.n"."i.,,L."rwrery i.esponsible foi. all the tiansactions.done thru authorised ioEin. lf
transacrions, r;#;?ri;:"J""Jl^li,jl'"'" or User *"n ".["'*","# i n"ro

16. The onsite Mastersofr
supervision , ,,a ,n-.it11 

and their day to day activities are slric{ry under thebehaviourrobffi jl,[j:'ffi*T,?l';."i jT:,fr k],:,,elf *ijHtelephonically. We shall immediately take corrective measures.

" *1"Tily'lJ:1",i|"fl:,f ,importanr events & schedures, such as admission dates,

:;il,H":tiT,.,:H1[i:ff:ptri?#:{"frT;1qH;#n:;:'j:
rules, new rules well ,n 

"." 
o, such event. Customer also will inform all the changes in

ERP. As far as possibte, lli:': 
t:*'ier for necessary configurations in RF-cA;tpus

rutes which ;, ;;'*;."1;.i?ff,lshorild consult Supptier whih 
"r,"rgrs ";viil.I". I

,u 
ll,:lj-"ll inreradions, c€rrificarion, audilii.rs, aie to b€support needed bv Masrersofl snar oe proviie;;".="Iffir":rr:'v'cusromer ,rirecty.
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5. User llltanuai: The
u""' ,]; ;;;; no;,ti,ilfi ::,1"ry#il:ig:v or va rious mod ure-wise usei.s man uai.6. Customer and Masl
of program. tersofl shall follow a change c

7. rntegration with third "r* ^: ^:--'"rtange 

@ntrol process as agreed at the starting

document Also' for'd^:A-or'exema' systern i

customerofricia,". 'n"."r" third p";y-i;;& 
rs as defined in the Funclionar Scope

B. Actuar efective usaoes .r*h- "" ^. --. - 

' o' coordination will be the responsibility of

c""'"'lii" Jil:'":'lt]n" 
RF-GAMPUS ERP r

.Bi,,ing";,,il"-#J:j_o?ilil",.5Hn,;."j]i31;;J;11r,ff ;",.i::?:lH#:9. Review meetngs: lt

i$i5#:..*?f*'*,i[*:rlfrffil*iluilffi ,ffi10. Bilting Cycle : euarter
pavment, ERP cbud f]:.:,l'l's 

Pavable in advanc€

,, 
"-u"o *no. :ffi , # :l;- 

ilffi ff;:J#:.7"ffJffi ,'Sffi"#, 
de,aved

'12. This Agreement shalt r

"r 
ri* v""[r;,".:',f.:,T:.'T on the Effective D

Agreement may be *-lTilT ""rfi", in-'""Jorlr.,ate 
and continue for Conrract Term

parties. . __ ,..rnewed 

",. 
*ni",,,"#r.lH"#l"lr:r?:H#i"r:il:,J; *j.n3 Tcmination Ctause: The.€greement can only be t€:i"ixffii""nTl1fr1il{fig,jhtiil#*1lti"r,.:.ff 

##supplier and will be reins

""fr ,"1',T;::"JJ;",""",fl ;fl::ITt[jt- 
jr";IT;""e",di,;*"'

f il'f i?_.$i"iHi:;[,,*i]ff 
ffi IiI} j*TL{,,t'#::.#T;

possession; and (iii) purchas" eqr,orl"ri.i"lL':::]:lio, and mareriar in ts

,r, ;[?iTJJr""j 
,:t" , n osiiHi5'ii;;'," " 

the then marker varue or rhe

inro,mation 
-or 

c,:ifl 
"fl 

";;; ;'il";::-:ffl,,oJl;:,':ff ..;::.","u

15. Dispute Resolution (Arbitr
supprie/s tt"n"g"r"n, *,figi 

- A: far as possibte,

any dispute o, om"r"n"lsenresucho,"o*"5"iii""i 
for anv dispute, customeds &

j"*trt[;;f 
,r:#!i":t;rrJ:lrrl;*irr+j'iif""F:i{iBf r:iT

rnoran Arbitration 
"no "o",^ll-in 

""""pt10," ,lt" ffJ' 
paft theieof such dispute oi'

under. The venue for orojllpfior. 
oo .t tna l,. *, 'l'lor under the provisions of rhe

courrsn,,"gp,i"h"li#J:ili:XilH*,:rf"m:",1*::r:_..itEiru?'1T:
;putes between the parties,,

Registrar

/A^\4_
^ 
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i6. Force lv{ajeure Ciause _ i.jeith,breach of t
:i,"i*,*:i'"t'ifi*= l["J ilr: 

ffi :l ;Ifl ;' x'ffi 11]'1? 
*' u n der R B deem ed ro b e

-termina,";;T,,",i;"ffi *r.;.:til:j1.l#I#:ifliliT'1ffi 
':",.[:Egg

17. Non-cor; Agreement - suo= 

other p".tv.'-* 
vt lTlore than 6 months eittrer ,"n, ,",

with any of the resources o,. 
"rX'l-t 

hereby agrees that it shaii not at a

;?Jffi ,# t * "l:;X,qr"'";]"iriffi 
"[ " 

+::.#: ::"11i *Uh ::18. Half yeady Management visit -rpcoming 
products, marketing-p[#;...

:[ffxH;r:;l:;ilil;:rtli,Filp&"#lJ"=xxt::]*ru.,r,i["J
tt".t"r" r,;;;l:,'|;l,I"?il',""r1f,Jt oaLs," i"lJ;". 

"no "oi,"ill'irl aovance to arr
19. Technologies 

i

;*;;**il#i, :t#: [ ,,",:fltx 
#,'ffi HiHs :::rs H*gthis agreement

are usins some 
mav be modiriei ;;;fi #:"'S?:.to 

P^urchaser. tn such €ses,

#{t:i1rugs**,*"d*rxruu,g$r,ru'i::M
20. Mifestones 

-rrrrwrrvri wtiicn are 
'*i'ee of cost no'rii'

Iun-1C
of

Seryer

of
vasit

for

Team vigt to AJU for

St ff

Eram, Esteblishrn€nt

&

Teefij
and

on

ol from

and UAT

on
and fees

ITLE

2i. Escalations

a

;,.!|iH 
will escalate issues in rhe forowing order, if they remain unresofued at the

Page

Level

Itegistrar

Arka Jain

/^L l.Jc

wl w1 wl w4

--l
w4w1

lwrT.-
l-+
LJ
H--1

Escalation Levet
Un-resotved for

CoordinatorsModu le
2 Days

MaProject Inager SPOC
4 DaysSteering Commfttee I Sr.
6 Days

NAGPUR
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Escatation Levet
Un-resolved for

Project Manager
2 DaysVP

ns
4 Days

Director
6 Days

a Customer wili escal
previous level. ate issues in the r'oiiowing order, ii they remain unresoived at the

Clltacts wifl be provided
w[ be done.

separately on the day ofproject kick_offas

Relationship Manager for the project
ustomer can

on +91 860561611

always Connect wth Mr. Gaurav Somani as the
1 I gaurav.somani@iitms. 

co. in

Note: All
the team

the above
formulation

For all urgent quenes C

22. Post GO L|VE Response any Bugs or Change Requests will be via a portat or on email
to the project Team at MasterSoft and supplier s correct any such identified
deficiencies or change request and timeframe will be worked out mutually depending on

hall
the urgency and nature of the request.

MasterSoft defines p1, p2and p3 bugs as foilows
a

Allsuch cases i.eported wili alwa5is be on best effoii basis and customer wiii i-espect thetimelines as the changes in a Live system have to be thoroughly tested for impactanalysis and correctness before deployment on the Live Server. Customer will also fulfillthe dependencies if any at earliest as requested by the supplier and. giv; necessaryapprovals as required dS"'r "fr',, I

S

N
Name Designation

Email

Salman Khan
Phone No.

csM
2. Amit Barapatre +91 83296795.11

PM
3. amit@iitms.co.inAnand Shirke +91 ffi08831024C.E.O

+91 8308831021

Response Time Resolution TimeP1 Criticat 2 hours
6-8 hoursP2 lvlodei-ate

4 houi.s
48 hoursP3 Routine

6 hours
72 hours

P1 failuComplete re or lack of significant feature An datav loss or corruptionP2 Non service naffecti featureg failure
P3 Less significant fai lu re of nonessential refeatu

Service
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