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ABBEREVIATIONS & DEFINITIONS

No Abbreviation Full meaning

1. | GDPR The EU General Data Protection Regulation

2. | Program/Lotusmiles | Lotusmiles Frequent Flyer Program

3. | RFP Request for Proposal

4. | Solution/System Vietnam Airlines’ Customer Loyalty Solution, or
the Customer Loyalty Solution that Vendor offers
Vietnam Airlines

5. |USD US dollar

6. | VNA Vietnam Airlines Jsc.

7. | VND Vietnamese dong




INVITATION TO OFFER

Hanoi, 117 Ml 2019

Vietnam Airlines JSC (VNA) would like to invite Vendor(s) to join the bidding for
VNA'’s project “Supplying the Customer Loyalty Solution for Vietnam Airlines for the
period 2019-2024".

The Request for Proposal is enclosed.
Please send your Proposal to our address:

Vietnam Airlines Jsc — Lotusmiles center.

200 Nguyen Son street, Long Bien district, Hanoi.
Attention:

Mr. Doan Quang Huy

Office phone: (+84) 24 38732732, ext: 2804
Mobile phone: (+84) 988777470
Email: huydg@vietnamairlines.com

The Proposal must be submitted no later than 16h00 ?... .\ &4,s 2019 (Vietnam time).

Please contact the above address for further information if needed.
Sincerely yours,

For and on behalf of VNA

Chief of Project team

Director of Lotusmiles

Nguyen Huu Tung



1. GOODS AND SERVICES REQUIREMENTS

1.1 Name and quantity of goods and services

Name of goods and services: Supplying the Customer Loyalty Solution for Vietnam
Airlines for the period 2019-2024 (hereafter called “Solution™);
Quantity: 01 package;

1.2 Requirements of goods and services s

Solution capacity requirements:
+ Solution is capable of serving the maximum of 7 million members for the period
from 2019 to 2024;

+ Number of Solution’s users: at least 500 users;
+ Number of concurrent users: at least 250 concurrent users;

+ Number of active members that can access to the Solution within a certain period
of time: 714,000 members per hour (equivalent to 60 members per second);

Functional requirements: Solution should fulfil at least 12 main functions as
follows:

(1)  Enrollment;

(2)  Account management;

(3) Tier management;

(4) Miles management, accrual;
(5) Redemption management;
(6) Campaign promotion;

(7)  Special programs;

(8) Member communication;
(9) Partner management;

(10) Reports;

(11) Fraud control;

(12) Program Aministration;

Detailed description of Functional requirements is presented at column (1) and (2)
of, items from A to L of Table of Evaluation criteria for technical requirement at
section 3.4.

IT requirements:

+ Requirements of providing hardware specifications: details at section 5.1;
+ DBMS requirements: details at section 5.2;

+ Requirements of System Implementation, Deployment and Migration: details at
section 5.3;

+ System connection/integrartion requirements: details at section 5.4;
+ Requirements on System operation and support services: details at section 5.5;
Training requirements: details at section 5.6.

1.3 Criteria of goods and services requirements
Complying with Technical Evaluation Criteria stipulated at section 3.4.
1.4 Time and place of implementation
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- Purchaser: Vietnam Airlines Jsc.;
Here after called “VNA™;

- Place of implementation: 200 Nguyen Son street, Long Bien district, Hanoi,
Vietnam,;

- Time of implementation: maximum twelve (12) months from the effective contract
date.

1.5 Period for purchasing License, Support and Maintenance services

Sixty (60) months from the date of signing Acceptance Test, i.e. cut-over date.



2. PRICE OFFER INSTRUCTIONS

2.1 Price offer requirements

- Price shall be quoted as specified in Letter of Offer (Form 01) enclosing with Price
Offer Table (Form 03), after deducting discount amount written in Letter of
Discount (if any);

- In case the vendor has Letter of Discount, they shall submit it either together with
the Proposal or separately provided that VNA receives it before the deadline of
Proposal submission. In case the vendor submits Letter of Discount together with
the Proposal, vendor should notice VNA in advance before the deadline of Proposal
submission or specify in the list of Proposal materials;

- Vendor should provide adequate information in Price Offer table in accordance with
Form 03 with the signature of the legal representative of vendor. The Price Offer
table shall include all price components, all kinds of taxes, fees, and remain
unchanged during the whole contract time;

- Currency of price offer: VND or USD;
- Currency for evaluation: VND;
- Currency conversion applicable for this Offer: 1 USD = 23,700 VND;
- Language of Proposal:
+ Vietnamese vendors: Vietnamese;

+ Foreign vendors: The RFP as well as all correspondence and documents relating
to the exchange between vendor and VNA are wriiten in English. Additional and
supporting materials in the RFP can be written in another language and
accompanied by a translation into English. In case of a lack of translation, if
necessary, VNA may request vendor to send supplementary documents

2.2 Clarification of RFP

In case the RFP needs to be clarified, vendor should send a written request for
clarification to make sure that VNA receives it no later than five (05) days prior to the
submission date of the Proposal stipulated in section 2.3. VNA will send a response to
all vendors by email or written document. Where the clarification leads to amendment
of the RFP, VNA will send the revised decision of amendment together with the revised
contents to all vendors no later than three (03) days before the submission date of the
Proposal.

2.3 Proposal submission
- Deadline of Proposal submission and validity of Proposal:

+ In any circumstances, Propos J‘ must be received by VNA before the deadline of
Proposal submision, i.e. 16h00ﬂ 2019 (Vietnam time).

Proposal submitted after the Deadline of Proposal Submission is deemed
illegitimate and will be rejected. Letter of Discounts received after the Deadline of
Proposal Submission is not applied for vendors evaluation purpose;
+ The validity of Proposal is 120 days from the date of the deadline of Proposal
submission;

- Proposal specifications: both hard copies and soft copies stored in USB/memory
stick.
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- The Proposal shall be submitted to VNA directly or by courrier to the following
address:

Vietnam Ailines JSC — Lotusmiles center.
3rd floor of the building at 200/10 Nguyen Son street, Long Bien district, Hanoi.

Attention: Mr. Doan Quang Huy
Tel: (+84) 24 38732732, ext: 2804

Mobile phone: (+84) 988777470
Email: huydg@yietnamairlines.com

2.4 Proposal materials
Vendor’s Proposal shall include the following materials:



Docs | Documents References
ID
j i Copy of Business registration Paper Section 3.1
T2 Documents to prove the eligibility of vendor’s and of goods and | Section
services 3.1,3.2
i Documents to prove the competence and experience of vendors Section 3.3
T4 Letter of Offer Form 01
TS5 Letter of Authorization (if any) Form 02
T6 Price Offer table Form 03
General introduction materials on Vendor profiles and the
Customer Loyalty Solution of Vendors
T7.1 | Introduction on vendor’s history and development process
T7.2 | Describe the main business areas of vendor
T7.3 | Financial performance, revenue, net profit of vendor in three
years 2016-2018
T7.4 | List of airline clients Form 04
T7.5 | List of non-airline clients (if any) Form 05
T7.6 | Solution’s capability Form 06
T7.7 | Documents describing all modules of vendor’s Customer Loyalty
Solution offered for VNA according to this RFP
Documents used for evaluating technical score
T8.1 | Vendor’s response to the Table of evaluation criteria for technical | Section 3.4
requirements
T8.2 | Documents containing detailed instruction manual and screen | Section 3.4
snapshot with illustrating examples to describe the functional
requirements that are marked "X"
T8.3 | Videos with illustrating examples to desribe functional | Section 3.4
requirements that are marked “X”
T8.4 | Documents to provide hardware specifications Section 5.1
T8.5 | Documents to satisfy requirements of DBMS Section
5.2.1
T8.6 | Documents to describe data migration Section
522
T8.7 | Documents to describe System Implementation, Deployment and | Section 5.3
Migration
T8.8 | Documents to describe System connection/integration Section 5.4
T8.9 | Documents to describe requirements of System operation and | Section 5.5
support services
Documents that Vendor has to commit
T9.1 | Written commitment to having no dispute, lawsuit, conflict of
interest or breach of contract with VNA that have not been solved
until the time of Proposal submission
T9.2 | Written commitment to satisfy Vietnam Cyber Security Law
T9.3 | Written commitment to comply with ensuring informational
.
o



Docs
ID

Documents

References

security for VNA’s database

19.4

Written commitment to meet EU’s GDPR

TS5

Written commitment to cooperate with and support VNA to
operate, update, upgrade DBMS version

T9.6

Written commitment states that all data on the System is owned
by VNA

197

Written commitment to cooperate with VNA when the DBMS
provider recommends/requires to update/upgrade/release versions

19.8

Written commitment to have connection/interface with other
application/systems via API, web service, file sharing

199

Written commitment to undertake the connection/integration
between the new Loyalty System with VNA’s existing
application/systems to ensure the normal operation of Lotusmiles
program

19.10

Written commitment states that after the System goes live, vendor
will support to undertake the connection/integration between new
Loyalty System with VNA’s other applications/systems, of which
minimum 10 input applications/systems and minimum 10 output
application/systems

19.11

Written commitment to ensure hardware specifications as per
suggested by the Vendor to meet hardware SLA 99% minimum

19.12

Written commitment to ensure Vendor’s Solution software to
meet SLA 99% minimum

19.13

Written commitment to perform installation, configuration free of
charge in the following cases: VNA performs server
upgrade/change/move; System has issue/problem/crash that need
re-install applications

T9.14

Written commitment to cooperate with other VNA's vendors to
connect with related software/application/systems

915

Written commitment to not violating such application security
errors as SQL injection, Cross-Site Request Forgery, Cookie
Stealing, Over-Posting

110

Draft of contract

2.5 Clarification of Proposal

In the process of evaluating Proposal, VNA may request vendor to clarify the contents of the
Proposal and to supplement the documents in case lacking of documents as required by RFP,
provided that this clarification does not change the basic content of the submitted Proposal
and Price offered.

Method of Proposal clarification: VNA invites vendor to come to meet directly or sends
the emails/letters and vendor should response by emails/letters. Clarified contents in writing
are kept by VNA as a part of the Proposal. When the due date of clarification is over but
VNA does not receive the clarification, VNA shall relies on submitted Proposal to evaluate.

2.6 Proposal evaluation
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The evaluation of Proposal is performed step by step according to the regulations
specified in section 4, in which vendor must meets the requirements of the previous
step in order to be included in the evaluation in the following step, specifically:

- Evaluating the eligibility of vendor’s and of goods and services;
- Evaluating the competence and experience of vendors;

- Evaluating the technical requirements;

- Evaluating the financial Proposal;

- Determining the Evaluated total score;

- Ranking vendors.

2.7 Contract negotiation and product demo

Vendor has the lowest ranking to be invited to negotiate contracts and to present
product demos to compare with their Proposal. The contents of the contract negotiation
and product demo meeting are recorded in the minutes certified by both parties. In case
the results of the product demo of vendor are inconsistent with their Proposal or the
contract negotiation does not suceed, VNA will invite the next ranking vendor to
negotiate the contract. The contract negotiation must be carried out before issuing the
approval for vendor’s selection results.

2.8 Conditions for vendor to be chosen
Vendor is recommended to choose where all the following conditions are met:

- Have an eligible Proposal and an eligible goods and services as evaluated in section
4.1;

- Meet the requirements of competence and experience as evaluated in section 4.2;
- Meet the technical requirements as evaluated in section 4.3;
- Have the highest ranking as evaluated in section 4.6;

- The total offered price including taxes, fees, charges in Vietnam does not exceed the
approved amount of the Package.

2.9 Announcement of the bid result to vendors

After having the approved decision of successful vendor, VNA will send written
notification (by email or courrier) to all vendors who submitted Proposals. Notification
to successful vendor will include the time and venue for contract conclusion.

2.10 Terms of payment
Stipulated at Price Offer table (Form 03).



3. EVALUATION CRITERIA

3.1 Criteria for evaluating vendor’s eligibility

Satisfaction level

No Requirements Satisfied 1\.Iot Documents required
satisfied
Legal copies of
Conies of Establishment; Operation
pies Registration Certificate/
Establishment; i . .
; ) . Business Registration
1 | Operation Registration Yes No : .
§ : Certificate issued by
Certificate/ Business B i
) . . competent authorities in
Registration Certificate
the country where vendor
is operating
Any dispute, lawsuit,
conflict of interest or
, breach of contract with | Have no Have Written commitment
VNA that have not been dispute dispute
solved until the time of
Proposal submission
The Letter of Offer is
signed and stamped (if
any) by the legal : : Letter of Offer + Letter of
> representative  of  the Valid lnvalid Authorization (if any)
Vendor at the request of
RFP
A Time  for  Solution | 12 months Over 12
implementation or less months
Tlll’l? for  supplying | From 60 Less than Letter of Offer
5 |services from the cut-| months or
60 months
over date more
From 120 Less than
6 | The validity of Proposal days or Letter of Offer
more 120 days

Vendor is evaluated as “Satisfied” provided that they satisfy all the above requirements.

3.2 Criteria for evaluating the eligibility of goods and services

Satisfaction level
No Requirements Satisfied Not Documents required
satisfied
Valid documents to
For vendors who own ;
1 copvricht Yes No prove copyright
PyHE ownership
- Valid documents to
For vendors who do not own prove the copyright of
2 . Yes No ;
copyright the copyright owner;
- Valid documents to
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Satisfaction level

No Requirements Satisfied Hot Documents required
satisfied
prove the permission
issued by the copyright
owner to lease the
software
3 Satlsfy Wistuam's Cyber Commit o MOl | Written commitment
Security Law commit
Commit to compliance with Do not
4 | ensuring informational Commit . Written commitment
security for VNA’s database —
: , . Do not . .
5 | Satisfy EU’s GDPR Commit 4 Written commitment
commit
Commit to cooperate with
6 and support VNS fo-aperte, Commit i - Written commitment
update, upgrade DBMS commit
version
7 Commiti Shkdll ugh: St Commit b no.t Written commitment
System is owned by VNA commit
Commit to cooperate with
VNA when the DBMS
g |P e : Commit £ nqt Written commitment
recommends/requires to commit
update/upgrade/release
versions
Commit to have
connection/interface with Do it
9 | other applications/systems Commit ; Written commitment
4 4 commit
via API, web service, file
sharing
Commit to undertake the
connection/integration
between the new Loyalty —
10 | System with VNA’s existing | Commit . Written commitment
application/systems to e
ensure the normal operation
of Lotusmiles program
Commit that after the
System goes live, vendor
will support to undertake the
connection/integration Do not
11 | between new Loyalty Commit J—, Written commitment

System with VNA’s other
applications/systems, of
which minimum 10 input
applications/systems and




No

Requirements

Satisfaction level

Satisfied

Not
satisfied

Documents required

minimum 10 output
application/systems

12

Commit the service quality
that will be supplied to VNA

Commit

Do not
commit

Written commitment

13

Commit the time to fix
application errors, the
minimum time levels
corresponding to the error
level of the application

Commit

Do not
commit

Written commitment

14

Commit to perform
installation, configuration
free of charge in the
following cases: VNA
performs server
upgrade/change/move;
System has
issue/problem/crash that
need re-install applications

Commit

Do not
commit

Written commitment

15

Commit to cooperate with
other VNA's vendors to
connect with related
software/application/systems

Commit

Do not
commit

Written commitment

16

Commit not to violate such
application security errors as
SQL injection, Cross-Site
Request Forgery, Cookie
Stealing, Over-Posting

Commit

Do not
commit

Written commitment

Vendor is evaluated as “Satisfied” provided that they satisfy all the above requirements.
3.3 Evaluating the competence and experience of vendors

Only those vendors who satisfy the vendor’s eligibility evaluation at section 3.1 and
goods and services’ eligibility evaluation at section 3.2 are allowed to be evaluated on

competence and experience as follows:

Satisfaction level

No Requirements Satisfied Not Documents required
satisfied
There are at least three Proven documents including
airlines using Vendor’s confirmation letters provided
Customer Loyalty by airlines clients and other
I Solution, in which: Satisfied Not valid documents used to certify
- There is at least one satisfied |that the Vendor’s Customer
airline  having the Loyalty Solution has been used
number of passengers by and the number
flown per year is from passengers flown of the airlines

i) % 12

\5/ mﬁg%,



No

Satisfaction level

Requirements Satisfied I?Tot
satisfied

Documents required

20 million or more;

- From 1% January
2015 until now, there
is at least one airline
having the number of
passengers flown per
year is from 15
million or more and
putting in to operation
(i.e.  cut-over) the
Vendor’s Customer
Loyalty Solution

clients

Vendor is evaluated as “Satisfied” provided that they satisfy all the above requirements.
3.4 Technical evaluation criteria

Only those vendors who satisfy the vendor’s competence and experience evaluation at
section 3.3 are allowed to be evaluated on technical as follows:

- Technical requirements are evaluated according to the grading method with a total
score of 1,000 and distributed as the following groups:

No | Requirements Max score

I Functions 800
(1) | Enrollment 25
(2) | Account management 60
(3) | Tier management 55
(4) | Miles management, accrual 80
(5) | Redemption management 75
(6) | Campaign promotion 70
(7) | Special programs 120
(8) | Member communication 65
(9) | Partner management 50
(10) | Reports 110
(11) | Fraud control 30
(12) | Program Aministration 60
Im |IT 170
(1) | Database 50
(2) | System 80
(3) | Operation 40
III | Experience in migrarting Unisys’s CLS system 30
Total technical score 1,000
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- Method of scoring for each requirement in the Table of Evaluation criteria for
technical requirements (those items from A to L):

+ Full fulfilment: Max score * 1;

+ Partial fulfilment: Max score * 0.6;
+ Limited fulfilment: Max score * 0.3;
-+ Non fulfilment: Max score * 0;

- Method of scoring for each requirement in the Table of Evaluation criteria for
technical requirements (item M):

+ Scoring according to each component, detailed by each point.
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4. PROPOSAL INSPECTION AND EVALUATION

The evaluation of the Proposal is performed in the following order:
4.1 Evaluating the eligibility of Proposal and of goods and services, including:

- The completeness of the Proposal materials as stipulated in section 2.4;

- The eligibility of vendor according to the evaluation criteria as stipulated in section
)

- The eligibility of goods and services according to the evaluation criteria as
stipulated in section 3.2;

- The wvalidity (signature, time, stamp) in such documents as Letter of Offer,
Authorization Letter (if any), Price Offer table;

- The validity of the Proposal as prescribed in section 2.3;

- The eligibility and suitability of goods and services as mentioned in section 1;

- The eligibility and suitability of Price Offer as mentioned in section 2.1;

The Proposal will be eliminated if it does not meet one of the above requirements. The
Proposal meets all the above requirements will be evaluated at the next section 4.2.

4.2 Evaluating the competence and experience

The evaluation of competence and experience is carried out according to the evaluation
criteria of competence and experience prescribed in Section 3.3.

The Proposal will be eliminated if it does not meet the criteria of competence and
experience. The Proposal meets criteria of competence and experience will be evaluated
at the next section 4.3.

4.3 Technical evaluation

The technical evaluation is performed by scoring according to the technical evaluation
criteria mentioned in section 3.4.

The Proposal is deemed to pass the technical evaluation requirements provided that all
of the following criteria are met: pass the requirements stated in 4.1, 4.2; have the
functional evaluation score is 560 minimum; have the IT evaluation score is 60
minimum; have the total technical score is 800 minimum (80% of total technical score);
achieve all criteria with minimum score requirements.

Only the Proposal which passes the technical evaluation is included in the financial
evaluation under section 4.4,

4.4 Financial evaluation

Vendor’s Proposal financial evaluation is implemented step by step as follows:
Step 1. Determine Offer prices (exclude tax, fees and charges in Vietnam):

+ Al: Price of License, Maintenance and Support of the Solution for 5 years;

+ A2: Price of Solution Implementation (including Travel, Accommodation and
Training).

Step 2. Correct errors:

a) Arithmetical errors include errors due to incorrect addition, subtraction,
multiplication and division when calculating Offer price. If there is a discrepancy
between the unit price and the total price, the unit price shall prevail and the total price
shall be corrected; if there is an obvious misplacement of the decimal point in the unit
price (10 times, 100 times, 1,000 times), the total price shall prevail and the unit price
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shall be corrected. In case the Vendor inserts no value or insert “0” in the columns
“unit price” and “total price”, the Vendor shall be considered allocating the price of this
work item to another work item of the procurement, the Vendor shall be responsible for
performing these work items in conformity with the RFP’ requirements without any
payment from the Investor during the contract performance.

b) Other errors:

- If a total price is fully filled but the equivalent unit price is left blank, the unit price
shall be determined by dividing the total price by the quantity; if a unit price is fully
filled but the equivalent total price is left blank, the total price shall be determined
by multiplying the unit price and the quantity; if a unit price and the equivalent total
are fully filled but the equivalent quantity is left blank, the quantity shall be
determined by dividing the total price by the unit price. If the additional quantity
determined above is different from the equivalent quantity mentioned in the RFP,
such discrepancy shall be the deviation related to Scope of Supply which shall be
adjusted as prescribed in the Step 3;

- Physical unit errors: correct units in conformity with the RFP requirements;

- Unit errors: replace “.” (stop) with “,”(comma) and vice versa in conformity with
the Vietnamese unit. If the Purchaser believes that the stops and commas in the unit
price are put in wrong position, the total price shall prevail and the unit price shall
be corrected;

- If'there is an error in a total corresponding to the addition of subtotals, the subtotals
shall prevail and the total shall be corrected;

- If there is a discrepancy between words and figures, the amount in words shall
prevail, and the amount in figures shall be corrected. If the amount in words is
related to arithmetic error, the amount in figures prescribed in this Section shall
prevail.

Step 3. Adjust deviation:

a) If there is a deviation from Scope of Supply, the deficiency shall be added and the
redundancy shall be subtracted according to the equivalent unit price in the Financial
Proposal;

If there is a deficiency in Financial Proposal (deficiency in work item(s) in comparison
with the supply requirements) without an equivalent unit price in the Offer, the
deficiency shall be adjusted as follows:

The highest unit prices of work items in deficiency of the Financial Proposals satisfying
technical evaluation shall prevail for adjustment of deviation; if the Financial Proposals
satisfying technical evaluation having no equivalent unit prices, the unit prices of the
approved estimates of the procurement shall prevail; if there is no estimate of the
procurement, the unit price constituting the price of procurement shall prevail.

If there is only one vendor passing the technical evaluation, its equivalent unit price
shall be prevailing for adjustment of deviation; if the Financial Proposal has no
equivalent unit price, the unit price of the approved estimates of the procurement shall
prevail; if there is no estimate of the procurement, the unit price constituting the price
of procurement shall prevail.

b) If the Vendor has a Letter of Discount, the correction and adjustment of deviation
shall be carried according to the Offer price without subtracting the discount. The rate
\
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of deficiency shall be determined according to the ratio of deficiency to Offer price
mentioned in the Letter of Offer.

Step 4. Determine Offer price after error correction and adjustment of deviation and
minus (-) discount (if any).

Step 5. Convert Offer price after error correction, deviation adjustment, and minus
discount (if any) to VND.

Step 6. Determine evaluated price (M) after error correction and adjustment of
deviation and minus (-) discount (if any) to VND:

_v5 ,
M=2i=1 A1;/(1+R) + A2+B - C

Where:
+ Al; : Price of yearly usage of License, Maintenance and Support (i = 1,2,3.4,5);

+ A2: Price of Solution Implementation (including Travel, Accommodation and
Training);

+ B: Total price based on Vendor’s suggested hardware which includes price of
hardware (the priority follows the order: HP, DELL. In case HP and DELL do not
provide requested ones, the hardware suppliers in G7 countries will be chosen),
operating system, database, middleware according to suppliers’ quotation;

+ C = (12 months — Solution implementation time in months) * 2.5 billions VND;

+ R = 10% (R: Discount rate).

Step 7. Determine Offer price score (P) after error correction, deviation adjustment, and
minus discount (if any) to VND following the formula: P = (Muis * 1.000) / My

+ P: The Vendor’s Offer price score;

+ Mmin: The lowest Vendor’s Offer price after error correction, deviation adjustment,
and minus discount (if any) to VND;

+ Mx: The Vendor’s price after error correction, deviation adjustment, and minus
discount (if any) to VND.

4.5 Determing the Evaluated total score
X=(70%* K+ 30% * P)

+ X: Evaluated total score;

+ K: Technical score determined at section 4.3;
+ P: Offer price score determined at section 4.4.
4.6 Ranking vendors

The Proposal having the highest Evaluated total score (X) shall be ranked the first. In
case there are more than one vendors having the same Evaluated total score (X), the
Vendor with higher Technical score (K) will be ranked higher. In case the Vendors
have same the Technical score (K) and Offer price score (P), the Vendor has the shorter
Implementation time will be ranked higher.



5. DETAILED REQUIREMENTS ON IT AND TRAINING

Note: Vendor provides software, VNA provides hardware according to Vendor's
recommendations to meet the VNA's requirements. Vendor provides installation
services, system switching, data migration, connection with VNA systems,
maintenance, technical support for software services, training and user guides.
5.1 Requirements of providing hardware specifications
Vendor shall provide the minimum information:
- Hardware shall meet the minimum basic components:
+ Production environment (PROD), Test/QA environment (TEST), disaster
recovery environment (DR).
With PROD and DR the structure must 1+1;
+ Provide minimum: OS, RAM, CPU, Disk... and software must have;
+ The hardware must popular devices on the market;
+ Provide system design;
+ Ensuring Performance on RAM, CPU, hard drive must below 75% in time life
after System go-live;
- Minimum SLA 99%:
+ Hardware SLA minimum 99%;
+ Software SLA minimum 99%;
5.2 DBMS requirements

5.2.1 DBMS requirements
Vendor must provide the minimum information:
- Oracle DBMS or equivalent;

- Name of DBMS (Example: Oracle 11G);

- Information Database name/ Instance name;

- Database design diagrams, including relationships between data tables;
- Database description:

+ List of data tables (list of groups or schemas if any);
+ Information of table: COLUMN NAME/DATA_TYPE/ DATA_LENTH/
Description;

- Commit to cooperate with and support VNA to operate, update, upgrade DBMS
version;

- Commit that all data on the system is owned by VNA;

- Commit to cooperate with VNA when the DBMS provider recommends/requires to
update/upgrade/release versions.

5.2.2 Requirements for data migration

- Migrate all members data from current CLS system to new Loyalty system at the
time of switching the System (there are 2.3 million members in March 2019);

- Provide detailed plan and methodology to ensure to migrate all members data from
current CLS system;

- Provide description about current data in current CLS system and description about

new data in new Loyalty system (provide screen snapshots). Provide a method to
check the correctness and completeness of data after migration.
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3.3 Requirements of System Implementation, Deployment and Migration

Provide detailed plan for each item to ensure the deadlines presented in
implementation, deployment and migration schedules;

The vendor shall propose the acceptance test scenario, VNA may adjust and
supplement (if any), and the acceptance test scenario shall be agreed upon during
the contract negotiation;

All costs incurred in Inspections and Tests Acceptance will be borne by the Vendor;
The contents of the Inspections and Tests Acceptance include:

+ Test the application installation and stable operation on all environments
(PROD, TEST, DR);

+ Test for transfer/swap between systems on PROD and DR environments in two
directions;

+  Test the functions of the System as required listed from item A to item L of
Table of Evaluation criteria for technical requirements at section 3.4;

+ Test the connection/interface with other software/applications/systems listed at
section 5.4;

+  Test member data after migration;

Provide technical support personnel at VNA headquarters for at least 7 days after

cut-over;

After 2 months since cut-over date, provide qualified personnel to evaluate the
System and support VNA for at least 7 days.

5.4 System connection/ integration requirements

Commit connection/interface with other systems via API, web service, file sharing;

Commit to undertake the connection/integration between the new Loyalty System
with VNA’s existing application/systems to ensure the normal operation of
Lotusmiles program;

Commit that after System go-live, vendor will support to undertake the
connection/integration between new Loyalty System with VNA’s other
applications/systems, of which minimum 10 input applications/systems and
minimum 10 output application/systems;

Commit to implement and propose detailed plan in case VNA needs connection to
new applications/systems in the future;

Commit to cooperate with other VNA's vendors to connect with related
software/application/systems;

Provide detailed solution to connect/interface (include time, resource, plan, detail
step by step);
Provide solution to fix/solve risks/issues to meet timeline;

The list of minimum VNA’s existing application/systems that need
connection/integration with new Loyalty System:

(1) Sabre Reservation:

+ Functionality: Create and update loyalty members’ profiles;

+ Input: Member’s flight booking; members’ information from Sabre Customer
Insight;.

(2) Sabre Customer Insight:
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+ Functionality: Create, update and store loyalty members’ profiles;

+ Input: Members’ profiles from CLS system and from Skylink system;
(3) Sabre DCS:

+ Functionality: VNA’s Sabre Departure Control System;

+ Input: Members information from VNA’s website, Sabre Reservation system,
Sabre Customer Insight;

(4) Skylink: the application that connects VNA’s members data with SkyTeams
airlines’ members data;

(5) Accrual processing: The Application that receives input data comprising members
flight data from Sabre Travel Data Streaming, Sabre CDD, Sabre accrual files, Sabre
FQTV; check and process flight data to ensure the eligibility for miles accrual
according to Lotusmiles’ regulations (check card number, check member's name;
update ticket information, determine eligible booking class; remove AD/ID tickets,
sponsored tickets, charter tickets; check suspicious and unusual cases, etc.; load data
into the CLS system to accrue miles;

(6) Sabre Travel Data Streaming: Sabre’s application containing VNA’s member flight
data;

(7) RAS: VNA’s Revenue Accounting System;

(8) Lotusmiles website: website dedicated for Lotusmiles members which allow
members to undertake online transactions such as enrollment, searching information,
modifying some personal information, etc.;

(9) Lotusmiles mobile app: mobile app dedicated for Lotusmiles members which allow
members to undertake online transactions such as enrollment, searching information,
modifying some personal information, etc.;

(10) Lotusmiles Online Redemption: Application connects with Sabre Reservation,
Loyalty Solution (CLS), payment gateway, email gateway, SMS gateway, allowing
members to redeem flight tickets and payment online. Application allows members to
redeem flight tickets for members themselves and for their nominee, on all VNA’s
sectors and some SkyTeam airlines’ sectors;

(11) Lotusmiles Offline Redemption: Application connects with Sabre Reservation,
Loyalty Solution (CLS), email gateway, SMS gateway, allowing members to redeem
flight tickets and payment offline. Application is used by both members and Lotusmiles
staff. As for staff utility, the application has administrative functions like redemption
voucher management, nominees management, handling ad-hoc cases, etc.

(12) Sabre Dynamic Rewards: Sabre’s module which allows members to redeem or buy
flight tickets by using the combination of cash and miles;

(13) Online Buy and Transfer miles: Lotusmiles’ application that allows members to
make online transactions for such services as buying bonus miles, transfer bonus miles,
buying qualifying miles, buying qualifying sectors;

(14) Retro online: Application that instantly receives and processes member's retro
claims through connection with Loyalty Solution (i.e. CLS), with VNA’s OBP
(Onboard Passenger Database), with SkyTeam airline partners. The application allows
to receive and process retro claims from Lotusmiles members and from airline partners,
to receive and process billing.
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(15) Non-air partner management: Web-based application that connects to Loyalty
Solution (i.e. CLS) allowing members to exchange (i.e. redeem) award miles in their
Lotusmiles’ accounts for non-air partner’s award points and vice versa;

(16) Fraud control: Application dedicated for checking accounts considered to be fraud
suspected by scanning members’ activities in CLS’s database following predefined
criteria;

(17) Email marketing: Application used for managing emails sent to members,
including such functions: setting criteria for sending email to targeted groups of
members, setting schedule, sending account statement, email sending reports, etc.;

(18) SMS: application that supports to send SMS to members. SMS contains
information about member account’s balance changes for such transactions as accrual,
redemption, good will, etc;

(19) Card fulfilment management: Application that has such functions as filtering
accounts need to print card fulfilment based on Lotusmiles’ policy; converting data
from CLS Batch file to card print file format; automatically send fulfilment printing
data to card producing partner and card delivery partner; receiving card delivery results;

(20) Call centre synchronization: application that synchronize members’ data from
Loyalty Solution (i.e. CLS) to Lotusmiles” Call Centre;

(21) Reports: Lotusmiles’s applications that query data from Loyalty Solution (i.e.
CLS) and other data sources to generate various reports;

(22) Application to serve high-class members: connects to Sabre Reservation system to
extract a list of passengers who are Lotusmiles elite members; concurrently connects
with the Loyalty Solution (i.e. CLS) to get information about members' birth dates and
interests; staff will use this information to serve members according to business
requirements;

(23) Mobile app for staff: mobile app application with limited functions dedicated for
staff, e.g. searching member basic information like name, tier, miles.

5.5 Requirements on System operation and support services

- Provide documents and instructions for VNA’s personnel to install the System on
the environments PROD, TEST, DR;

- Provide documents on the process of switching from PROD to DR and vice versa.
Ensure the switching time does not exceed 4 hours;

- Requirements on maintenance and support:

+ Description of technical support services and quality of services that will be
provided for VNA;

+  Provide process to ensure system operation, backup and recovery;

+  The vendor will implement the newly released version of the System (excluding
onsite personnel for installation) as per the version release cycle of vendor,
during the subsistence. The vendor shall inform the VNA of the latest version
and features of this version (by e-mail or in writing);

+ Provide contacts to solve issues/problem during the use of the System;

+ Provide troubleshooting process and time to fix errors of the System. The
minimum time level corresponding to the error level as follows:
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Level 1: Full or interrupted service for most of the time or/and important and
essential functions that are inactive or unstable. Vendor fixes the error as quickly
as possible but must complete it no later than 2 working days from the time of
detection of the error with level 1.

Level 2: Occasionally interrupted services or/and important functions still
operate at acceptable levels when taking temporary solutions. Vendor fixes the
error as quickly as possible but must complete it no later than 4 working days
from the time of detection of the error or move to level 3 in case of having
temporary remedies;

Level 3: Services are slightly affected, unstable in a short time. Important functions
work normally without carrying out temporary solutions. The two parties agree on
the time to fix the error according to each case but the total time to fix it is not more
than 6 working days from the time the error is detected;

+ Perform installation, configuration free of charge in the following cases: VNA
performs server upgrade/change/move; System has issue/problem/crash that
need re-install applications.

5.6 Training requirements

Vendor shall provide training in classes for VNA staff to operate the Solution
competently:

+ Provide classes with documentation for at least 20 VNA trainers (key-users);

+ Provide classes with documentation for at least 10 VNA system administrators,
the minimum content including: Application administration, Application settings,
Application configuration.
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6. FORMS

6.1 Form 01 - Letter of Offer

Letter of Offer

Location, date

To: Vietnam Airlines JSC
(Hereinafter called VNA)

After studying your Request for Proposal ref. no............. dated........ and its revised
versions which we received, we, [name of vendor], commit to provide you with ‘‘The
Customer Loyalty Solution for Vietnam Airlines for the period 2019-2024” subject

to the regulations stipulated in your Request for Proposal with the sum of ............. (in
numbers and letters) together with the attached Price Offer Table.

The time for Solution implementation is [number of months].

The time for License, maintenance and suppport is [number of
months].

If our Proposal is chosen, we commit to supply the goods and services in
compliance with terms and conditions agreed in the contract.

Our Proposal is valid within .....days (please insert number of days that meets
the requirement in Section 5.3 of the RFP) since [hour, date] [please insert the
submission deadline].

On behalf of

[Please insert your name, title, sign and stamp|

If vendor’s legal representative authorizes his/her sub-level staff to sign the
above Letter of Offer, he/she must attach the Letter of Authorization in accordance with
the Form 02 hereafter. If vendor's business Regulations and/or Decision of establishing
its branches and/or other documents relating to authorizing sub-level staffs to sign
Letter of Olffer, vendor must attach scanned files of relevant documents (vendor does
not need to issue the Letter of Authorization in accordance with the Template No. 2
hereafter). Before signing the contract, the winning Vendor must submit to the VNA the
certified copy of these documents. If detecting that the initial declaration information is
inaccurate, Vendor shall be considered as violating Clause 2, Article 12 of the Bidding
Law and be handled according to VNA's regulations. \Fﬁ\ }
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6.2 Form 02 - Letter of Authorization

Today, [date], in ........ [City]

71 G— [name, identity number or passport number, title of the supplier’s legal
representative], the legal representative of ........ [supplier’s name], whose registered
office at......... [address], officially authorize ......... [ name, identity number or

passport number, title of the authorized person] in written to implement the following
tasks in the consultancy service for VNA:

- To sign the Letter of Offer;

- To sign written documents to make a business deal with VNA in the bidding
process including other clarification and explanation writings of the Proposal
Documents;

- To participate in negotiating and completing contract;

- To sign the contract with VNA if being chosen.|(2)

Above-mentioned authorized person solely implement tasks within the scope of
authorization as a legal representative of [Supplier’s name]. [Supplier’s
name] are entirely responsible for tasks performed by .... [Name of the authorized
person| within the scope of authorization.

This letter will be valid from ... [date] to ..... [Date] (3). This letter of authorization is
published in [number]....copies with the same legal value, the authorizer keeps
[number]....copies, the authorized person keeps [number]....copies.

The authorized person The authorizer
(Insert name, title, sign and stamp (Insert name of supplier’s legal
(if any) representative, title, sign and stamp)

Note:
(1) In case of authorization, the Vendor sends the original Letter of Authorization
(in case of submitting Proposal directly or by courier) or the scanned one (in
case of submitting by email) to VNA along with the Letter of Offer.
(2) The scope of authorization is decided by the authorizer, including one or some
above listed jobs.

(3) Insert the beginning and expiry date of the validity of Letter of Authorization

suitable to the bidding process
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Notes:

- The Vendor shall quote the price of unit in column (5) (not include for taxes, fees
and charges in Vietnam),

- The Vendor offers full tax, fees and charges in Vietnam (if any). When participating
in the bidding, the Vendor shall have to study, calculate and offer all taxes, charges
and fees (if any) at the rates and fees. Where the Vendor declares that the bid price
does not include taxes, fees and charges, the Vendor will be rejected;

- The total value of taxes, fees and charges (if any) will not be considered during the
assessment to compare and rank the Vendor. The bid-winning price and the
contract price must include the value of taxes, fees and charges (if any);

- In case of contractor tax arisen, the Vendor is responsible to pay contractor tax
according to Vietnam Law (Circular 103/2014/TT-BTC dated 6" Aug 2014). Due to
the fact that the Vendor may not be able to declare and pay directly the contractor
tax, the Purchaser will declare and use withholding amount to pay tax on behalf
of the Vendor according to the Law. In this case, the Vendor is responsible to assist
the Purchaser to fulfil this task in most convenient way.

2. Terms of Payment:

- Form of payment: bank transfer;

- Implementation fee: payment according to the progress of system
implementation. Details of the amount and schedule of payments are discussed
at the stage of contract negotiations;

- License fee, Maintenance and Support fee: payment every six months; amount
paid each period based on the number of active accounts on the system
(excluding closed accounts, deceased accounts) at Oh of the first day of of the
payment month; the first payment is made after the cut-over time of the system.
Details of the amount and schedule of payments are discussed at the stage of
contract negotiations;

3. Price reduction (if any).

4. Vendor is encouraged to make other conditions favorable to the third party
beneficiary of the services (if any). VNA will consider these items when evaluating the
Proposal of vendor.

Representative of Vendor

(Insert name, title, sign and stamp)



6.4 Form 04 - List of airline clients

No | Client | Address | Year of | Year of | Name of the Name of
names | of contract system go- | client’s previous client’s
clients signed live Customer Loyalty | current

(mm/yyyy) | (mm/yyyy) | Solution before PSS
moving to vendor’s
Customer Loyalty
Solution

Vendor should provide the letter of reference from the authorized persons of clients for:

- Those clients that have the year of contract signed is since 2016 until now;
- Those clients that have the previous Customer Loyalty Solution is CLS of
Unisys before moving to vendor’s Customer Loyalty Solution.

6.5 Form 05 - List of non-airline clients (if any)

No | Client Address  of | Year of contract signed | Year of system go-live
names clients (mm/yyyy) (mm/yyyy)

1

3

6.6 Form 06 - Solution’s capability

No | Contents Vendor’s fulfilment

1 | Maximum number of members that Solution can provide

2 | Maximum number of users that Solution can provide

3 | Maximum number of concurrent users that Solution can
provide

4 | Maximum number of members that can access to the
system through all channels within one (01) second




