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ACRONYMS
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IBE - Internet Booking Engine
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INTRODUCTION

SriLankan Airlines, the National Carrier of Sri Lanka and a member of the Oneworld alliance,
is an internationally recognized full-service airline known for service excellence, safety,
operational reliability, and a customer-centric approach. Established in 1979, the airline plays
a vital role in supporting Sri Lanka’s tourism industry, international trade, and overall

economic development.

Operating from its primary hub at Bandaranaike International Airport (BIA), the airline offers
extensive global connectivity through direct services, interline agreements, and codeshare
partnerships. Its network covers 117 destinations across 59 countries spanning Europe, the
Middle East, South Asia, Southeast Asia, the Far East, North America, Australia, and Africa.
Since joining the Oneworld alliance in 2014, SriLankan Airlines has significantly enhanced its

global reach, commercial partnerships, and loyalty ecosystem.
Vision

To be the airline of choice for travelers seeking a unique and authentic Sri Lankan experience,

delivered with warmth, care, and hospitality.
Mission

e To operate a sustainable and profitable airline that promotes Sri Lanka globally and
supports tourism, overseas Sri Lankans, and the national economy.

e Todevelop Sri Lanka as an air transport hub leveraging its strategic Indian Ocean location.

e To establish an aviation center of excellence by nurturing talent for the airline and the wider
aviation industry.

e To conduct business ethically, generating long-term and sustainable value for the country

and the communities served.
Digital Commerce & Online Operations

SriLankan Airlines currently boards approximately 5 million passengers annually. Digital

channels are increasingly central to revenue growth and customer engagement:

e Online sales contribute approximately 22% of total network revenue.
e srilankan.com serves approximately 1 million monthly active users.
e A key strategic objective is to position the online channel as the primary distribution

channel.
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The airline’s Internet Booking Engine (IBE) is currently powered by the Amadeus RefX

platform, supporting the airline’s direct digital sales ecosystem.

As part of its broader digital transformation agenda, SriLankan Airlines seeks to strengthen its
ability to leverage customer data, enhance personalization, improve conversion performance,

and build long-term customer loyalty across digital and offline touchpoints.
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SCHEDULE OF BID SUBMISSION
Section I: Instructions to Bidders (ITB)

ITB shall be read in conjunction with section II, Bidding Data Sheet (BDS), which shall take
precedence over ITB.

A: Scope of bid

1.Scope of Bid

1.SriLankan Airlines issues these Bidding Documents for the provisioning of a
“Customer Engagement Platform” for SriLankan Airlines Ltd website
www.srilankan.com.

1.2 Detailed specifications are provided in Section III Schedule of
Requirements.

1.3 Upon receipt of this invitation, you are requested to acknowledge receipt of
this invitation and your intention to submit a bid within 14 calendar days.

B: Contents of Documents

2.Contents of
Bidding

Documents

2.1 The documents consist of the Sections indicated below
Sections

Invitation for Bids

Section I. Instructions to Bidders

Section II. Bidding Data Sheet

Section III. Schedule of Requirements

Sections IV. Bid Submission Form

Section V. General Conditions

Section VI. Bid Acknowledgment Form

Annexures

Annexure A: Technical/General Specifications & Compliance form
Annexure B: Price Schedule Form and Financial Summary
Annexure C: Bid Security Form

Annexure E: Performance Security Form / Bank Guarantee Form
Annexure D: Clientele Information Form

Annexure F: Sample Contract Agreement

C: Guidance of Documents

3.Documents
Comprising your
Bid

3.1 The document shall comprise the following:

3.1.1 Sections IV. Bid Submission Form.

3.1.2 Section VI. Bid Acknowledgement form

3.1.3 Annexure A Technical/General Specifications & Compliance form
3.1.4 Annexure B: Price Schedule Form

3.1.5 Annexure C: Bid Security Form

3.1.6 Annexure D: Performance Security Form

3.1.7 Annexure E: Clientele Information Form

4.Bid
Submission
Form and
Technical/Gener
al Specifications
& Compliance

4.1 The Supplier shall submit the Bid Submission Form using the form furnished
in Section IV. This form must be completed without any alterations to its format,
and no substitutes shall be accepted. All blank spaces shall be filled with the
information requested.

4.2 The Technical/General Specification Compliance Form given under
Annexure A should be completed with the specifications of the proposed

form

solution under each section specified.
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5.Prices

5.1 Unless stated in the Data Sheet, all items must be priced separately in the
Price Schedule Form (Annexure B).

5.2 The price to be quoted on the Bid Submission Form shall be the total price
of the Bid.

5.3 Prices quoted by the supplier shall be fixed during the period specified in
ITB clause 8.1 and not subject to variation on any account. Proposals submitted
with an adjustable price shall be treated as non-responsive and may be rejected.
5.4 The bidder should also submit the Financial Summary Section under
Annexure C

Price indicated should be the final and last offer

6.Currency

6.1 The bidder shall quote in United States Dollars (USD)

7. Documents to
Establish the
Conformity of
the Services

7.1 The Supplier shall submit an original certificate from the proprietor to
demonstrate that it has been duly authorized by the proprietor to supply this
Goods/service in Sri Lanka.

8. Period
of Validity of
bids

8.1 Proposals shall remain valid for a period of one hundred eighty (180) days
after the bid submission deadline date.

0. Bid Security
Declaration

0.1 The bidder shall furnish as a part of its bid, a Bid-securing Declaration,
using the Bid-securing Declaration form included in Annexure C.

0.2 Any bid not accompanied by a substantially responsive Bid securing
Declaration in accordance with ITB Sub-clause 8.1, Shall be rejected by Sri
Lankan Airlines as non-responsive.

0.3 Bid Securing Declaration may be executed:

(a) If a Bidder withdraws its bids during the period of Bid validity specified by
the Bidder on the Bid Submission form, except as provided in ITB Sub-Clause
8.1 or

(b) If a Bidder does not agree to correctable arithmetical errors in pursuant to
ITB Sub-Clause 15.3

(c) If the successful Bidder fails to:
1) Sign the contract in accordance security with 1TB Sub-Clause 23.3;

(i1) Furnish a performance Security in accordance with 1TB Clause 24;

10.Format and
Signing of Bids

10.1 The proposals shall be typed or written in indelible ink and shall be signed
by a person duly authorized to sign on behalf of the Supplier. Please ensure all
documents are duly signed and stamped in the given area when forwarding.

D: Submission and Opening of Bids

11.Submission
of Bids

11.1 Suppliers shall submit their quotations by email to the secured email
address ul_ecom(@srilankan.com
11.2 The email header shall bear the specific identification of this quotation
exercise as indicated follows:

“ECOM/WEB/05/2026”
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12.Deadline for
Submission of
Bids

12.1 Proposals should be received by the Purchaser to the address set out in
Section II, “Data Sheet”, and no later than the date and time as specified in the
Section 11 12.1

13.Late Bids

13.2 The Purchaser shall reject any proposals that arrive after the deadline for
submission of proposals in accordance with ITB Clause 12.1.

14.0pening  of{14.1 The Purchaser shall conduct the opening of the quotation in the presence
Bids of the Suppliers at the address, date and time specified in the Data Sheet.

14.2 The presence of the bidder will not necessarily ensure the selection of the

roposed goods.
E: Evaluation and Comparison of Bids

15.Non- 15.1 Provided that a Bid is substantially responsive, SriLankan Airlines may
conformity- ties, | waive any non-conformities or omissions in the Bid that do not constitute a
Errors, and material deviation.
Omission 15.2 Provided that a bid is substantially responsive, SriLankan Airlines may

request that the Bidder submit the necessary information or documentation,
within a reasonable period, to rectify nonmaterial nonconformities of
omissions in the bid related to documentation requirements. Such an
omission shall not be related to any aspect of the price of the Bid. Failure of
the Bidder to comply with the request may result in the rejection of its Bid.

15.3 Provided that the Bid is substantially responsive, SriLankan Airlines

shall correct arithmetical errors on the following basis:

(a) Ifthere is a discrepancy between the unit price and the line item total that
is obtained by multiplying the unit price by the quantity, the unit price
shall prevail and the line item total shall be corrected unless in the
opinion of SriLankan Airlines, there is an obvious misplacement of the
decimal point in the unit price, in which case the line item total as quoted
shall govern and the unit shall be corrected.

(b) If there is an error in a total corresponding to the addition or subtraction
of subtotals, the subtotals shall prevail, and the total shall be corrected;
and

(c) Ifthere is a discrepancy between words and figures, the amount in words
shall prevail, unless the amount expressed in words is related to an
arithmetic error, in which case the amount in figures shall prevail subject
to (a) and (b) above.

15.4 If the Bidder that submitted the lowest evaluated Bid does not accept the

correction of errors, its Bid shall be disqualified, and its Bid-Securing

Declaration shall be executed.

16.Clarifications

16.1 To assist in the examination, evaluation and comparison of the proposals,
the Purchaser may, at their discretion, ask any Bidder for clarification of its bid|
proposals. Any clarification submitted by a Bidder with respect to its bid|
proposals which is not in response to a request by the Purchaser shall not be
considered.
16.2 The Purchaser’s request for clarification and the response shall be in|
writing at SriLankan Airlines’ address specified in the BDS.
16.3 For any clarifications regarding the requirements in the Bid Document,
requests should be emailed to the email address provided in Data Sheet in|
Section II Sub Section 15.2

17.Responsivene

17.1 The Purchaser will determine the responsiveness of the proposals to the

ss of Proposals

documents based on the contents of the proposals received.
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17.2 If a proposal is evaluated as not substantially responsive to the documents
issued, it may be rejected by the Purchaser.

18.Evaluation of
[proposals

18.1 The following factors & methodology will be used for evaluation.

Minimum Eligibility Criteria
I. The Bidder should be able to demonstrate and prove they have
implemented a Customer engagement platform for airline customers as
set out in “Section III” and sustained a similar core solution for more
than 02 years.
II.  Currently providing a similar solution to at least 1 airline. Details are to
be provided as per the format in Annexture E - Clientele Information|
Form.

II.  The Bidder should provide proof of financial and economic capacity.
(Audited financial statements for the last 03 years should be submitted
along with the proposal mandatory).

Evaluation Criteria

The proposed service/solution will be subjected to a Technical Committee

evaluation based on the following criteria:

L. The bidder’s point-by-point compliance with all requirements under
Annexure A and responses received through subsequent Bidder
clarifications and presentation sessions. It is essential that the Bidder
clearly indicate any limitations and/or deviations.

11 Implementation lead time 03 months or better

II1. Credit terms as specified in the sample agreement point 3.3 or better]
than specified within the full delivery of the expected solution without|
any shortage.

IV.  Customer feedback in relation to at least 3 ongoing customers including]
1 minimum airline customer on a similar core solution implemented at
an enterprise level.

V. Integration capability with leading Passenger Service Systems (PSS)
available in the market including the current Amadeus PSS system of]
Sri Lankan Airlines.

VI.  The SLAs (Service Level Agreements) should be specified clearly for
maintenance and troubleshooting of the solution
An escalation matrix to report and resolve any potential issues should|
be clearly presented. Any breach of SLAs will result in a financial
penalty as specified in Section V point XI and section.

19.Financial
Capability

19.1 The bidder shall furnish documentary evidence that it meets the following
financial requirements (s):
Audited financial statements for the last 03 years (mandatory)

20.Purchaser’s
Right to accept
any Bids, and to
reject any or all
Bids.

20.1 The Purchaser reserves the right to accept or reject any proposals and to|
annul the process and reject all proposals at any time prior to acceptance, without
thereby incurring any liability to bidders.

F: Award of Contract
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21.Acceptance

21.1 The Purchaser will accept the proposals of the Bidder whose offer is not|

of the Bids necessarily the lowest evaluated bid and is substantially responsive to the
documents issued.

22.Notification [22.1 The Purchaser will notify the successful Supplier, in writing, that their

of acceptance  |proposal has been accepted.

22.2 Within seven (7) days after notification, the purchaser shall complete the
contract and inform the successful supplier to sign it.

22.3 Within seven (7) days of receipt of such information, the successful
supplier shall sign the contract.

23.Performance
Security

23.1 Within fourteen (14) days of the receipt of notification of award from the
Purchaser the successful supplier shall furnish the performance security of 10%
of the total value of the contract, using for that the Performance Security Form
included in Annexure D.

23.2 The performance security shall be an unconditional, irrevocable, on
demand bank guarantee drawn at sight in favor of the purchaser valid over the
warrantee period offered by the purchaser.

23.3 Failure of the successful supplier to submit the above mentioned
performance security or sign the contract shall constitute sufficient grounds for
the annulment of the award and forfeiture of the Bid Security. In such an event,
the purchaser may award the contract to the next lowest evaluated bidder,
whose offer is substantially responsive and determined by the purchaser to be

qualified to perform the contract satisfactorily.

10
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Section II: Data Sheet

ITB Clause
Reference

1.1

The Purchaser is: SriLankan Airlines
Address: Airline Center, Bandaranaike international Airport, BIA, Katunayake
Sri Lanka.

1.2

Section VI “Bid Acknowledgment Form” should be sent to the email address
states in the below sub section 12.1

The email should have the reference “ECOM/WEB/05/2026 -
Acknowledgement”

Also, a signed copy of the original acknowledgement document should be emailed
to info.ecom(@srilankan.com with the same reference.

7.1

Proprietor’s authorization is required.

9.1

Bid-securing Declaration, using the Bid-securing Declaration form included in|
Annexure C is required.

12.1

Bids should be submitted via the secured email box ul_ecom(@srilankan.com as|
detailed in Section I 11.2

The deadline for submission of Bids:
On or before 21t July 2026 & 1000 hours Sri Lankan Time (GMT + 5:30)

Opening of the Bids:
On 215 July 2026 & 1015 hours Sri Lankan Time (GMT + 5:30)

15.2

For Clarification of bid purposes only, SriLankan Airlines’ address is:
Attention: Thushara Jayawickrama
Address: SrilLankan Airlines Limited,
Airline Center,
Katunayake, Sri Lanka
Telephone: +94197331234

Electronic mail address: info.ecom(@srilankan.com

All clarifications can only be requested within the first 14 days of bid invitation.
All questions and answers will be sent to all bidders.

All clarification emails should have the Subject line “ECOM/WEB/05/2026 -

Clarification”

11
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Section IIT — Schedule of Requirements

The proposed Customer Engagement Platform (CEP) shall be an enterprise-grade, scalable
solution that enables SriLankan Airlines to unify customer data, orchestrate real-time
engagement, and deliver personalized, data-driven experiences across all digital and offline
touchpoints. The platform must support end-to-end customer lifecycle management, advanced
analytics, Al-driven decisioning, and seamless integration with existing airline systems (PSS,
CRM, loyalty, website, mobile app, and contact center)

The Schedule of Requirements and Specifications are given in Annexure A

12
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Section IV - Bid Submission Form

THIS IS A COMPULSORY FORM. IF YOU DO NOT FILL OUT & SUBMIT THIS FORM
YOUR BID SHALL BE REJECTED.

[The Bidder shall fill in this Form in accordance with the instructions indicated no alterations
to its format shall be permitted and no substitutions will be accepted.]

Date:

To: SriLankan Airlines

We, the undersigned, declare that:

(a) We have read and have no reservations to the document issued;

(b) We agree to supply conforming to the documents issued and in accordance with the
Schedule of Requirements of the following Goods/service [insert a brief description of the
System/solution];

(c) The total project cost of our proposal is :( Insert the total cost in words and figures)
(d) Our proposals shall be valid for the time specified in ITB Clause 8.1

(¢) We understand that our proposals, together with your written acceptance thereof included
in your notification of award, shall constitute a binding contract between us.

() We understand that you are not bound to accept the lowest evaluated proposals or any
other proposals that you may receive.

Signed: [insert signature of the duly authorized person]
Name: [insert complete name of person signing the Bid Submission Form]
Duly authorized to sign the bid for and on behalf of: [insert complete name of Bidder]

Dated on day of , [insert the date of signing]

13
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Section V — General Conditions

L.

II.

I1I.

IV.

VL

VIL

VIIL

IX.

Supplier” means the proprietor of the brand or an authorized distributor for the
proprietor. In the event where the supplier is an authorized distributor, it is mandatory
an Authorized Distributor Status letter from the Proprietor is submitted to SriLankan
Airlines along with the proposal to avoid rejection of the proposal.

The supplier should arrange product demonstration at SriLankan Airlines premises at
the evaluation stage. All applicable expenses including airfare should be borne by the
bidder.

The supplier need to perform a Proof of concept (POC) of the proposed system/solution.
All applicable expenses including airfare should be borne by the bidder.

If required, SriLankan Airlines requires to inspect the product at the evaluation stage
by SriLankan Airlines’ personnel (minimum 2 pax), same has to be arranged by the
bidder at a client site to inspect the proposed product. All applicable expenses excluding
airfare (airfare means- SriLankan Airlines’ destinations only) shall be borne by the
bidder.

All other on-site & off-site expenses & all incidental expenses related to the project
implementation, maintenance & support etc. within the 2 year contract period,
excluding Airfare (airfare means- SriLankan Airlines’ destinations only) should be
borne by the bidder.

If accepted, it is mandatory that the supplier signs the Contract Agreement — Annexure
G.

In order to ensure continuity of supply of Goods & Services to SriLankan Airlines in
the event of a disruption to bidder’s operations, please provide details of alternative
arrangements available within the agreed cost and specifications of the product.

Upon delivery and/ or completion of installation of the system/solution, SriLankan
Airlines shall perform User Acceptance Tests (UAT) to determine that the
goods/service is operating in conformance with SriLankan Airline’s published
performance specifications for the goods/service and any other requirements agreed to
by the parties (hereinafter "Specification) as indicated in the Specification Sheet.

If SriLankan Airlines finds that the delivered goods/service does not comply with the
Specifications stated in this Agreement, SriLankan Airlines in its discretion has the
right to either reject or request a modification to the goods/service to comply with the
Specifications. Modification will not affect the Warranty/ Service Levels provided
hereunder. If the goods/service is rejected SriLankan Airlines shall recover any and all
money paid and any service penalties incurred due to the rejection of the
system/solution.

Please state whether your company has appointed a local agent for SriLankan Airlines
supply & delivery of Goods and services to be procured under this bid exercise. If so
please submit a separate bidder information form including the information of the local
agent.

14
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XI.  Advance payment is not acceptable. 30 days credit from the date of commissioning and
acceptance by UL is required.

Incident

Liquidated Damages

Delayed delivery

Non-compliance or
Breach of Agreement

Liquidated damages shall be determined by the SriLankan
Airlines and shall in any event be not less than the higher of (a)
rate of one percent (01%) of the amount due for delivery per day
(b) LKR 10,000 per day.

Notwithstanding Clause 3 of Schedule C above, SriLankan Airlines shall have the right of
settling any other amounts as costs or damages arising from the Contractor’s breach, non-
performance or partial performance of its obligations under this Agreement.

15
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Section VI — BID ACKNOWLEDGEMENT FORM

ALL BIDDERS SHALL COMPLETE AND RETURN THIS FORM AFTER
DOWNLOADING OF THE BID DOCS

IFB NO: ECOM/WEB/05/2026

Provisioning of a Customer Engagement Platform for SriLankan Airlines website
www.srilankan.com

Download of your ...cceeveveniennnne is hereby acknowledged

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

Signed L e e ettt ettt
Title L e ettt e et et
Company L ettt ettt e ettt e
Date L ettt e e e e e

16
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ANNEXURE
ANNEXURE A: Technical/General Specifications

Contents of Annexure A

Introduction and Background 17
Scope 18
Business Requirements Functional 19
Technical Requirements 21
Service Requirements 23
I. Compliance report — Annexure A (Schedule of Requirements)

INTRODUCTION

The SriLankan Airlines E-Commerce business user (e-business development) is seeking a next-

generation Customer Engagement Platform (CEP) for personalized customer experiences, to

drive loyalty, and optimize revenue through data-driven marketing automation. This RFP

invites qualified vendors to submit proposals for a scalable, Al-powered engagement solution

that integrates seamlessly with our existing digital ecosystem.

The selected solution will empower srilankan.com to:

Deliver hyper-personalized, omnichannel customer experiences (email, SMS, push,
WhatsApp, in-app, on-site).

Automate behavioral trigger-based campaigns (e.g., abandoned bookings at every
funnel base, post-flight engagement).

Strengthen loyalty program engagement with targeted rewards and dynamic offers.

Leverage predictive analytics to reduce churn and increase repeat bookings.

Background

As Sri Lanka’s national carrier, SriLankan Airlines serves a global customer base with diverse

travel needs. To maintain competitiveness, we aim to adopt a modern engagement platform

that unifies customer data, automates lifecycle marketing, and maximizes revenue per traveler.

17
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Key Challenges to Address:

e Fragmented customer touchpoints.
e Manual campaign processes limiting scalability.

e Need for real-time personalization across the traveler journey.

SCOPE

The scope of this RFP is to procure and implement a Customer Engagement Platform with
capabilities comparable to industry leaders tailored specifically for SriLankan Airlines’
website, digital platforms, email, and social media channels. The platform must enable real-
time, personalized, and automated engagement across the customer lifecycle, with deep

analytics and actionable insights.
Key features expected in the proposed solution

e Customer Data Platform (CDP)

» Creating Unified Customer Profiles including; Frequent flyer Accounts, past

travel history, ancillary purchases, companion profiles etc.
e Identity Resolution

« Unifying anonymous and known users across web, app and offline channels and

the capability to integrate historical data into the known profiles once unified.
e User Engagement and Campaign Automation.

« Build Targeted Campaigns: Create audience segments based on behavior,
location, device, transaction history, loyalty tier, and engagement patterns.

« Automate Campaign Journeys: Use a visual campaign builder to define multi-
step journeys across email, push notifications, in-app messages, SMS, and web
channels.

* Real-Time Triggers: Send messages based on real-time user actions (e.g., flight
searches, cart abandonment, session time, drop-offs).

« Personalized Messaging: Deliver dynamic content using customer attributes
(e.g. name, location, language, frequent flyer status etc.) to drive relevance and
conversion.

e Omnichannel Messaging.
+ Push Notifications (web and app)
« Email Campaigns and transactional messages

* In-App and On-site Messaging and banners

18
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+ SMS Messaging
«  WhatsApp, Facebook Messenger, and other social integrations (optional but
preferred)
e Behavioral Analytics and Insights.
« User Behavior Tracking: Track individual and cohort-level activity across IBE,
mobile app, and digital channels.
 Funnels and Drop-Off Analysis: Visualize booking flows, identify
abandonment points, and quantify drop-offs.
« Retention and Cohort Analysis: Measure retention across customer segments,
flight destinations, and time periods.
« Conversion Attribution: Attribute campaign impact on conversions, bookings,
upsells, and revenue metrics.
e Personalization and Recommendation Engine.
« Use AI/ML capabilities to recommend relevant flights, offers, or ancillaries
based on past interactions, preferences, and similar user behaviors.
« Dynamic personalization of content within email, app, or website banners.

e Integration capabilities

1. BUSINESS REQUIREMENTS FUNCTIONAL

1.1 Data & Identity Management

1.1.1 The platform shall be able to create, manage, and display user-level custom data objects
(e.g., flight bookings, loyalty details, ancillary purchases, travel history, companion
profiles) and support relationships between these objects and users. These data objects
must be usable for segmentation, journey triggers, and personalization.

1.1.2 The platform shall track user actions across multiple devices, unify anonymous and
known profiles across web, app, and offline channels, merge historical data once
identified, and update profiles in real-time with de-duplication using multiple
identifiers.

1.1.3 The platform shall provide robust identity resolution capabilities, including a process
for resolving conflicting profile attributes.

1.2 Segmentation & Personalization

1.2.1 The platform shall support advanced segmentation with nested conditions, pulling
criteria from all custom data objects, and allowing creation of derived attributes from
existing data.

1.2.2  The platform shall update segments and user memberships in real-time (or at defined
intervals), using behavioral, transactional, and predictive insights for targeting.
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1.2.3

1.3
1.3.1

1.3.2

1.4

1.4.1

1.4.2

1.4.3

1.5

1.5.1

1.5.2

1.6

1.6.1

1.6.2

1.7
1.7.1

1.7.2

1.7.3

The platform shall deliver personalized content across all designated communication
channels in real-time, including location-based messaging.

Recommendations Engine

The platform shall provide pre-built recommendation models and support creation of
custom models.

The platform shall deliver personalized recommendations across all supported
channels, triggered by user events, event properties, user attributes, and real-time in-
session behavior.

Journey Orchestration

The platform shall include a drag-and-drop journey builder with segmentation,
supporting multiple triggers, a configurable number of blocks, and prevention of
duplicate triggers within a session.

The platform shall provide A/B testing capabilities within journeys, allowing multiple
variations.

The platform shall support creation of multi-channel and Omni-channel workflows,
including automated workflows triggered by geo location or business events.

Channel & Communication Capabilities

The platform shall support multiple communication channels, including email, SMS,
WhatsApp, RCS, in-app, web personalization, web and app push notifications, surveys,
pop-ups etc.

The platform shall provide native email capabilities with rich text, drag-and-drop editor,
custom HTML, AMP support, Al-driven content management, and multivariate
message testing.

Integration & APIs

The platform shall integrate with the airline’s website, mobile app, internal data
warehouse, CRM, booking engine, and loyalty systems for seamless data sharing.

The platform shall provide APIs for custom integrations with internal or third-party
systems to ensure flexibility and scalability.

Analytics & Reporting

The platform Shall provide in-depth campaign performance analytics with revenue
attribution.

The platform shall provide real-time analytics for user behavior and key airline-specific
metrics.

The platform shall provide native channel analytics for engagement metrics (e.g., open
rates, click rates, bounce rates, push interactions, in-app behavior etc.).
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1.8

1.8.1
1.8.2
1.8.3
1.8.4
1.8.5
1.8.6
1.9

1.9.1

1.9.2
1.10
1.10.1

1.10.2

1.10.3

1.10.4

Al, Machine Learning & Predictive Models

The platform shall provide pre-built propensity and predictive models.

The platform shall support creation of custom propensity models.

The platform shall track affinity, interests, and build curated audience cohorts.
The platform shall create lookalike audiences for retargeting.

The platform shall predict purchase likelihood and generate personalized offers.
The platform shall create custom personas with persona-level analytics.
Implementation Timeline

Vendor shall be able to specify the estimated timeframe required to fully implement the
proposed platform, including setup, configuration, integrations, testing, and go-live.

Vendor shall provide a breakdown of key milestones and their expected durations.
Data Retention & Governance

The platform shall retain customer-level data, including profile, behavioral,
engagement, segmentation, predictive, and journey-related data, for a minimum period
of three (3) years from the date of capture.

All retained data shall remain fully accessible and retrievable for segmentation,
personalization, reporting, analytics, AI/ML modeling, campaign execution, and
regulatory compliance purposes throughout the defined retention period.

The platform shall support configurable data retention policies, archival mechanisms,
secure backup procedures, and controlled deletion capabilities in accordance with
applicable data protection regulations.

The vendor shall clearly specify data storage architecture, data residency options,

disaster recovery framework, encryption standards.
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2. TECHNICAL REQUIREMENTS

Vendor shall provide the infrastructure requirements for the Cloud Hosted Infrastructure.
SriLankan IT Systems is an ISO/IEC 27001:2013, ISO/IEC 20000:2011 & ISO
9001:2008 certified entity.

2.1 External / Cloud hosted installation

Network Requirements: Following information need to be provided.

Per user bandwidth requirement to access the application

Minimum and maximum latency requirement end to end (Client to server
communication)

Destination IPs to check the latency from UL

Destination IPs, URLs and ports to be opened from firewall

The application is a client installation or web browser based?

Application can be accessed from a proxy?

Connectivity and session flow diagram need to be provided.

Application can be accessed via internet or requires site to site connectivity (VPN or
MPLS)?

Compatible with Microsoft Active Directory authentication

2.2 Firewall

The security gateway for SriLankan corporate network is the corporate Firewall. All the

external connectivity to the corporate network and Internet services must access through

the firewall. All web application access is provided through a web application firewall.

2.3 MS Exchange Server Enterprise

SriLankan Airlines have hybrid setup in the exchange service. Most users are running on

Microsoft 0365 cloud platform. However, subset of the users still based on on-premise

services which are running on Windows 2012R2 & Exchange 2013(SP1) in cluster

Environment.

2.4 User Login Authentication

User logins are authenticated against Microsoft Active Directory set up in SriLankan

Airlines Ltd.
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2.5 System Integration

The system shall have the capability to integrate with the systems at SriLankan Airlines
that are hosted outside the company and some deployed internally. The integration process

shall be applicable through DB links and web services.
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3. SERVICE REQUIREMENTS
3.1 Support Services

1. Online & Remote Support procedures for 24 X 7 to be clearly defined to enable a
smooth work flow and reduce operational problems which could cause in case of time
zone differences

i.  Provide a TEST setup similar to the LIVE environment for the
purpose of testing new releases, maintenance releases and
amendments to the system. Access to the TEST environment shall be
provided to SriLankan.

ii.  All new releases of the system or modifications to be tested in the
TEST environment before enabling to the users.

iii. Availability of the system to be 99.98%.

b. Availability is measured as a percentage of the total time over a set period less
scheduled Downtime in that period expressed as a percentage of the total time
in the period.

i. Availability = (Total Time in Period —scheduled Downtime) X 100

a. Total Time in period
ii. Standard reports online & incident reports to be provided.

iii. More resilience in terms of a dedicated server and fall-back solution is
required to support the business operation and requirements

iv. Service levels to be defined as Critical, High, Low & Cosmetic and
escalation procedures to be included as given below.

2. Level 1- Critical- Complete service outage preventing use of the application

3. Level 2. — High - This is defined as when the incident prevents more than 50% of users
from accessing and using the Application or Complete failure of a major functional area
such as making a reservation etc.

4. Level 3. —Low-Partial failure affecting the use of the product such as Transaction
failures/aborts or major validation errors.

5. Level 4 —Cosmetic. Application Software can be used without inconvenience, but an
incident of cosmetic nature has occurred. On this occasion the remedy will be included
in a Maintenance Release or amendment to the Source Code or next release of the
Application Software as governed by the terms of the Agreement or SriLankan may
order software upgrade as from time to time.

Faulty severity level Target response time Target resolution
time

Critical priority Immediate 2 hrs

High priority 30 minutes 6 hrs

Low priority 4 hrs 24 hrs

Cosmetic priority 72 hrs 5 days
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Fault Escalation Procedures to be followed as given below

Severity level Vendor—Escalation Client Update Service Desk
Problem unresolved
Critical priority Support Engineer (3 hrs) Every 1 hr
High priority Support Engineer (4 hrs) Every 6 hrs or as necessary
Low priority None Every 24 hrs or as necessary
Cosmetic priority None 14 days

A comprehensive Service credit scheme to be proposed for not being able to meet each
agreed SLAs.

3.2 Monitored Support
3.2.1 Monitored support from Monday — Sunday: 24 hours per day, 7 days per week.

3.2.2 Following a system failure of Critical severity, an engineer will be notified via

automated messaging to perform remote diagnostic immediately and commence
resolution of the fault

3.2.3 Vendor shall provide 24X7 proactive Service monitoring mechanisms as applicable by
the solution deployment option. The purpose of this is to make the users aware any
detectable service degradation and outages in advance.

3.2.4 Annual and Monthly service level report to be sent along with incidents and reasons for
any service level deviations against the agreed SLA. This report to be available to
customer for the given month no later than the 10" business day of following month.

3.3 Change Management Procedures

3.3.1 Proper Change Management Procedures to be in place for future modifications or
enhancements.

3.3.2 SriLankan shall request modifications to system via the Change Request through
authorized person. A well-documented CR shall be drafted and forward to us with the
effort and the deliverables with target dates.

3.4 Unplanned Outage

System vendor shall contact SriLankan IT Service Desk and inform any emergency and
unplanned service outages and incidents as per the pre notification period.

3.5 Data Protection
The system vendor needs to have the following requirements satisfied,

3.5.1 Need to sign an NDA with SriLankan on data protection and the confidentiality

3.5.2 In case a third party involved it shall cover the all data confidentiality bound by the
signed agreement

3.5.3 Compel to adhere to the data protection act governed by European Union, US law etc.
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3.5.4 Have a regular data back up on emails/ shared information.

3.5.5 Review the back up regularly.

3.5.6 Provide the backup data to UL IT systems in readable electronic format

3.5.7 Migrate existing data to their systems with assistance to the current provider

3.5.8 Carry out data reformatting, transformation and data cleansing during data migration

3.5.9 Carry out initial parameter settings, table settings for complete functionality of system
as per business output of SriLankan.

3.6 Training and Development
A comprehensive training plan shall be provided for the systems during the cutover and
subsequent refresher training plan shall also be shared.

System vendor shall have qualified trainers to train the staff members.
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THIS IS A COMPULSORY FORM. IF THIS FORM IS NOT FILLED OUT AND
SUBMITTED, THE BID SHALL BE REJECTED.

Compliance Report - Annexure A (Schedule of Requirements & Specifications)

The bidder is expected to complete the following compliance table. Provide a description of
the solution, or in case of not providing a response, indicate that too in the remark's column.

Refer to any attachments which will provide further details

) Priority Score Compliance
Running 1- Low level Remarks

2-M
Number 5 _‘ﬁiegrl?te (Yes/No/Partial)

1. BUSINESS REQUIREMENTS FUNCTIONAL

1.1.1
1.1.2
1.1.3
1.2.1
1.2.2
1.2.3
1.3.1
1.3.2
1.4.1
1.4.2
1.4.3
1.5.1
1.5.2
1.6.1
1.6.2
1.7.1
1.7.2
1.7.3
1.8.1
1.8.2
1.8.3
1.8.4
1.8.5
1.8.6
1.9.1
1.9.2
1.10.1
1.10.2
1.10.3
1.10.4

W[ W[ W[ W W[W[N]WIN[DN[N]N]IN[N] W] W[W[N]W]W[W] W] W[W[W]W]Ww|Ww|Ww|w

2. TECHNICAL REQUIREMENTS

W

2.1
2.2 3
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2.3

2.4

2.5

Wl W[WIN

2.6

3. SERVICE REQUIREMENTS

3.1

w

3.2.1

3.2.2

3.2.3

3.2.4

3.2.1

3.2.2

3.4

3.5.1

3.5.2

3.5.3

3.5.4

3.5.5

3.5.6

3.5.7

3.5.8

3.5.9

3.6
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ANNEXURE B: Price Schedule Form
Reference No: ECOM/WEB/05/2026

ECOM/WEB/05/2026

Procurement of a Customer Engagement Platform for SriLankan Airlines website
www.srilankan.com.

Name Of the Bidder & v v v vttt ittt ittt it ittt eeernesneanesnesnesneonenneanas

Name of the Principal

Name of the Manufacturer

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

Line
Item
No

Description of Solution

Unit of
Measure

Recurrent
Cost per
month

Total cost for
24 months

Remarks

Cost of the Solution which covers
the mandatory requirements at
IAnnex A

Implementation cost (For the scope
in BID DOCUMENT)

IAcquisition cost (if applicable)

License cost (if applicable)

Integration cost with other systems
(If relevant)

Project management cost

Scoping study (if applicable)

Product Customization (if
applicable)

Data migration

Training

o] o [N v [Bjw| D

Hardware cost (If applicable)

—_
[\

Any other requirements - Please
specify

Total one-time cost for 2 years

'Variable/Recurrent charges

16

Any other requirements - Please
specify

Total Variable/Recurrent cost for
2 years

Maintenance & Support

17

Support & Maintenance cost for
01 year

18

Maintenance & Support Cost for

2" year (if applicable)
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Total variable recurrent cost for
2 years

All-inclusive total project cost for
2 years
Price Schedule Form for the 1-year extension at the end of the initial 2 years

Line Unit of Recurrent Total cost for
Item Description of Solution Cost per Remarks
Measure 12 months
No month
1 Maintenance & Support Cost for 1

year period (if applicable)

Any other requirements - Please
specify

Total one-time cost for 1 year
Payment terms for Option I: Quarterly in arrears

2

Preferred payment term: Quarterly in arrears with 45 days credit from the date of receipt of the
invoice for each price component. Advance payment is not acceptable.

Note: Please submit your financial proposal on your Company Letter Head based on the above
formats & complete all the cells with required information (Eg. Indicate the Price/Not)

Performance security: A bank guarantee (unconditional, irrevocable and on first written
demand) of 10% of the total order value shall provide to cover both the warranty period and
contract period)

Bid Declaration: Yes/ No (to be attached with Technical bid)
Acceptance on 10% performance

Method of payment :

Bank details :

Head Office :

Account Name :

Period of Agreement : _ years commencing from  until ___ Price shall be fixed for the
Term of the Agreement

............................................ [signature of person signing the Bid]

............................................. [designation of person signing the Bid with frank]
Date:..cooovvviiiiiiin. [insert date]

Please amend as per your requirement.
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ANNEXURE C: Bid Security Declaration form

THIS IS A COMPULSORY FORM. IF YOU DO NOT FILL & SUBMIT THIS FORM YOUR
BID WILL BE REJECTED.

[The Bidder shall fill in this form in accordance with the instructions indicated in brackets]

Date: ----------- [insert date by bidder]

*Name of contract -- [insert name]

*Contract Identification No: --------- [insert number]
*Invitation for Bid No.: ------------- insert number]

To: SriLankan Airlines Limited.

We, the undersigned, declare that:

1. We understand that, according to instructions to bidders (hereinafter “the ITB”), bids
must be supported by a bid-securing declaration;

2. We accept that we shall be suspended from being eligible for contract award in any
contract where bids have being invited by any of the Procuring Entity as defined in
the Procurement Guidelines published by National Procurement Commission of Sri
Lanka, for the period of time of three years starting on the latest date set for closing of
bids of this bid, if we:

(a) withdraw our Bid during the period of bid validity period specified; or

(b) do not accept the correction of errors in accordance with the Instructions
to Bidders of the Bidding Documents; or

(c) having been notified of the acceptance of our Bid by you, during the period of
bid validity, (i) fail or refuse to execute the Contract Form, if required, or (ii)
fail or refuse to furnish the performance security, in accordance with the ITB.

3. We understand this bid securing shall expire if we are not the successful bidder, upon
the earlier of (1) our receipt of a copy of your notification to the Bidder that the bidder
was unsuccessful; or (ii) twenty-eight days after the expiration of our bid.

4. We understand that if we are a JV, the Bid Securing Declaration must be in the name
of the JV that submits the bid. If the JV has not been legally constituted at the time of
bidding, the Bid Securing Declaration shall be in the names of all future partners as
named in the letter of intent.

Signed [insert signature(s) of authorized representative] In the Capacity of [insert title]
Name [insert printed or typed name]

Duly authorized to sign the bid for and on behalf of [insert authorizing entity]

Dated on [insert day] day of [insert month], [insert year]
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ANNEXURE D: Performance Security

[The issuing agency, as requested by the successful Bidder, shall fill in this form in accordance
with the instructions indicated]

Beneficiary: SriLankan Airlines Limited, Airline Centre, Bandaranaike International Airport,
Katunayake, Sri Lanka

Date: ------==-mmmmmm e

PERFORMANCE GUARANTEE No:  ------

We have been informed that --------------- [name of Supplier](hereinafter called “the Supplier”)
has entered into Contract No. ------------------ [reference number of the contract] dated ----------
—————— with you, for the ----------------Supply of --- -------—----[name of contract and brief

description] (hereinafter called “the Contract”).

Furthermore, we understand that, according to the conditions of the Contract, a performance
guarantee is required.

At the request of the Supplier, we ---------------- [name of Agency] hereby irrevocably undertake
to pay you any sum or sums not exceeding in total an amount of [amount in
figures](----------------- ) [amount in words], such sum being payable in the types and
proportions of currencies in which the Contract Price is payable, upon receipt by us of your
first demand in writing accompanied by a written statement stating that the Contractor is in
breach of its obligation(s) under the Contract, without your needing to prove or to show
grounds for your demand or the sum specified therein.

This guarantee shall expire, no later than the --- day of ----,20..[insert date,28 days beyond the
scheduled completion date including the warranty period] and any demand for payment under
it must be received by us at this office on or before that date.

[signature(s)]
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ANNEXURE E: Clientele Information Form
Company Company Representative’s System/ Implementation | Present
Name Contact Details (Please state solution date status
name, official email address | implemented

and telephone number)

10

11

12

13

14

15
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ANNEXURE F: SAMPLE CONTRACT AGREEMENT
AGREEMENT FOR PROVISION OF GOODS/SERVICE

The Agreement for Provision of goods/service (hereinafter referred to as “Agreement”) is made
and entered into on this _ day of

Between;

SRILANKAN AIRLINES LIMITED a company incorporated in Sri Lanka (Company
Registration PB 67) and having its registered office at “Airline Centre”, Bandaranaike
International Airport, Katunayake, Sri Lanka, (hereinafter called and referred to as
"SriLankan Airlines" which term or expression shall where the context so requires or admits
mean and include the said SriLankan Airlines Limited, its successors, assignees and
representatives) of the One Part;

And

a company incorporated in (Company Registration No. ) and
having its registered office at (hereinafter called and
referred to as the "Contractor" which term or expression shall where the context so requires
or admits mean and include the said its successors, assignees and

representatives) of the Other Part.

WHEREAS Srilankan Airlines is desirous of procuring (hereinafter referred to as
“goods/service ) as per the specifications and estimated quantities provided in Schedules
attached herewith to the Agreement.

WHEREAS the Contractor is engaged in supply of and desirous of
supplying the Goods/service to SriLankan Airlines on a non-exclusive basis according to the
specifications and estimated quantities mentioned herein and communicated by SriLankan
Airlines from time to time in the future;

WHEREAS the Contractor has expressed its offer to provide SriLankan Airlines with the
goods/service according to the terms and conditions provided herein and which offer has been
accepted by SriLankan Airlines;

WHEREAS prior to the said offer and the execution of the Agreement, the Contractor has
been apprised of the requirements and specification required by SriLankan Airlines for the
supply and delivery of goods/service and to all other matters which might have influenced the
Contractor in making its proposals and has agreed to supply and deliver the Goods/service to
SriLankan Airlines pursuant to the said requirements and specifications set forth in
the Invitation for Proposals document;

WHEREAS the Contractor has expressed its desire to provide SriLankan Airlines with
Goods/service according to the terms and conditions provided herein.

IT IS HEREBY AGREED BY AND BETWEEN THE PARTIES AS FOLLOWS:
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1. OBLIGATIONS OF THE CONTRACTOR:

1.1 The Contractor shall:

1.1.1 Deliver Goods/service as more fully described in the Schedule A in quantities
ordered by SriLankan Airlines within the time frame as more fully described
in Schedule A, to the locations more fully described in Schedule B hereto
according to the specifications provided in Annex A (such schedules and
annexes to be part and parcel of this Agreement) on non-exclusive basis on
the terms and conditions set out herein.

1.1.2 Be deemed to have appraised itself fully of the provisions of this Agreement.

1.1.3 Ensure that Goods/service provided under this Agreement shall:

a. be in accordance with the specifications set out in Annex A;

b. conform with any sample provided by the Contractor during the
selection process or thereafter and approved by SriLankan Airlines;

c. be fit for the purposes envisaged under this Agreement and suitable
for Airport Ground Operations;

1.1.4 Ensure that it has the necessary/required licenses, approvals and authorizations
to provide Goods/service to SriLankan Airlines envisaged under this
Agreement.

1.1.5 Deliver the Goods/service on CFR-CMB basis (defined as per INCOTERMS
latest version) to the locations set out in Schedule B in quantities mentioned
in Annex B The Contractor shall be responsible for providing all
transportation necessary for the safe movement of Goods/service to the
locations as specified in Schedule B of the Agreement.

1.1.6 At its own cost comply with all requirements of any Governmental or local
Governmental regulations (particularly with those pertaining to Board of
Investment of Sri Lanka, Customs in Sri Lanka or any other country, safety,
health, labour, clearing and security) and shall indemnify and hold harmless
SriLankan Airlines against any loss, damage or claim that may arise due to
the non-compliance with any such regulations.

1.1.7 Invoice SrilLankan Airlines for the Goods/service at the rates and in the manner
specified and described herein (particularly as set out in Clause 3 and
Schedule C).

1.1.8 Not assign, transfer or sublet its rights or obligations under this Agreement
without the prior written approval of SriLankan Airlines. Provided that the
Contractor shall not be relieved of responsibility under this Agreement for
such portion of its obligations as are assigned, transferred or sublet.

1.1.9 Not at any time, during or after the term of this Agreement, divulge or allow to
be divulged to any person any confidential information relating to the
business and operations of SriLankan Airlines unless duly authorized in
writing by SriLankan Airlines or required under any law.
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1.1.10 Pay liquidated damages as stipulated in Schedule C if the Contractor fails to
deliver the Goods/service on time or SriLankan Airlines rejects the
Goods/service pursuant to Clause 2.6 hereof.

1.1.11 Subject to the terms and conditions of this Agreement, the Goods/service shall
be delivered on CFR-CMB (INCOTERMS latest version) and the rights and
obligations of the Parties and the transfer of risk and title shall be governed
in terms of CFR-CMB (INCOTERMS latest version).

1.1.12 Arrange pre delivery inspection at manufacturing plant once the
Goods/service are completely manufactured for minimum 2 personnel of
SriLankan Airlines at contractors cost (expect air fare of SriLankan Airlines
destinations) at the manufacturing location.

1.1.13 Provide all required and relevant testing facilities for pre delivery inspection
for SriLankan Airlines personnel.

1.1.14 Make available all the required manuals specified under technical/general
specifications should be available in English Language at pre delivery
inspection.

1.2 In the event any of the Goods/service supplied or delivered pursuant to this Agreement are

rejected by SriLankan Airlines, the Contractor shall take immediate steps, and not later
than 15 working days from the rejected date to either replace the rejected Goods/service
or make alternations necessary to meet the specifications, free of any costs to SriLankan
Airlines.

1.3 In the event of any item of the Goods/service being damaged at any stage prior to the

1.4

handing over of the Goods/service to nominated freight forwarder at the port of dispatch

or if any item of the Goods/service are lost during transit from the Contractor’s

warehouse to the locations as set forth under Schedule B or if any item of the

Goods/service are wrongly supplied, the Contractor shall replace the said damaged, lost

or wrongfully supplied item of Goods/service with new ones and shall ensure that

supply and delivery of same is affected speedily and no later than Four (04) weeks from
the date of notification by SriLankan Airlines (“Replacement”) at its own
cost. SriLankan Airlines shall not be liable for any damage or deterioration caused or
occurring to the wrongly supplied items under Clause 1.3 while in the custody of

SriLankan Airlines. In the event the Contractor fails to provide any of the item of

Goods/service within a reasonable period of time, SriLankan Airlines shall be at liberty

to purchase such items of Goods/service from another source and the Contractor shall

reimburse SriLankan Airlines’ for any cost incurred in respect of same.

The contractor shall arrange commissioning of the Goods/service and training for
relevant SriLankan Airlines staff once the Goods/service are received to
SriLankan Airlines stores through a qualified representative engineer of the
manufacturing company. All applicable expenses of commissioning and
training must be borne by the contractor.

1.5 The contractor shall provide a comprehensive unconditional warranty of 2 years from the

date mentioned in the Commissioning and Acceptance Form in Annex C for
manufacturing defects of the Goods/service except ware and tare.

1.6 The contractor shall guarantee the spare parts availability of the purchased Goods/service

for minimum 10 years irrespective of the validity period of this agreement.

1.7 The contractor shall handover all items/Goods/service specified in Schedule A without any

cost to SriLankan Airlines.
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2. RIGHTS AND OBLIGATIONS OF SRILANKAN AIRLINES:

2.1 SriLankan Airlines shall pay the Contractor for Goods/service provided at the rates and in
the manner specified and described herein (particularly in Clause 3 and Schedule C
hereto). For the avoidance of doubt, the adjustment/variation of the quantity of
Goods/service provided under this Agreement shall still be provided by the Contractor
in accordance to the same rates as specified under Schedule C.

2. SriLankan Airlines shall have the right to charge liquidated damages against the
Contractor as provided in Schedule C where the Contractor fails to deliver the Goods/service
as required under this Agreement or any non-compliance or breach by the Contractor of any of
its obligations under this Agreement.

3. Notwithstanding anything contained in this Agreement, SriLankan Airlines may at any
time hire, purchase and/ or engage any other person(s)/contractor(s) to purchase Goods/service
which are similar to the Goods/service contemplated in this Agreement and/or which
SriLankan Airlines may deem in its opinion as specialized in nature.

2.4 Have the right to inspect and reject the Goods/service (or any part thereof) provided under
this Agreement if in its opinion it decides that such Goods/service (or any part thereof)
fail to meet the specifications required by SriLankan Airlines under this Agreement or
is not of merchantable quality and unfit for the purposes intended. SriLankan Airlines
right to inspect and where necessary, reject the Goods/service (or part thereof) after the
Goods/service ’ arrival or issuance of the Delivery Note shall in no way be limited or
waived by reason of the Goods/service having previously been inspected and passed by
SriLankan Airlines or its representative prior to the Goods/service delivery.

5. When the Goods/service are received to SriLankan Airlines stores , SriLankan Airlines
shall conduct a quality and quantity inspection of the same and shall accept the Goods/service
at the locations once commissioning and training is completed and other required
items/Goods/service specified in Schedule A are handed over by the contractor.  If there is
a discrepancy in quantity received and quantity indicated in invoice, UL will inform same to
vendor within 5 working days of receipt of shipment to stores.

6. Upon the acceptance of the Goods/service by SriLankan Airlines, the Goods/service
shall become and remain the property of SriLankan Airlines. Notwithstanding that title in
whole or in part of the Goods/service may have passed to SriLankan Airlines pursuant to Clause
2.7, the Contractor shall remain and be responsible to SriLankan Airlines to make good any
loss or damage to such Goods/service due to any act or negligence on the part of the Contractor
or Contractor’s Representatives; or arising from any incident whatsoever from the
commencement of this Agreement until the Goods/service are handed over to SrilLankan
Airlines at the port of destination, Colombo and accepted by SriLankan Airlines.

7. Nothing in this Agreement shall prevent SriLankan Airlines from sourcing similar

Goods/service or any other Goods/service or services from any third party on whatsoever basis
during the period of the Agreement.

37



Customer Engagement Platform ECOM/WEB/05/2026

8. In the event SriLankan Airlines in its opinion decide that the Goods/service are not in
accordance to the requirements and specifications set forth under this Agreement, SriLankan
Airlines shall have the right to reject the Goods/service and:

L.refrain from making any payments pursuant to such Order made in respect of such

Goods/service ; and

ii.either replace the rejected Goods/service with Goods/service meeting the
specifications required under this Agreement free of any costs to SriLankan
Airlines; or

iii.obtain substitute Goods/service for the rejected Goods/service and the Contractor
shall reimburse to SriLankan Airlines all costs incurred by SriLankan Airlines in
respect of same.

3. INVOICING & PAYMENT:

3.1 The Contractor shall provide the Goods/service at the rates assigned to each category as
described in Schedule C hereto.

3.2 The Contractor shall not increase the rates, charges or any other prices set out in this
Agreement during the period of this Agreement.

3.3 Subject to Clause 3.5, SriLankan Airlines will settle the invoices submitted by the
Contractor for Goods/service under this Agreement within ............. days from the
date of Commissioning and Acceptance in Annex C . The invoice will be raised at the
time of departure of the Goods/service from the warehouse of the Contractor. A copy
of invoice will be emailed to SriLankan Airlines at the time, the invoice is raised.

3.4 SriLankan Airlines shall inform any dispute on any invoice within 5 working days of receipt
of the invoice from the Contractor and proceed to settle the undisputed amount within
the payment period referred to in Clause 3.3 hereof. The Parties shall endeavour to
resolve the dispute on the invoice amicably within 30 days of notification or any other
period mutually agreed and where the Parties fail to resolve the dispute amicably,
Parties shall resort to the dispute resolution mechanism provided in this Agreement as
a mean to resolve the dispute. If the dispute is resolved in the Contractor’s favour, the
amount payable to the Contractor shall be payable within fourteen (14) days of the
resolution of the dispute.

3.5 SriLankan Airlines shall be entitled to withhold any payments due to the Contractor under
this Agreement and any sums of money required to be withheld by SriLankan Airlines
under any law or regulation for the time being in force and/or pursuant to this

Agreement.
6. Payment shall be made in according to the payment details provided in Schedule C.
7. Invoices to be addressed to: Payments Manager - Financial Services, SriLankan

Airlines Ltd, Airlines Centre, BIA, Katunayake, Sri Lanka and/or email to:
anusha.prathapasinghe@srilankan.com
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4. LIABILITY & INDEMNITY:

4.1 The Contractor shall indemnify and hold harmless SriLankan Airlines free and clear from
and against any and all losses, costs, expenses, claims, damages and liabilities, to
SriLankan Airlines, its officers, agents, employees, representatives or any third parties
and/or any property, that may arise pursuant to this Agreement, in particular pursuant
to (but not limited to) any:

a) claim in respect of any workers of the Contractor under the Workman's
Compensation laws or any other law;

b) accident, injury or death caused to any person by negligence or willful misconduct
of the Contractor, its servants, agents employees or representatives;

c) acts of theft, pilferage, damage of property caused by the Contractor or its
servants, agents employees or representatives;

d) any losses, damages, injuries, illness or death incurred due to manufacturing
defects, nonperformance and or malfunction of the Goods/service procured
under this agreement by SriLankan Airlines;

d) if the Goods/service provided to SriLankan Airlines are not suitable for the use
intended and/or does not meet the specifications set out in this Agreement
including alleged illness, injury, death or damage as a result of the use of any the
Goods/service produced, packaged, stored or shipped by Contractor;

d. violation of any laws, regulations or intellectual property rights of any party;

e. breach of any obligations, representations, warranties or covenants in the
Agreement by the Contractor;

4.2 SriLankan Airlines shall indemnify and hold harmless the Contractor free and clear from
and against any and all losses, costs, expenses, claims, damages and liabilities that may
arise pursuant to the death or injury of a worker of the Contractor or damage to the
Contractor's (or its workers) property caused by SriLankan Airlines’ negligence or
wilful misconduct.

5. INSURANCE:

5.1 The Contractor shall, without prejudice to its obligations under Clause 5.1 and as a
condition precedent to this Agreement, at its own cost secure policies of insurance as
described below, acceptable to SriLankan Airlines which shall be kept current
throughout the term of this Agreement. These insurances will include but not limited
to;

a. Workmen’s Compensation Insurance or employer’s liability insurance for all
employees of the contractor or their representatives involved with performance of
this contract. The policy shall include extensions for riot and terrorism.
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5.2 Such insurances as aforementioned incorporate the following provisions in respect of
liability assumed by the Contractor under this Agreement (unless otherwise specified
by SriLankan Airlines):

a. Name SriLankan Airlines, its successors and assigns, directors, officers,
servants, employees, agents and contractors as additional assureds.

b. A severability of interest clause, where the insurances (except with regard to the
limits of liability) will operate in all respects as if there were a separate policy
covering each assured.

c. Confirm that such insurances shall be primary without right of contribution
from any other insurance carried by SriLankan Airlines.

d. Provide that the cover afforded to SriLankan Airlines shall not be invalidated
by act or omission by the Contractor or by any other person and shall remain valid
regardless of any breach or violation by the Contractor or any other person of any
warranty, declaration or condition contained in such insurances.

e. The Insurer (of the insurances) will provide 15 days prior written notice to
SriLankan Airlines of any material change of the insurances affected pursuant to this
Clause.

5.3 The Contractor shall also within 15 days of the execution of this Agreement and at each
consequent renewal (or renewal of insurances whichever shall occur first) produce an
Insurance Policy/Certificate/Endorsement evidencing coverage as per the
requirements of Clause 5.1.

5.4 In the event the Contractor defaults and/or fails to comply with any of its obligations under
this Clause, SriLankan Airlines may (without prejudice to any other remedy available
under this Agreement) pay any premiums that may remain due and unpaid provided
that SriLankan Airlines shall be entitled to deduct or charge the Contractor any such
amounts expended by it to pay such aforementioned unpaid premiums.

5.5 The insurance coverage required by Clause 5.1 and 5.2 shall at all times be valid and
adequate to meet all the obligations set out above and any other obligations required by
law. Failure to maintain insurance coverage to the required level will be considered by
SriLankan Airlines as a fundamental breach of this Agreement.

6. NON-COMPLIANCE:

6.1 In the event of the non-compliance or breach by the Contractor of any of its obligations
contained in this Agreement, SriLankan Airlines may at its discretion, without
prejudice to any of its rights under this Agreement:

a) Terminate this Agreement as per Clause 7 below:
b) Charge the Contractor liquidated damages at the rate specified in Schedule C of the estimated

amount of the monies payable for the relevant Goods/service for the relevant
period of non-compliance or breach; and/or
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¢) Obtain the Goods/service from another contractor provided however, that in the event any
money is expended by SriLankan Airlines on account of the Contractor's non-
compliance or breach of its duties, such said expenditure shall be re-charged to
the Contractor.

The Contractor shall in the aforementioned instances make good the irregularity, breach
and/or lapse as soon as possible to the satisfaction of SriLankan Airlines and shall

reimburse SriLankan Airlines any expenses incurred by it in such said instances.

7. TERM & TERMINATION:

7.1 This Agreement shall be valid for a period of  years commencing from
until unless terminated earlier and shall automatically stand terminated upon
the expiry of the Agreement. Notwithstanding the above, the Parties may extend the
Term of this Agreement upon the expiry of the Term for a further period of 1 year by
written mutual agreement on the same terms and conditions of this Agreement;
provided however that such extension shall be subject to the Contractor’s satisfactory
performance of the Agreement decided at the sole discretion of SriLankan Airlines.

7.2 Notwithstanding Clause 7.1, SriLankan Airlines may terminate this Agreement at any time,
without assigning any reasons whatsoever, by giving the Contractor 90 days’ written
notice of termination without any liability to pay compensation and such termination
shall take effect on the expiry of the said 90 days’ notice period.

7.3 SriLankan Airlines may terminate this Agreement forthwith in writing in the event the
Contractor does not:

a. provide the Goods/service at the time, manner and/or to the specifications/
quality required by SriLankan Airlines pursuant to this Agreement;

b. comply with the requirements and/or notices of SriLankan Airlines; and/or

c. perform, fails or is failing in the performance of any of its obligations under this
Agreement.

7.4 Subject to Clause 7.3 hereof, either party shall have the right to terminate this Agreement
forthwith at any time by giving written notice to the other upon the happening of any
of the following events:

a) if the other party is in breach of any of the terms or conditions of this Agreement and fails
to rectify same within 30 days of the written notice of the breach to the defaulting
party or immediately if the breach is incapable of remedy;

b) if the other party enters into liquidation whether compulsory or voluntary (otherwise than
for the purpose of amalgamation or reconstruction) or compounds with or enters
into a scheme of arrangement for the benefit of its creditors or has a receiver
appointed of all or any part of its assets or takes or suffers any similar action in
consequence of debt; and/or
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d. if the other party shall cease substantially to carry on trade or shall threaten to
cease substantially to carry on trade.

e. disruption to the performance of the Agreement for a period of more than 60
days due to force majeure event.

7.5 Expiration or termination of this Agreement pursuant to the provisions of this Clause shall
be without prejudice to the accrued rights and liabilities of either party.

7.6 On termination of this Agreement the Contractor shall only be entitled to receive the
payment of monies (less any monies as SriLankan Airlines is entitled to deduct/set-off
under this Agreement) for Goods/service duly provided in accordance with the terms of
this Agreement. The Contractor shall not be entitled to any further costs, remuneration
consequential or special damages, loss of profits or revenue claimed to have been
suffered by the Contractor (including its agents, employees and representatives) as a
result of this Agreement.

7.7 In the event SriLankan Airlines terminates this Agreement in whole or in part, pursuant to
7.3 a), b) or c) of the Agreement, SriLankan Airlines may procure upon such terms and
in such manner as it deems appropriate, Goods/service , as the case may be, similar to
those undelivered under the Agreement, and the Contractor shall be liable to SriLankan
Airlines for any excess costs for such similar Goods/service procured by SrilLankan
Airlines. However, the Contractor shall continue performance of the Agreement to the
extent not terminated herein.

8. BANK GUARANTEE:

8.1 Upon the execution of this Agreement, the Contractor shall furnish SriLankan Airlines a
bank guarantee for the sum as set forth under Clause 2.1 of Schedule C, as an irrevocable
and unconditional bank guarantee drawable on demand in Sri Lanka from a bank
acceptable to SriLankan Airlines, in a form and substance satisfactory to SriLankan
Airlines as security for the due and proper performance by the Contractor of its
obligations under this Agreement. All applicable bank charges (including any charges at
the time of encashment) on such bank guarantee shall be borne by the Contractor). The
said bank guarantee shall remain in force for the duration of this Agreement and 90 days
thereafter.

8.2 The proceeds of the Bank Guarantee shall be payable to SriLankan Airlines as
compensation for any loss resulting from the Contractor’s failure to complete its
obligations under the Agreement.

8.3 The Bank Guarantee will be discharged by SrilLankan Airlines and returned to the
Contractor within 90 days of the expiry of this Agreement or within 90 days following
the date of completion of Contractor’s obligations under the Agreement, whichever is
later, less monies due to SriLankan Airlines and/or as SriLankan Airlines is entitled to
deduct/set-off under this Agreement.

8.4 In the event, that the Contractor fails to pay any monies due to SriLankan Airlines (or any

part thereof) as and when the same become payable under this Agreement, SriLankan
Airlines shall be entitled to adjust or deduct any monies due to SriLankan Airlines from
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the Bank Guarantee accordingly. In the event of an adjustment or deduction of the Bank
Guarantee by SriLankan Airlines against any sums due from the Contractor, the
Contractor shall immediately submit to SriLankan Airlines the amount adjusted or
deducted by SriLankan Airlines and restore the Bank Guarantee to its original amount.

8.5 SriLankan Airlines shall not make any payments under this Agreement to the Contractor
until SriLankan Airlines has received the Bank Guarantee as stipulated under Clause 8

hereof.

8.6 SriLankan Airlines’ rights with respect to the Bank Guarantee shall be in addition to any
other rights or remedies available to SriLankan Airlines.

9. GOVERNING LAW:

9.1 This Agreement shall be governed by the laws of Sri Lanka and subject to the jurisdiction
of the courts in Sri Lanka.

10. FORCE MAJEURE:

10.1 In the event that either party shall be wholly or partly unable to carry out its obligations
under this Agreement by reasons or causes beyond its control, including by way of
illustration Acts of God or the public enemy, fire, floods, explosions,
epidemics, insurrection, riots or other civil commotion, war, Government order or by
any other cause (excluding, however, strikes, lockouts or other labour troubles), which
it could not be reasonably be expected to foresee or avoid, then the performance of its
obligations in so far as they are affected by such cause shall be excused during the
continuance of any inability so caused. Such cause(s) shall however as far as possible
be remedied by the affected party with all reasonable despatch.

10.2 Notwithstanding the above each party shall give the other as soon as possible notice of
the occurrence or imminent occurrence of an event as indicated above and where such
notice is given verbally it shall be followed immediately in writing.

10.3 In the event the force majeure event relates to delivery of Goods/service by the Contractor,
unless otherwise directed by SriLankan Airlines in writing, the Contractor shall
continue to perform its obligations under the Agreement as far as is reasonable and
practical, and shall seek all reasonable alternative means for performance not prevented
by the force majeure event. In case of delays in the completion of delivery in accordance
to the time schedule as specified in the respective Purchase Order(s) due to any of the
force majeure event mentioned above, the time schedule for the delivery of
Goods/service shall be extended accordingly.

11. GENERAL:

11.1 This Agreement shall constitute the entire agreement and understanding of the parties and
shall supersede all prior agreements, whether written or oral between the parties hereto
concerning the subject matter hereof.
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11.2 In the event of a conflict between this Agreement and its Schedules, the Schedules shall
take precedence over this Agreement in respect of the subject matter thereof. In the
event of a discrepancy between Purchase Order and the Agreement, the Purchase Order
will take precedence over this Agreement in respect of the subject matter thereof.

3. In the event that either party shall be rendered wholly or partly unable to carry out its
obligations under this Agreement as a result of strikes, lockouts and labour troubles, then such
party so incapacitated shall compensate such other for damage and/or loss suffered by such
other as a result of such strike, lockout or labour trouble.

4. At all times the Contractor (together with its workers) will be deemed to be an
independent contractor and shall not under any circumstances be considered an employee,
representative or agent of SriLankan Airlines.

5. The right and remedies of SriLankan Airlines against the Contractor for the breach of
any condition and for obligations undertaken by the Contractor under this Agreement shall not
be prejudiced or deemed to be waived by reason of any indulgence or forbearance of SriLankan
Airlines.

6. Nothing in this Agreement shall prevent SriLankan Airlines from availing itself of any
remedies provided under the general law in addition to the remedies stipulated in this
Agreement.

7. Except to the extent as amended under the Purchase Order(s), this Agreement shall not
be varied or modified otherwise than by an instrument in writing of even date herewith or
subsequent hereto executed by or on behalf of SriLankan Airlines and the Contractor by its
duly authorised representatives.

8. If any provision of this Agreement should become or be adjudged invalid or
unenforceable for any reason whatsoever, such invalidity or unenforceability shall not affect
any other part of this Agreement and all other provisions shall remain valid and in full force
and effect.

9. The titles to the clauses in the Agreement are for convenience of reference only and do
not form part of this Agreement and shall not in any way affect the interpretation thereof.

10. SriLankan Airlines does not grant the Contractor any right, title or interest in any of its
designs, labels, know-how, trade names, trademarks, service marks, logos and other distinctive
brand features or business identifiers, logo, copyright or any other intellectual property rights
of SriLankan Airlines (“Intellectual Property Rights”) except as expressly authorised in
writing by SriLankan Airlines and the Contractor shall not have any right, title or interest in
the said Intellectual Property Rights of SriLankan Airlines other than the right to use it for
purposes of this Agreement for the Term hereof only with the express written consent of the
SriLankan Airlines.

11. The Contractor shall not issue any press release or other public announcement related
to this Agreement, written or oral, without the prior written consent of SriLankan Airlines,
except as required by law or a court order. For avoidance of any doubt, the Contractor shall not
make, give or issue any press release or other press activity involving or referring to SriLankan
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Airlines or any of its affiliates or their services or operations, without SriLankan Airlines prior
written approval.

12. The Contractor expressly assures and warrants that it has all the necessary approvals,
authorizations and licenses to enter into this Agreement and to provide the Goods/service
envisaged under this Agreement.

13.  Any notice or other communication required or authorised by this Agreement to be
served or given by either party to the other shall be deemed to have been duly served or given
if in writing and

(a) left at or sent by prepaid registered post to the last known place of business of that; or

(b) sent by fax or e-mail to such place of business and confirmed by prepaid registered post,
similarly addressed, within 24 hours of the dispatch of such e-mail.

In the case of SriLankan Airlines to —

SriLankan Airlines Limited
Commercial Procurement,

Bandaranaike International Airport,

Katunayake

Sri Lanka
E-mail: thushara.jayawickrama@srilankan.com
Attention: Thushara Jayawickrama

In the case of the Contractor to -

IN WITNESS WHEREOF the parties hereto have caused their authorised signatories to place
their hands hereunto and to one other of the same tenor on the date first referred to above in:

For and on behalf of For and on behalf of
SRILANKAN AIRLINES LIMITED

Name: Name:
Designation: Designation:

Witness: Witness:

Name: Name:
Designation: Designation:
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SCHEDULE A

1. Preliminary:

1.1 The specifications of Goods & service shall be deemed to form and be read and construed
as an integral part of the Agreement.

1.2 If persons contracted by and on behalf of the Contractor require any security passes,
clearances or other relevant documentation for the provision of Goods/service,
the Contractor shall ensure that such passes clearances and documentation have
been duly secured from the relevant parties/authorities in a timely manner.

1.3 Please refer Annex A attached for Specifications of the Solution required.

2. Time Schedule:

2.1 The Contractor shall upon receipt of the Purchase Order successfully complete the
implementation of the Goods/service to the locations specified in Schedule B
according to the deadline given in Annex B as set forth under the Purchase
Agreement, Purchase Order in accordance to the terms and conditions of the
Agreement.
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SCHEDULE B
(LOCATIONS)
1. Locations:

The Contractor shall supply and deliver the Goods/service as follows:

2. Access to Locations:

l. Access to and from all premises of SriLankan Airlines will be subject to
instructions and directions given by SriLankan Airlines and/or any other relevant party
or authority.

2. The Contractor will ensure that workers contracted for and on behalf of the
Contractor to provide the Goods/service under this Agreement shall under no
circumstance violate Clause 2.1 above.

3. The Contractor shall indemnify SriLankan Airlines or any other party for death,

injury, loss or damage in the event the Contractor or its workers for whatever reason
are in breach of Clause 2.1 or any other stipulations under this Agreement.
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SCHEDULE C
(RATES & CHARGES)
1. Rates

1. Rates payable by SriLankan Airlines to the Contractor in respect of the
Goods/service specified under this Agreement will be as follows:

Please refer Annex B for details.
2. Notwithstanding Clause 1.1 in this Schedule, SriLankan Airlines shall be
entitled to deduct from the aforementioned amounts payable by SriLankan for the
delivery of the Goods/service any monies as may be deductible under this Agreement.

2. Bank Guarantee

a. Bank Guarantee / Performance Security Deposit Amount shall be for a
minimum amount of 10% of the agreement value as security to secure the due
and proper performance by Contractor of its obligations inter alia under this
Agreement.

Deadline of the Performance Security: within 14 days of the receipt of
notification of award from the Purchaser the successful supplier shall furnish
the performance security of 10% of the total value of the contract, using for that
the Performance Security Form included in Annexure D.
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