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DEFINITIONS 

 

For purposes of this document, the following definitions shall apply: 

        The Bank KCB Bank Ltd 

 

Bid The proposal or Response to this RFP submitted by prospective Suppliers 

for fulfilment of the Contract. 

 

Supplier The Company awarded the task of supplying all the items described in this 

document installing and commissioning them. 

 

Contract Supply, installation, and commissioning of all the works, equipment and/or 

services that are described in this document, which will contribute towards 

meeting the objective of the RFP 

 

Warranty Period from the time installation and testing is completed, during which 

the Contractor undertakes to replace/rectify equipment and/or 

installation failures at no cost to the Bank 
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1.0 SECTION 1 – REQUEST FOR PROPOSALS 

1.1 Introduction 

KCB BANK (hereinafter referred to as “the Bank”) is a leading Commercial Banking Group in the East 

African region renowned for its diversity and growth. 

 

The Bank’s vision is to be the preferred financial solutions provider in Africa with global reach. 

The Bank has eight subsidiary companies – KCB Kenya, KCB Tanzania, KCB South Sudan, KCB Bank 

Uganda, BPR Bank Rwanda, KCB Burundi sand Trust Merchant Bank (TMB). 

 

The platform is anchored on consolidation across our existing business, expanding and 

modernizing delivery channels, improving operational efficiencies, turning in returns 

commensurate with level of investment and compliance with all regulatory and internal policy 

guidelines. 

 

The information in this document and its appendices and attachments is confidential and is 

subject to the provisions of our non-disclosure agreement and should not be disclosed to any 

external party without explicit prior written consent of Kenya Commercial Bank. 

 

The bank would wish to source and implement Digital Experience & Analytics Platform. 

 

This document constitutes the formal Request for Proposal (RFP) for Digital Experience & 

Analytics Platform and is being availed on an open tender basis and is open for bids from 

companies that meet the requirements stated herein. 

1.2 Objective of this RFP 

The primary objective of the digital experience platform is to:  

Expand Market Reach & Drive Revenue Growth: Capture a broader demographic by delivering 

seamless, accessible digital experiences to increase sales and revenue through digital channels.  

Enhance User Experience, Retention and Engagement: Build user loyalty and engagement 

through personalized, efficient, and interactive digital journeys to reduce bounce rates, improve 
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app speed, and optimize user journeys  

Optimize Technical Infrastructure to Improve Customer Satisfaction: Improve technical 

performance, stability, and security to support future growth and Enhance customer satisfaction 

and loyalty.  

Data-Driven Decision-Making to Optimize Design Efforts: Use insights to guide real-time 

decisions, enhance the customer journey and improve platform effectiveness  

 

1.2.1 KCB Bank Group Establishment 

KCB Bank Group, founded in 1896, is the leading financial services provider in East and Central Africa with 

operations across seven countries and a customer base of over 30 million. Listed on the Nairobi Securities 

Exchange (NSE), the Group operates a universal banking model spanning retail, SME, corporate, and 

institutional banking, supported by over 400 branches, 1,000 ATMs, agency outlets, and rapidly expanding 

digital channels. Today, more than 95% of transactions are conducted through mobile and online platforms, 

underlining KCB’s leadership in digital banking. 

 

Given the scale of its customer base, transaction volumes, and digital-first agenda, KCB requires a robust 

product analytics solution to transform data into actionable insights. This will enable the Bank to enhance 

customer experiences, optimize product performance, strengthen compliance, and sustain its competitive 

edge in a rapidly evolving financial services landscape. 

 

The Head Office for the group is in Kencom House Nairobi, Kenya. 

Further information about the bank can be obtained from the group’s website 

(http://www.kcbgroup.com) 

 

1.3 Format of RFP Response and Other Information for Bidders 

 

1.3.1 The overall summary information regarding the Provision of Digital Experience and 

Analytics Platform is given in section 2 – Scope of Work. The bidder shall include in their 

offer, any additional services considered necessary for the successful execution of their 

proposal. 

http://www.kcbgroup.com/
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1.3.2 The technical response will be done through the bank’s supplier portal. Please ensure your 

registration is active and you can respond. Any responses outside this portal shall not be 

honored. 

 
1.3.3 The Technical Proposal should contain the following: 

Bidders, willing to be considered for Provision of & implementation of Digital Experience and Analytics 

Platform should provide company information as articulated in the Requirements section in the sourcing 

tool under section 1: Company Profile. 

 

Proposals will be evaluated based on the Supplier’s distinctive plan for performing the 

requirements of the RFP. Therefore, the Supplier should present a written narrative, which 

demonstrates the method or manner in which the Supplier proposes to satisfy these 

requirements. The language of the narrative should be straightforward and limited to facts, 

solutions to problems, and plans of action. 

Where the words “shall” or “must” are used, they signify a required minimum function of system 

capacity that will heavily impact the Bidder’s final response rating. 

Where the words “may” or “desired” are used, they signify that the feature or capacity is 

desirable but not mandatory; therefore, the specifications in question will possess minimal impact 

on the Bidder’s final response rating. 

The method by which the proposed method of performance is written will be left to the discretion 

of the Supplier. However, the Supplier should address each specific paragraph and subparagraph 

of the Specifications by paragraph and page number as an item for discussion. Immediately below 

these numbers, write descriptions of how, when, by whom, with what, to what degree, why, 

where, etc., the requirements will be satisfied. 

You are required to answer all questions in the Requirements division and attach relevant 

information where required. Do not attach one bulk attachment as it makes it cumbersome to 

score your bid. 
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1.3.4 The Financial proposal 

The Financial proposal shall clearly indicate the total cost of carrying out the solution as follows:   

a. The Supplier shall provide a firm, fixed price for the Original Contract Period. All costs associated 

with the required IT System shall be included in the prices. Kindly note that the cost should include 

supply, installation, and commissioning of the IT System inclusive of all freight charges and 

applicable duties and taxes (VAT and withholding Tax).   

Provide an itemized list of all items included and summarize your costs as shown in the table below:  

Item Requirement Description Qty Unit Cost Total cost (USD) inclusive of all 
applicable duties and taxes. 

i.  Software/ Licensing Costs     

ii.  Implementation, installation, and 
configuration costs inclusive of year 1 
support  

   

iii.  Proposed training costs    

iv.  Logistics costs and other costs (explain 
other costs) 

   

v.  Annual Maintenance / Support Costs 
(hardware and software costs) year 2 

   

vi.  Annual Maintenance / Support Costs 
(hardware and software costs) year 3 

   

vii.  Grand total (year 1 to year3)    

b. Additional Cost to Complete. Provide an itemized list of any items not included above by the Bank 

and related costs that the Supplier deems necessary to provide the information to meet the 

requirements specified in proposal. Failure to provide said list shall not relieve the Supplier from 

providing such items as necessary to meet all the requirements specified in proposal at the Fixed 

Price Purchase Costs proposed.  Ensure to provide your tax assumptions.  
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1.3.5 Price Validity 

Bidders are requested to hold their proposals valid for ninety (90) days from the closing date for the 

submission. The Bank will make its best efforts to arrive at a decision within this period. 

 

1.3.6 Commencement of Assignment 

Assuming that the Contract will be satisfactorily concluded, the bidders shall be expected to commence 

the assignment after the final agreement is reached. 

 

1.3.7 The Contracting Arrangements 

The contracting arrangements shall clearly define the responsibilities and the services to be 

provided by each firm in the case of a joint venture. 

 

1.3.8 Bid Acceptance 

The Bank reserves the right to accept or to reject any bid, and to annul the bidding process and 

reject all bids at any time prior to the award of the contract, without thereby incurring any 

liability to any Bidder or any obligation to inform the Bidder of the grounds for its action. 

The vendor’s terms and conditions will not form part of any contract with KCB in relation to this 

tender. 

Canvassing is prohibited and will lead to automatic disqualification. 

 

1.3.9 Cost of bidding 

The Bidder shall bear all costs associated with the preparation and submission of its bid, and 

the Bank will in no case be responsible or liable for those costs, regardless of the conduct or 

outcome of the bidding process. 

1.3.10 Clarification of Bidding Document 

i. All correspondence related to the contract/proposal shall be made in English. 

ii. Should there be any ambiguity, conflict, discrepancy, omission, doubt, uncertainty or 

other error, the Bidder shall seek clarification in writing through the sourcing portal under 

the messages tab. 

iii. Any clarification sought by the bidder in respect of the RFP shall be addressed at least five 
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(5) days before the deadline for submission of bids, in writing to the Head of Procurement 

through the same mail. 

iv. It is the responsibility of the Bidder to obtain any further information required to 

complete this RFP. 

v. Any clarification requests and their associated response will be circulated to all Bidders. 

vi. The RFP Clarification Template is as follows: - 

• Company Name: 

• Contact Person: (primary Supplier contact) 

• E-mail: 

• Phone: 

# Date Section / Paragraph (2) Question 

1   

 

 

2   

 

 

3   

 

 

(1) Question(s) mailing date: 

(2) From the KCB Document: 

 

The queries and replies thereto shall then be circulated to all other prospective bidders (without 

divulging the name of the bidder raising the queries) in the form of an addendum, which shall be 

acknowledged in writing by the prospective bidders. 

 

1.3.11 Amendment of Bidding Document 

At any time prior to the deadline for submission of bids, the Bank, for any reason, whether at its 

own initiative or in response to a clarification requested by a prospective Bidder, may modify the 

bidding documents by amendment. 

All prospective Bidders that have received the bidding documents will be notified of the 

amendment in writing through the Banks supplier portal, and it will be binding on them. It is 

therefore important that bidder registers on the KCB Supplier Portal. 

 

To allow prospective Bidders reasonable time to take any amendments into account in preparing 



12 
 

their bids, the Bank may at its sole discretion extend the deadline for the submission of bids based 

on the nature of the amendments. 

1.3.12 Deadline for Submission of Bids 

All Bids should be submitted through the supplier portal. 

Please note: 

• Soft Copies for each proposal are to be provided in PDF through the sourcing portal. 

• Any bid received by the Bank after the deadline data as specified in the supplier portal will be 

rejected. 

1.3.13 Responsiveness of Proposals 

The responsiveness of the proposals to the requirements of this RFP will be determined. A 

responsive proposal is deemed to contain all documents or information specifically called for in 

this RFP document and in the sourcing platform. A bid determined not responsive will be rejected 

by the Bank and may not subsequently be made responsive by the Bidder by correction of the 

non-conforming item(s). 

1.3.14 Cost Structure and non-escalation 

The bidder shall, in their offer (Financial Proposal), detail the proposed costs. No price escalation 

under this contract shall be allowed. The Bank shall not compensate for any costs incurred in the 

preparation and submission of this RFP. 

1.3.15 Taxes and Incidental Costs 

The prices and rates in the financial offer will be deemed to be inclusive of all applicable taxes and 

any other incidental costs. 

1.3.16 Currency for Pricing of Tender 

All bids in response to this RFP should be expressed in KES or USD. Expressions in other currencies 
shall not be permitted. The portal shall calculate the currency conversion to Kenya’s official 
currency i.e KES 

 

1.3.17 Correction of Errors. 

Bids determined to be substantially responsive will be checked by the Bank for any arithmetical 

errors. Errors will be corrected by the Bank as below: 
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• Where there is a discrepancy between the amounts in figures and in words, the amount in 

words will govern, and 

• Where there is a discrepancy between the unit rate and the line total resulting from 

multiplying the unit rate by the quantity, the unit rate as quoted will govern. 

The price amount stated in the Bid will be adjusted by the Bank in accordance with the above 

procedure for the correction of errors. 

1.3.18 Evaluation and Comparison of Bids 

Technical proposals will be evaluated and will form the basis for bids comparison.  All tender responses 

will be evaluated in three phases: - 

           a. Preliminary evaluation that will determine administrative compliance. 

           b. Detailed technical evaluation to determine technical compliance and support responsiveness of     

the vendor (This will include presentations and reference checks)  

          c. financial evaluation to consider competitiveness and the financial capability of the vendors 

Once the bids are opened, bid evaluation will commence.  In the event that the bank may need to visit 

client site, vendors will be notified in writing. The bank may also make surprise unannounced visits to the 

vendors offices to verify any information contained in the bid document. All visits are at the discretion of 

the bank. Vendors may also be called upon to make brief and short presentations and/or demos on their 

technical solutions before a panel constituted by the bank. 

Technical proposals will be evaluated based on the criteria indicated in section 2 – Scope of Work. 

Financial bids of firms whose technical proposals are found to be non-qualifying in whatever 

respect will not be opened. 
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2. SECTION 2 – SCOPE OF WORK 

2.1. SPECIFIC OBJECTIVES OF THE IMPLEMENTATION 

It is KCB’s intent to select a vendor who will demonstrate solid experience, and capacity in the 

provision of & implementation of Digital Experience & Analytics Platform that will be able to 

support KCB Kenya and its  subsidiaries  

The vendor should be able to successfully deliver the following, but not limited to the below: 

 

1. Establish a Unified View of the Customer: Consolidate data from all digital touchpoints to create a 

single, privacy-compliant view of customer behaviour across mobile and  USSD. 

2. Enhance Decision-Making Through Real-Time Insights: Enable stakeholders to access accurate, 

real-time analytics to inform product development, marketing strategies, and operational 

improvements. 

3. Drive Personalised Customer Experiences: Utilise behavioural data and predictive models to deliver 

contextually relevant offers, content, and recommendations that improve engagement and 

satisfaction. 

4. Optimise Customer Journeys: Identify and address friction points within key journeys to increase 

completion rates, reduce abandonment, and improve conversion. 

5. Enable Proactive Service Recovery: Detect anomalies, transaction failures, and user issues early, 

triggering alerts for rapid resolution to protect customer trust. 

6. Strengthen Compliance and Data Governance: Implement secure data handling, consent management, 

and audit capabilities to meet CBK, GDPR, and Kenya Data Protection Act requirements. 

7. Support Continuous Improvement Through Experimentation: Provide robust A/B testing, multivariate 

testing, and feature flagging to validate changes and measure impact before full rollout. 

8. Integrate Seamlessly with Enterprise Systems: Ensure bi-directional integration with core banking, 

CRM, BI tools, data warehouses, and marketing platforms for consistent data flow. 
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2.2 FUNCTIONAL SPECIFICATIONS 

The vendor shall implement Digital Experience & Analytics Platform to meet the following the functional 

specifications: 

FUNCTIONAL AREA DESCRIPTION  

Data Collection & 
Storage 

Ability to capture and collect detailed user metadata from various sources 
and channels (device type, OS version, location, Interactions events.). 

Ability to support batch load of data with high throughput capabilities 

Ability to handle event deduplication automatically. 

Ability to acquire and track new and returning users data. 

Ability to define data retention period. 

Ability to support streaming data ingestion (low-latency event tracking). 

  Event Tracking   

Ability to track individual user interactions/events accurately. 

Ability to track user actions in real-time. 

Ability to reliably track user sessions and calculate duration precisely. 

Ability to handle offline events and synchronize upon reconnection. 

Ability to track uninstall/install app events or app lifecycle events. 

Ability to define tracking methods e.g. server side, client side.(Vendor to 
list the tracking methods supported) 

Ability to customize event parameters with flexibility. 

Ability to define custom events and properties with versioning and  
without full redeployment. 

User Segmentation & 
Cohort Analysis   

Ability to segment users based on demographic attributes (age, gender, 
location)(Vendor to list the segmentation criteria supported) 

Ability to segment users based on behavioral data (usage frequency, 
engagement). 

Ability to dynamically update user segments in real-time. 

Ability to perform detailed cohort analysis by installation date or user 
actions. 

Ability to segment users based on user lifecycle stage (new, engaged, 
churned). 

 Funnels & Conversion 
Analysis   

Ability to easily define and configure custom funnel steps. 

Ability to visualize conversion funnel clearly and intuitively. 

Ability to measure conversion at each funnel step precisely. 

Ability to analyze funnel abandonment and pinpoint exact drop-off points. 

Ability to export detailed funnel reports (PDF, CSV, Excel). 

 Reporting & 
Dashboards   

Ability to build customized dashboards easily (drag-and-drop). 

Ability to provide interactive visualizations (charts, graphs). 

Ability to export dashboards/reports in multiple formats (CSV, PDF, Excel). 

Ability to schedule and automate periodic report distribution. 

Ability to set automated alerts based on predefined metrics or anomalies. 

Ability to integrate with KCB reporting and data warehouse 
tools/infrastructure running on a relational database. 

Ability to perform deeper predictive behaviour analysis and preferences. 
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FUNCTIONAL AREA DESCRIPTION  

Ability to collaborate and share insights  within the platform 

Experimentation & A/B 
Testing   

Ability to set up controlled A/B experiments quickly and easily. 

Ability to allocate users dynamically to test variants (random, segmented). 

Ability to clearly visualize experiment results and statistical significance. 

Ability to provide insights or recommendations based on experiment 
outcomes. 

Ability to easily roll out winning variants to all users seamlessly. 

 Performance   

Ability to handle significant event volume without noticeable lag or 
downtime. 

Ability to quickly query large data sets with fast loading reports. 

Ability to maintain stable uptime (99.9%+) during high traffic. 

Ability to manage historical data efficiently (long-term storage, archiving). 

 Integration & 
Compatibility  

Ability to integrate seamlessly with Android & iOS native apps and web 
applications 

Ability to integrate with cross-platform frameworks.Vendor to list 
frameworks supported 

Ability to easily integrate via SDK or API with minimal code changes. 
Vendor to list the integration  

Ability to ingest or export data through standard APIs or data integration 
frameworks 

Support native intergration/connectors for CRM, Mobile apps, popular 
datawarehouses and marketing/analytics tools 

 Security & Data 
Compliance   

Ability to comply with major privacy standards (GDPR, CCPA). 

Ability to perform regular security audits and vulnerability assessments. 

Ability to allow easy user data deletion, user consent management and 
anonymization. 

Ability to detect and monitor data breaks, e.g., empty values. 

Ability to define clear naming conventions. 

Support for data residency for specific regions/jurisdictions 

 

2.2 TECHNICAL SPECIFICATIONS 

 

The bidder to respond to the specific technical requirements as outlined below. 

NON-FUNCTIONAL REQUIREMENTS 

1.The bidder should do a walkthrough to KCB team on the detailed  platform  architecture both physical 
and logical outlining the different components and functions of each. 
2.Provide a Deployment architecture(Network & Infrastructure) 
3.The solution should be ready for deployment  either in our on-premise location, our on-premise cloud 
location or our private cloud location and Hybrid . This may be and not limited to either Amazon Cloud, 
Azure Cloud, Oracle Cloud or Google Cloud.  
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NON-FUNCTIONAL REQUIREMENTS 

The bidder should do a walkthrough to KCB team on the detailed listing of required hardware and 
software platform, must include- all necessary modules/components, applicable licenses and the 
rationale for the solution to enable successful implementation of a complete solution.  

The bidder must demonstrate how the solution shall supports multi-tenancy architecture, however in 
other bank’s subsidiary the solution might be deployed as independent instances. In the event, a 
company want to secede from the multi-tenant deployed solution, the secession and data migration 
should be seamless.  Similarly adding a new subsidiary should also be seamless.  

The solution should be able to provide the performance in the RFP and provide a growth plan to reach 
the set performance levels and supported projected growth.: 
Data ingestion throughput: 1,000,000 records per minute  
Data transformation and enrichment speed: 1 minute per 1 million records 
Data duplication identification and resolution rate: 100% 
Batch processing time: < 1 hour for overnight batch jobs 

The bidder must demonstrate the capability of the solution to scale the solution vertically and 
horizontally with an ability to scale up with no change of design.  

The solution provided by the bidder should be hardware and operating system independent. It should 
run on any hardware either physical or virtualized. The bidder should provide quotations for both types 
of environments 

The bidder should demonstrate how the system will handle security within the solution as well as 
integration touch points to interfacing systems (Security architecture). 
o Security of data in transit and at rest 
o End to end encryption capabilities - algorithms supported 
o Demonstrate API security. 
o Support for multifactor authentication 
o Two factor/step authentications 
o Network security based on request source or target. 
o Role based and hierarchical access controls. 
o User profile management 

The bidder must demonstrate how the solution supports the following logging and audit trail features: 
o Ability to record audit trails that meet standard threshold 
o Ability to generate tamper proof logs and store files, database, publish to a logging service, rotating 
logs 
o Ability to generate audit trail reports 
o Ability to manage log levels 

The solution  should provide adequate backup and archival of application and data.  

The bidder should demonstrate the solutions’s data extraction capabilities, tools and technology used to 
extract data from our many data sources into their solutions data pool given the large volumes of data. 

The bidder must showcase to KCB team how the solution  supports standard interfaces which include 
but not limited to: 
o HTTPS, SOAP, REST, XML/HTTPS 
o Standard APIs to be hosted and exposed to partners through KCB security infrastructure 
o Integration to other platforms both internal and external to the bank. 
o Ability to support two-way SSL 
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NON-FUNCTIONAL REQUIREMENTS 

The bidder should showcase how the Solution supports  provision of adequate Error Handling and 
Logging capabilities. 

The bidder shall do a walkthrough to the KCB team on the solution specifications to be provisioned by 
the bank and will be responsible for their setup: 
o Development environment 
o System Integration Test (SIT) environment 
o User Acceptance Testing (UAT) environment. 
o Production environment 

The bidder shall highlight the supported  licensing models for the solution including charges applicable 
for each model (inhouse/private cloud) in the financial proposal 

The bidder should showcase the below capabilities of the solution 
1 Monitoring tools for the solution 
2 Ability to integrate with existing monitoring tools within the bank. 
3 Solution service performance monitoring 
4 GUI to  display monitoring dashboards / reports 

The solution demonstrate the capability of the solution to integrate with both internal and external 
systems which include but not limited to ( there will be a single integrations layer through a micro-
services architecture): 
o Card Management Systems  
o Multiple Core Banking Systems (T24 etc) 
o Multiple Mobile Banking/Money systems 
o Email gateway 
o SMS gateways 
o API Gateway 
o Master Data Management (MDM) and Data warehouse                                                                                                                                                      
o Others                                                                                                                                                               

Configurability: The bidder demonstrate the ability of the solution to  provide a mechanism by which 
new services and functionality can be introduced by way of configuration by bank resources and not 
development. 

The bidder should provide the following information: 
1 Support structure  & models  (Onsite, Offsite, Hybrid) 
2 Escalation matrix 
3 Service Level Agreement (SLA) template 
4 Where onsite support is provided, the bidder should avail competent resources to support the system. 

The bidder should provide details of the version upgrades required and frequency of the same so as to 
ensure that such version upgrade is in line with bidder’s support model. The bidder shall provide 
different patches required to be implemented from time to time. Sufficient notice should be provided to 
the bank before such patches are deployed. 

Documentation: The bidders should demonstrate how they  maintain upto date business and technical 
documentation for all development and changes done on the solution over time. 
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NON-FUNCTIONAL REQUIREMENTS 

High Availability : The bidder must demonstrate the capability of the system to support both intra-site 
high availability as well as high availability across multiple sites. 

Failover/Business Continuity : The bidder must showcase the ability of the solution to failover the 
system to disaster recovery (DR) site within agreed Recovery Time Objective (RTO) of 10 minutes.  
The bidder should demonstrate seamless failover to internal and external partners. Partners do not have 
to change anything on their end to access failed over application. 

Training and Knowledge Transfer: The partner is expected showcase how the will provide requisite 
hands on training to enable the KCB team configure, manage and monitor the CVM solution post 
implementation and support  (business, admin, technical etc.), including location and time commitment. 
At a minimum, the below are expected to be clearly covered in the training plan; 
1) the training program 
2) the training scope 
3) training approach 

 

PROJECT MANAGEMENT 

The bidder to respond to the specific requirements as outlined below. 

AREA DESCRIPTION 

VENDOR EXPERIENCE 
& REFERENCE SITES – 
DIGITAL EXPERIENCE 
&  ANALYTICS 
PLATFORM 
IMPLEMENTATION 

• The bidder to provide details of experience in similar 

implementations in large organizations/banking/ financial 

institutions (atleast three references) within the last three years, 

indicating the solutions/s implemented, scope, modules and the 

status of the implementation.  

• Indicate the organization, duration of the project and the number of 

customers supported by the solution implemented. Cite the 

challenges experienced, outcomes and key considerations made. 

Additionally, provide contact details for each reference site. 

• The bidder MUST indicate the site, duration of the project  

• The bidder MUST provide the lessons learnt from each site. 

RESOURCE MATRIX • The bidder should demonstrate the project team’s capability 

by indicating the number and times similar projects were 

undertaken by individual members of the project team and 

the roles undertaken.  
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AREA DESCRIPTION 

• Provide a resource matrix highlighting critical roles which 

include but not limited to: Business Analyst, Architect, 

Project Manager, Developer, DBA, Data Engineer, Migration 

and Testing Expert, Infrastructure and Configuration 

Management expert, etc. 

PROJECT PLAN • The bidder should have a team that is capable of delivering the 
solution within stipulated time schedules (within 6 months from date 
of award).                             

• The bidder shall provide a detailed project plan with a clear 
breakdown of phases or work streams with clear milestones. The 
project plan should clearly indicate expected deliverables, resources 
required, milestones, outcomes and time schedules.  

• Demonstrate ability in delivering the Digital Experience and product 

analytics in both Agile and hybrid (Phased Approach) methodology, 

demonstrate application of each methodology in the implementation 

process. 

RESOURCE 
DEPLOYMENT PLAN 

• The bidder must outline your resource deployment plan including 

onsite/offsite working arrangements, considerations made and 

measures in place to ensure project is not impacted. 

• KCB prefers an onsite implementation team during the project the 
analysis, low-level design, implementation, testing and Go-live 

TRAINING & POST 
IMPLEMENTATION 
SUPPORT 

• The bidder MUST provide requisite training for the Digital Experience 

and Analytics Platform to enable the KCB team to support & operate the 

system post implementation without reliance on the vendor. 

• The bidder MUST provide a training plan for both technical and non-

technical training, including the methodology and approach.  

• The bidder MUST include post implementation support & structure (on 

warranty basis) for ALL the ecosystem components capturing key 

service offerings. 

DEPENDENCIES AND 
PRE-REQUISITES 

The bidder MUST clearly indicate any dependencies and pre-requisites 

necessary for successful project implementation and the rationale thereof. 

QUALITY ASSURANCE 
& TESTING 

▪ The bidder MUST provide the Test Strategy, the Test plan & approach, 
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AREA DESCRIPTION 

 indicate the tools and instrumentation for conducting and managing QA 

& testing, and resources required.  

▪ The following tests MUST be conducted at the QA & Testing phases of 

the project: 

• Unit testing of the solution components and modules. Each unit 

(basic component) of the software is tested to verify that the 

detailed design for the unit has been correctly implemented. The 

bidder shall fully own, conduct and manage unit testing on 

Digital Experience and Analytics Platform. 

• System Integration Testing (SIT) for all Digital Experience and 

Analytics Platform functionalities 

• Load and Performance testing for Digital Experience and 

Analytics Platform and integrated components. 

• User Acceptance testing (UAT) is to be conducted by the end-

users of the data and techno-functional analysts to validate 

whether to accept the project deliverables. The bidder shall 

manage the UAT Tests, defect triaging and defect resolution for 

all UAT phases. 

• Security Testing – The bidder will be required to conduct first 

level security testing. The bidder shall work closely with the bank 

resources to carry out and sort out all security related issues. The 

bidder will be responsible for the resolution of all issues raised 

on Digital Experience and Analytics Platform. 2nd level and 3rd 

level security testing including Vulnerability and Penetration 

testing shall be conducted by the bank and other third-party 

vendors. The bidder will be required to work with the bank and 

the third-party vendors to resolve all security issues that shall 

have been raised. 

CHANGE 
MANAGEMENT 

• The bidder MUST provide the change Management approach and 
methodology. 
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AREA DESCRIPTION 

LICENSING • The bidder shall provide the licensing models supported including 

charges for each model.  

• The bidder shall provide the hosting options supported – whether 

on-premise or off-premise (Private cloud preferred). 

 

 
 



23 
 

2.3  DELIVERY ACCEPTANCE (ON SUCCESSFUL BIDDING) 

The product will deem to have been: 

a) Delivered when 

i. Respective Reports based on different aspects of the Digital Experience and Analytics 

Platform. Implementation assessment based on tender awarded both on soft and hard 

copy will have been received at KCB’s primary location (IT Division, 7th floor Kencom 

House, Nairobi); and discussed with management and inclusion of management 

comments and feedback. 

b) Acceptance 

ii. Acceptance Criteria: The Bank will accept the proposed deliverable after they deliverables by 

the vendor have been delivered to the clear understanding and satisfaction of the Digital 

Experience and Analytics Platform project Team that will later carry out the project aimed 

at resolving the main issues that will have been raised. 

 

Delivery and performance of the Services shall be made by the successful Bidder in accordance 

with the time schedule as per Proposal and subsequent Agreement. 

 

Below Acceptance Criteria that will be used: 

 

ACCEPTANCE CRITERIA 
 

The vendor shall comply with the acceptance criteria proposed below. 

Definition of Sever 

  

Severity Description of Business Impact 

1 – Critical 
▪ A total unplanned system outage which affects multiple users, 

performing critical functionality where there is no workaround 

2 – Major 
▪ Impairment of critical system functions. No workaround exists, or 

workaround is cumbersome and causes an impact on productivity 
▪ Some requirements in scope not met 

3 – Medium ▪ Impairment of less critical system functions. Useable in Production with 
some procedural workarounds 
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▪ The function(s) will not perform as expected and the business impact is 
moderate 

4 – Low ▪ Inconvenience, annoyance or cosmetic 

 

       Acceptance Criteria 

Severity Acceptance Threshold (# of outstanding Issues) 

1 – Critical 0 (zero) 

2 – Major 0 (zero) 

3 – Medium and 

4 – Low 

15 () 
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2.4  DOCUMENTATION AND REQUIREMENTS 

All documentation and training materials (in PDF format) must be available in order to complete 

the process, business, technical/system, operations, and support acceptance activities.  

Supplier’s suggestions for documentation and training materials to support the implementation, 

use and maintenance of the Solution and any supporting technology components that will be 

provided as part of this project are to be included in the Supplier’s proposal. Documentation must 

be in English. 

2.5 TRAINING 

It is expected that formal training will be given to all stakeholders of the solution. However, the 

solution must be intuitive and help text must be available and presented in a manner that 

encourages users to try to find information. Training of technical support team will be to such an 

extent that they will be reasonably able to handle their duties competently. Where appropriate, 

the supplier will be expected to discuss the technical aspects of the system to enable, for 

example, creation of ad-hoc reports and integration to other systems  

Training will be provided in English language at the banks. If additional expenses will be incurred 

for offsite training, this will be borne by the supplier and must be included in the financial 

proposal. 

2.6  TESTING AND ACCEPTANCE 

The bank will test the proposed system in a test environment to ascertain that all the 

functionalities as put forward by the supplier are met. Incorrect information discovered at this 

time will constitute grounds for disqualification. It is the responsibility of the supplier to ensure 

the requirements defined in the proposal are achieved.  

The proposal will be the sole reference document for any discussion issues arising, related to 

acceptance.  

Acceptance Criteria: The Bank will accept the proposed deliverable after they have been fully 

tested by the bank and confirmed to meet the requirements as specified in the original RFP and 

signed RFP response. 
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2.7  PROOF OF COCEPT (PoC) 

The bank may require proof of concept of the proposed solution as evidence that it is viable and 

capable of achieving requirements. All costs related to the Proof of Concept will be borne by the 

bidder. Prior to PoC, bidders are required to sign Non-Disclosure Agreement (NDA) and Data 

Protection Agreement (DPA). 

2.8 DELIVERY 

Delivery and performance of the Services shall be made by the successful Bidder in accordance 

with the time schedule as per Proposal and subsequent Agreement. 

2.9  DELAYS CAUSED BY THE SUPPLIER 

If at any time during the performance of the Contract, the Bidder should encounter conditions 

impeding timely delivery and performance of the Services, the Bidder shall promptly notify the 

Bank in writing of the fact of the delay, its likely duration and its cause(s). As soon as practicable 

after receipt of the Bidder's notice, the Bank shall evaluate the situation and may at its discretion 

extend the Bidder's time for performance, with or without liquidated damages, in which case the 

extension shall be ratified by the parties by amendment of the Contract. 

 

During the time of delay occasioned by Supplier KCB may require the vendor to take alternative 

action and meet all the costs associated with ensuring the bank remains protected to the level 

that would otherwise be provided by the proposed and duly accepted Product. 

2.10  WARRANTY 

The successful bidder shall provide at least 12 months Warranty for the software and ensure it is 

free from any sort of defects and shall perform as per expectations. The successful bidder shall 

provide an option for on-going warranty support beyond the warranty period. Failure to this the 

supplier will pay damages to the tune of the cost of the solution. 

2.11 REPRESENTATION 

The Supplier represents and warrants that it is entitled to respond to this RFP and that it is fully 

entitled to the proposed Product by way of reseller licensing or ownership and has the right to sell 

and/or license the Product as provided in their RFP response and shall hold KCB harmless from 
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action for infringement of patents and/or copyrights. 

2.12  SUPPORT REQUIREMENTS 

The Supplier should provide and sign an Annual Maintenance Contract and provide support for 

the solution for the first year at no cost.  

The Supplier should provide updates, upgrades toll-free technical assistance 24/7/365.  

The Supplier should provide a summary of the resources (support personnel and otherwise) 

devoted specifically to technical issues, involving notification technology, as well as support 

procedures.  

The technical support resource(s) should ideally be physically located / based in Kenya  

The Supplier should offer various modes of communication channels for support and be available 

preferably 24/7/365. The methods of support include:  

i. Online chat  

ii. Phone and  

iii. E-mail  

The Supplier support website should offer the following various support specific tools:  

i. Video tutorials  

ii. Online user manual  

iii. Archive data search  

iv. FAQs  

2.13 OVERALL RESPONSIBILITY 

▪ The Bidder is obliged to work closely with the Bank's staff, act within its own authority, and 

abide by directives issued by the Bank that are consistent with the terms of the Contract. 

 

▪ The Bidder will abide by the job safety measures and will indemnify the Bank from all demands 

or responsibilities arising from accidents or loss of life, the cause of which is the Bidder's 

negligence. The Bidder will pay all indemnities arising from such incidents and will not hold the 

Bank responsible or obligated. 
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▪ The Bidder is responsible for managing the activities of its personnel, or subcontracted 

personnel, and will hold itself responsible for any misdemeanors. 

 

▪ The Bidder shall appoint an experienced counterpart / resources to handle this requirement 

for the duration of the Contract. The Bank may also demand a replacement of the 

manager/resource if it is not satisfied with their work or for any other reason. 

 

▪ The Bidder shall take the lead role and be jointly responsible with the Bank for producing a 

finalized project plan and schedule, including identification of all major milestones and 

specific resources that the Bank is required to provide. 

 

▪ The Bidder will not disclose the Bank's information it has access to, during the Consultancy, to 

any other third parties without the prior written authorization of the Bank. This clause shall 

survive the expiry or earlier termination of the contract 

2.14  PRICING 

All costs will be filled in through the sourcing portal. The bidder is also required to attach their 

breakdown supporting the costs filled out in the portal. The attachment is mandatory as the bank 

will use this to verify that all costs have been included. 

Costs will be provided in the currency given i.e KES/USD/EURO. Where the awarded bidder is 

foreign, the bank shall deduct applicable withholding tax and provide a tax certificate for 

onward claiming in bidder’s resident country. 

All costs provided should address the following and Man/Day estimates, where appropriate, 

broken down by: 

2.14.1 Professional fee will be broken down per subsidiary as listed in the portal. The 

bidder is required to provide a breakdown in their financial proposal 

attachment clearly indicating the various resource types, the man days rate 

and applicable man day per each resource. This format should follow for each 

subsidiary instance implementation. The implementation fees MUST include 

all activities that will be undertaken during the entire project up until go live, 

e.g migration services, testing services, development and build services etc. 
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as per scope given in section 2 of this document. You will be required to put 

indicative number of months and rate per months per each instance 

implementation in the portal. 

 

2.14.2 Expenses will be broken down per subsidiary just as that of implementation 

fees. You will be required to put number of resources and cost per resource 

in the portal. The bidder will also need to provide details in their financial 

proposal document in terms of number of flight tickets, number of 

accommodation nights, rate of per diem, number of visa applications and 

details of local transportation. Any other expenses must be clearly tabulated 

in the bidder’s financial proposal and built in the cost per resource. 

 
2.14.3 A contingency fee to be indicated. This cost will ONLY be payable if both the 

bank and awarded bidder will agree to utilize this cost through the appointed 

bank’s governing body in charge of this project. 

 
2.14.4 Post go live support for 3 months. In your financial proposal, please detail the 

number and the roles of the proposed resources for post go live support and 

the model of delivery. 

 

The use of Kenya shilling currency is highly recommended. If using any other currency apart from 

Kes i.e. USD, GBP or EUR the portal will recalculate your cost using pre-determined currency 

conversion rates. The quoted prices should be valid for a minimum of 90 days. 

 

The bank does NOT make ANY advance payments and only pays against signed off project 

deliverables e.g. requirements gathering, UAT etc. as such, you will be required to provide your 

payment milestone taking note of the above.
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2.15  BID EFFECTIVENESS 

It is a condition of the bank that the vendor guarantees the sufficiency, and effectiveness 

of the solution proposed to meet the bank requirements as outlined in this document. The 

Bank will hold the vendor solely responsible for the accuracy and completeness of 

information supplied in response to this tender. The bank will hold the vendor responsible 

for the completeness of the solution proposed and that were the vendor to be awarded 

the tender, they would implement the solution without any additional requirements from 

the bank 

 

2.16  PAYMENT TERMS 

The bank will NOT make any payments in advance and will pay based on deliverables. 
The Bank will issue an LPO for all the equipment and/or services ordered. The LPO will 
be paid within 45 days after delivery, testing installation and acceptance of the 
equipment and/or services supplied. 

 

The bank will not accept partial deliveries, and neither will the bank make partial payments 

unless agreed by both parties. Payment for equipment and/or services will only be made 

once the entire ordered equipment and/or services are delivered, installed, or 

commissioned. 

 

2.17  STAFFING 

The Supplier will provide the relevant staff and tools to carry out all the required work 

under this tender. The vendor needs to have certified consultants for all technical areas 

and all functional areas. The vendor will need to list how many certified consultants they 

have available in each technical and functional area. 

 

2.18  RESPONSIBILITIES AS AN INDEPENDENT CONTRACTOR 

The Supplier agrees to take overall responsibility for any services rendered; regardless of 

whether third parties engaged by the Supplier or the Supplier himself carry them out. 
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SECTION 3 - GENERAL CONDITIONS OF CONTRACT 

 

3.1 Introduction 

Specific terms of contract shall be discussed with the bidder whose proposal will be 

accepted by the Bank. The resulting contract shall include but not be limited to the 

general terms of contract as stated below from 3.2 to 3.13. 

 

3.2 Award of Contract 

Following the opening and evaluation of proposals, the Bank will award the Contract 

to the successful bidder whose bid has been determined to be substantially responsive 

and has been determined as the best evaluated bid. The Bank will communicate to the 

selected bidder its intention to finalize the draft conditions of engagement submitted 

earlier with his proposals. 

 

After agreement has been reached, the successful Bidder shall be invited for signing of 

the Contract Agreement to be prepared by the Bank in consultation with the Bidder. 

 

3.3 Application of General Conditions of Contract 

These General Conditions (sections 3.2 to 3.14) shall apply to the extent that they are 

not superseded by provisions in other parts of the Contract that shall be signed. 

 

3.4 Bid Validity Period 

Bidders are requested to hold their proposals valid for ninety (90) days from the closing 

date for the submission. 

 

3.5 Performance Security 

 

3.5.1 The Bank may at its discretion require the successful bidder to furnish it with 

Performance Security in the amount specified in the accepted Bid. 

 

3.5.2 The Performance Security shall be in the form of a bank guarantee issued 
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by a commercial bank operating in Kenya and shall be in a format prescribed 

by the Bank. The performance guarantee shall be submitted within 10 days 

of notification of award. 

 

3.5.3 The proceeds of the Performance Security shall be payable to the KCB Bank 

Kenya as compensation for any loss resulting from the Bidder’s failure to 

complete its obligations under the Contract. 

 
3.5.4 The Performance Security will be discharged by the Company not later than 

two months following the date of completion of the Bidder’s performance 

obligations, and the Bank’s acceptance of the final report as specified in the 

contract. 

 

3.6 Delays in the Bidder’s Performance 

 

3.6.1. Delivery and performance of the Supply, installation and Maintenance of Signage 

shall be made by the successful Bidder in accordance with the time schedule as 

per Agreement. 

 

3.6.2. If at any time during the performance of the Contract, the Bidder should encounter 

conditions impeding timely delivery and performance of the Services, the Bidder 

shall promptly notify the Bank in writing of the fact of the delay, its likely duration 

and its cause(s). As soon as practicable after receipt of the Bidder's notice, the 

Bank shall evaluate the situation and may at its discretion extend the Bidder's 

time for performance, with or without liquidated damages, in which case the 

extension shall be ratified by the parties by amendment of the Contract. 

 

3.6.3. Except in the case of “force majeure” as provided in Clause 3.13, a delay by the 

Bidder in the performance of its delivery obligations shall render the Bidder liable 

to the imposition of liquidated damages pursuant to Clause 3.8. 
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3.7 Liquidated damages for delay 

The contract resulting out of this RFP shall incorporate suitable provisions for the 

payment of liquidated damages by the bidders in case of delays in performance of the 

contract. 

3.8 Governing Language 

The Contract shall be written in the English Language. All correspondence and other 

documents pertaining to the Contract which are exchanged by the parties shall also be 

in English. 

3.9 Applicable Law 

This agreement arising out of this RFP shall be governed by and construed in 

accordance with the laws of Kenya and the parties submit to the exclusive    jurisdiction 

of the Kenyan Courts. 

3.10 Bidder’s Obligations 

 

3.10.1. The Bidder is obliged to work closely with the Bank's staff, act within its own 

authority, and abide by directives issued by the Bank that are consistent with the 

terms of the Contract. 

 

3.10.2. The Bidder will abide by the job safety measures and will indemnify the Bank from 

all demands or responsibilities arising from accidents or loss of life, the cause of 

which is the Bidder's negligence. The Bidder will pay all indemnities arising from 

such incidents and will not hold the Bank responsible or obligated. 

 

3.10.3. The Bidder is responsible for managing the activities of its personnel, or 

subcontracted personnel, and will hold itself responsible for any misdemeanors. 

 

3.10.4. The Bidder will not disclose the Bank's information it has access to, in the course 

of the work, to any other third parties without the prior written authorization of 

the Bank. This clause shall survive the expiry or earlier termination of the contract. 
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3.11 The Bank’s Obligations 

In addition to providing Bidder with such information as may be required by the bidder 

the Bank shall, 

 

(a) Provide the Bidder with specific and detailed relevant information 

(b) In general, provide all relevant information and access to Bank's premises. 

3.12 Confidentiality 

The parties undertake on behalf of themselves and their employees, agents and 

permitted subcontractors that they will keep confidential and will not use for their own 

purposes (other than fulfilling their obligations under the contemplated contract) nor 

without the prior written consent of the other disclose to any third party any 

information of a confidential nature relating to the other (including, without limitation, 

any trade secrets, confidential or proprietary technical information, trading and 

financial details and any other information of commercial value) which may become 

known to them under or in connection with the contemplated contract. The terms of 

this Clause 2.15 shall survive the expiry or earlier termination of the contract. 

3.13 Force Majeure 

(a) Neither Bidder nor Bank shall be liable for failure to meet contractual obligations 

due to Force Majeure. 

 

(b) Force Majeure impediment is taken to mean unforeseen events, which occur after 

signing the contract with the successful bidder, including but not limited to strikes, 

blockade, war, mobilization, revolution or riots, natural disaster, acts of God, refusal 

of license by Authorities or other stipulations or restrictions by authorities, in so far 

as such an event prevents or delays the contractual party from fulfilling its 

obligations, without its being able to prevent or remove the impediment at 

reasonable cost. 

 
(c) The party involved in a case of Force Majeure shall immediately take reasonable 

steps to limit consequence of such an event. 
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(d) The party who wishes to plead Force Majeure is under obligation to inform in writing 

the other party without delay of the event, of the time it began and its probable 

duration. The moment of cessation of the event shall also be reported in writing. 

 
(e) The party who has pleaded a Force Majeure event is under obligation, when 

requested, to prove its effect on the fulfilling of the contemplated contract. 

 
3.14 Way Forward 

 Once the bids are opened, bid analysis will commence and vendors may be informed when their bid 

has been short-listed. Shortlisted vendors will be invited to demonstrate their proposal if need be and 

to make arrangements for site visits. In the event that the bank may need to visit client site, vendors 

will be notified in writing. The bank may also make surprise unannounced visits to the vendors offices 

to verify any information contained in the bid document. All visits are at the discretion of the bank. 

 

3.15 Contract Provision 

     The bank will not make any payments in advance. The Bank will issue a Purchase Order for all the 

services ordered. The Purchase Order will be paid within 45 days after as agreed upon aforesaid herein. 

Any payments for the maintenance services will be subject to a contract to be agreed with the vendor. 

The bank will not accept partial deliveries, and neither will the bank make payments. 

 

3.16 Buyer’s Rights 

     The Bank reserves the right to reject any or all the tender bids without giving any reasons and the Bank 

has no obligation to accept any offer made. The Bank also reserves the right to keep its selection and 

selection criteria confidential. Bids not strictly adhering to tender document conditions may not be 

considered by the Bank whose decision on the matter shall be final. The vendor’s terms and conditions 

will not form part of any contract with the Bank in relation to this tender. Bids not strictly adhering to 

RFP conditions may not be considered by KCB whose decision on the matter shall be final. 

  

Canvassing is prohibited and will lead to automatic disqualification. 

 

3.17 Responsibility as an independent contractor 
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The vendor agrees to take overall responsibility for any services rendered; regardless of whether third 

parties engaged by the vendor or the vendor himself carry them out. 

 

3.18 Delivery 

The delivery timelines shall be as specified in the scope of work, the bank will not accept any partial 

deliveries.  

 

3.19 Risk of Loss 

The supplier covers all risks of loss and damage to any equipment for the implementation of the solution, 

until the equipment has been delivered to the premises of KCB. Once the equipment /solution has been 

installed and tested the responsibility is transferred to KCB. 
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SECTION 4 – ANNEXURE 

 

Annexure 1: Step by Step on How To Submit A Bid 

Supplier Response to an invitation to submit a bid: 

 

Step 1: Login into the Supplier portal using supplier user account details. 

Step 2: Navigation -> Supplier Portal -> Supplier Portal. 

 

Step 3: Supplier will accept the negotiation invitation and acknowledge the participation. 
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Step 4: Go to Task Pane -> Response -> View Active Response 



  

Step 5: Click on Create response button to start responding the questionnaire. 

 

Step 6: In Overview page, select the response valid date, note to buyer information and attach 

supporting documents if required. 

 

 

 

 

Step 7: Start responding(answering) all questions and attach the supporting documents if required in 

requirement page. 

 

 



  

Step 8: Click next to move lines page to response the item price against the requirement 

 

 

 
 
 

Step 9:  Click next to move review page to validate and review all the information before 

submitted the response. 

 

Step 10:  Click Submit button to submit the response. 

 

 

 

 

 

 



  

Step 11: Same way you can capture all the supplier response. 

 

 
 
Annexure 2: References  
 
References of similar services 
 

 

No 

Name of 

Firm/Company 

Contract 

reference and 

brief 

description: 

Date contract 

awarded/Period. 

 

Date contract 

Completed / 

in progress 

Customer 

contact name 

and phone 

number 

Value of 

Contract:  

(KES/USD) 

1       

2       

3       

4       

5       

6       

7       

8       

9       

10       

 
 
 
 
 
 
 
 
 
 



  

Annexure 3: Company Brief Summary 
 
  

Company Name   

Core Business  

Years of experience   

Physical Location of offices   

Key Contact - Include contact 

details  
 

Geographical spread  

No. of Staff  

Area of Specialization  

Names of Directors and 

shareholding structure 
 

Solution Partner Status if not 

owner of the solution 
 

List of at least four reference 

sites including Sites 

 

 


