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RFQ-TUR-2024-055
Automated WhatsApp Chatbot Services

I Introduction and Background
The use of automated communication tools, such as WhatsApp chatbots, can significantly enhance the
efficiency and reach of support programs. WhatsApp chatbots facilitate instant, automated responses to
inquiries, provide consistent and accurate information, and improve engagement with participants. This

project aims to incorporate an automated WhatsApp chatbot service to enhance communication within our
accountability efforts, especially in response to the recent earthquake.

Il. Purpose of the Assignment
The primary objective of this assignment is to procure and implement an automated WhatsApp chatbot
service to support our earthquake response program. The chatbot will serve to disseminate information,
respond to FAQs and share relevant UpToDate information on our accountability channels in order to reduce
the workload of our toll-free hotline phone number.
Scope of Work
The selected service provider will be responsible for the following tasks:

1. Development and Customization:

e Develop a WhatsApp chatbot tailored to the specific needs of our program.
e Customize the chatbot to handle FAQs, session scheduling, reminders, and resource dissemination.

2. DataSecurity and Transfer:

e Ensuring data privacy and timely encrypted data transfer.
e Ensure data transfer between vendor and Save the Children.

3. Training and Support:

e Provide training to our staff on how to manage and utilize the chatbot effectively.
e Offer ongoing technical support and maintenance for the duration of the contract.

4. Monitoring and Reporting:

e Implement analytics tools to monitor the chatbot’s performance and user engagement.
e Provide regular reports on the chatbot’s usage and effectiveness.

I1l. Duration of the assignment

A service agreement will be signed with the successful bidder(s) for a period of 12 months, with a possibility
of extension based on performance and program needs.
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IV. Outputs/ deliverables

The key deliverables of this assignment include:

e Afully functional and customized WhatsApp chatbot.

e Documentation and user manuals for the chatbot.

e Training sessions for staff.

e Regular performance and usage reports.

e Periodic (preferably weekly) data export feature conforming to the provided data template (IM/MEAL
should prep this based on their usage on Commcare system)- Ozgur

e Asystemto be developed by the service provider that enables the data to be transferred to Save the
Children Directly is desirable.

e Aseparate interface to be designed for Save the Children is desirable.

V. Qualifications and Requirements

The Bidder should possess the necessary expertise and experience to deliver high-quality WhatsApp chatbot
services, including:

VI. Data Protection

e The selected vendor must always comply with the data encryption standards of Save the Children.

e Theselected vendor must always comply with GDPR (General Data Protection Regulation) and Personal
Data Protection Law.

o Adatatransfer agreement between the vendor and Save the Children will be signed.

e Data security should be ensured by the vendor, the number of staff that has access to beneficiary data
should be limited.

EVALUATION CRITERIA
ESSENTIAL CRITERIA
Bidder must meet the following criteria:

e Please provide financial statement for 2022 and 2023.

e Please provide necessary documentation for proof of your registration in country (Trade Registry
Gazette, Chamber of Commerce Registration, Chamber of Commerce Registry, Tax Documentation,
Circular of Signature for signatory person for the offer submitted)

e Guiding Principles: Commitment to ethical practices, confidentiality, and the best interests of the
participants, adhering to Save the Children’s Sustainability Policy,

e CVof technical team.

e Presentation of the Bidder articulating previous experience and familiarity with the context (max 2
pages).

e Technical proposal (max. 4 pages) articulating the proposed method for the assignment. Information
regarding proposed work plan and a proposed timeline must be included.
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¢ Payment within 30 calendar days after the delivery of the requested items. The payment will be made in

TRY according to TCMB Banknote Forex Buying rate.
CAPABILITY CRITERIA (40%)

e 3references (letter or service receive note or contract or invoice) within the similar scope of work in the
last 3 years. (10%)
e Technical Expertise and Familiarity with Context: Proven experience in developing and implementing

WhatsApp chatbots and knowledge of the challenges and requirements of communication particularly in
the context of humanitarian support programs (can be proven with a catalogue/presentation/portfolio).
(30%)

SUSTAINABILITY CRITERIA (10%)

e The bidder should demonstrate activities or has processes in place within their organization, aimed at
improving sustainability. (e.g. gender equality, policies, training programmes, equal pay for equal work
etc.). (10%)

COMMERCIAL CRITERIA (50%)

e Bids must be submitted in unit price and in US Dollars. (VAT and other fees and expenses must be
included to the price) (50%)

e Your offer should be valid for 1 year, from September 2024 to September 2025.

e  Submit your offer signed and stamped RFQ document. Please submit your quotation as a PDF document.

e Financial proposal including a detailed budget breakdown. The budget must differentiate between fees
and reimbursable costs (currency unit: USD), and include VAT, stamp duty, withholding tax and all other
taxes and lieu administrative fees. The applicant needs to provide financial invoice for the service.

SUBMISSION OF BID

Those interested should send their proposal including, as appendices a CV, skills and education in relation to
this assignment along with financial proposal to tender.turkey@savethechildren.org no later than 17:00 on
15/08/2024 (GMT+3).

Bidders may ask their questions regarding the tender by sending an e-mail to
procurement.turkey@savethechildren.org by 17:00 on 13/08/2024 (GMT+3).

The e-mail address procurement.turkey@savethechildren.org is for questions only. Please send your offers
only to tender.turkey@savethechildren.org.

Offers that sent to procurement.turkey@savethechildren.org will be invalid.

The subject of the email should be "Offer/RFQ-TUR-2024-055- Company Name.
All attached documents should be clearly named so that it is clear what each file is about.
Emails should not exceed 15mb - if the file size is large, please split the submission into two emails.

Do not copy other SCI email addresses into the email when sending as this will invalidate your offer.


mailto:tender.turkey@savethechildren.org
procurement.turkey@savethechildren.org%20
procurement.turkey@savethechildren.org%20
to%20tender.turkey@savethechildren.org
procurement.turkey@savethechildren.org%20
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GENERAL TERMS AND CONDITIONS FOR SUPPLY OF SERVICES
1. Definitions and Interpretation

11 Definitions. In these Conditions, the following definitions apply:

(a) Agreement: the document entitled Agreement for the Supply of Services, between the Customer and
the Supplier.
(b) Conditions: the terms and conditions set out in this document as amended from time to time in

accordance with Condition 16.6.

(c) Contract: the contract between Customer and Supplier consisting of the Agreement, these
Conditions and, where applicable, the Order. Should there be any inconsistency between the documents
comprising the Contract, these Conditions shall have precedence unless otherwise stated in the Agreement
orinthe Order.

(d) Deliverables: all documents, products and materials developed by the supplier or its agents,
contractors and employees as part of or in relation to the Services in any form of media, including without
limitation drawings, maps, plans, diagrams, designs, pictures, computer programs, data, specifications and
reports (including drafts).

(e) Force Majeure Event: has the meaning given in Condition 15.

(f) Order: The Customer's order for the supply of Services, as set out in the Customer's purchase order
form.

(g) Services: the services to be provided by the Supplier (or any part of them) as set out in the Order

(h) Specification: any specification for the Services, including any related plans and drawings, that is

agreed in writing by the Customer and the Supplier.
12 Interpretation. In these Conditions, unless the context requires otherwise, the following rules apply:

(a) A person includes a natural person, corporate or unincorporated body (whether or not having
separate legal personality).

(b) A reference to a party includes its personal representatives, successors or permitted assigns.

(c) Areference to a statute or statutory provision is a reference to such statute or provision as amended
or re-enacted. A reference to a statute or statutory provision includes any subordinate legislation made under
that statute or statutory provision, as amended or re-enacted.

(d) Any phrase introduced by the terms including, include, in particular or any similar expression shall be
construed as illustrative and shall not limit the sense of the words preceding those terms.

2. The Services

2.1 The Supplier shall meet any performance dates for the Services specified in the Order or notified to
the Supplier by the Customer.

2.2 In providing the Services, the Supplier shall:

(a) ensure that the Services and Deliverables correspond with their description in the Order and any
applicable Specification, and that they comply with all applicable statutory and regulatory requirements;

(b) co-operate with the Customer in all matters relating to the Services, and comply with all instructions
of the Customer;
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(c) perform the Services with the best care, skill and diligence in accordance with best practice in the
Supplier's industry, profession or trade;

(d) use personnel who are suitably skilled and experienced to perform tasks assigned to them, and in
sufficient number to ensure that the Supplier's obligations are fulfilled in accordance with this Contract;

(e) provide all equipment, tools and vehicles and such other items as are required to provide the
Services;
(f) use the best quality goods, materials, standards and techniques, and ensure that the Deliverables,

and all goods and materials supplied and used in the Services or transferred to the Customer, will be free from
defects in workmanship, installation and design;

(g) observe all health and safety rules and regulations and any other security requirements that apply at
any of the Customer's premises;

(h) not do or omit to do anything which may cause the Customer to lose any licence, authority, consent
or permission on which it relies for the purposes of conducting its business, and the Supplier acknowledges
that the Customer may rely or act on the Services; and

(i) not infringe the rights of any third party or cause the Customer to infringe any such rights.

2.3 The Supplier represents and warrants that it has obtained and shall make available to the Customer
all licences, clearances, permissions, authorisations, consents and permits necessary for the supply of the
Services to the Customer and that the Deliverables shall be fit for all purposes for which the Supplier is or
ought reasonably to be aware that they are required by the Customer.

24 The Customer reserves the right at any time to inspect work being undertaken in relation to supply
of the Services, test the Services and inspect the premises where the Deliverables are being manufactured or
stored. The Customer's inspector may adopt any reasonable means to satisfy himself or herself that the
correct materials, workmanship and/or care and skill are or have been used.

25 If following such inspection or testing the Customer considers that the Services do not conform or
are unlikely to comply with the Supplier's undertakings at Condition 2.2, the Customer shall inform the
Supplier and the Supplier shall immediately take such remedial action as is necessary to ensure compliance.

2.6 Notwithstanding any such inspection or testing, the Supplier shall remain fully responsible for the
Services and any such inspection or testing shall not reduce or otherwise affect the Supplier's obligations
under the Contract, and the Customer shall have the right to conduct further inspections and tests after the
Supplier has carried out its remedial actions.

3. Ethical Standards and Audit Requirements

3.1 The Supplier, its suppliers and sub-contractors shall observe the highest ethical standards and
comply with all applicable laws, statutes, regulations and codes (including environmental regulations and the
International Labour Organisation’s international labour standards on child labour and forced labour) from
time to time in force.

3.2 The Supplier, its suppliers and sub-contractors shall not in any way be involved directly or indirectly
with terrorism, in the manufacture or sale of arms or have any business relations with armed groups or
governments for any war related purpose or transport the Goods together with any military equipment. The
Supplier shall also warrant that it has checked and will continue to check its staff, suppliers and sub-
contractors against the United Kingdom Treasury List of Financial Sanctions Targets, the European
Commission’s List of Persons and Entities Subject to Financial Sanctions and the list of specially designated
individuals and blocked persons maintained by the Office of Foreign Assets Control (‘OFAC’) of the
Department of the Treasury of the United States of America (and any similar list of prohibited persons and
entities) and will immediately inform the Customer of any apparent correlation.



@ Save the Children

3.3 The Supplier shall ensure that its employees, suppliers and sub-contractors are aware of, understand,
and adhere to the Customer’s:

(a) Child Safeguarding policy;

(b) Fraud, Bribery and Corruption policy; and

() Human Trafficking and Modern Slavery policy,
(together, the Mandatory Policies), attached to these Conditions.

34 The Supplier, its suppliers and sub-contractors shall be subject to, and shall in relation to the Contract
act in accordance with, the IAPG Code of Conduct and any local or international standards which are
applicable to the Goods.

3.5 The Supplier is taking reasonable steps (including but not limited to having in place adequate policies
and procedures) to ensure it conducts its business (including its relationship with any contractor, employee,
or other agent of the Supplier) in such a way as to comply with the Mandatory Policies, and shall upon request
provide the Customer with information confirming its compliance.

3.6 The Supplier shall notify the Customer as soon as it becomes aware of any breach, or suspected or
attempted breach, of the Mandatory Policies, and shall inform the Customer of full details of any action taken
in relation to the reported breach.

3.7 The Supplier agrees to allow the Customer’s employees, agents, professional advisers or other duly
authorized representatives to inspect and audit all the Supplier's books, documents, papers and records and
other information, including information in electronic format, for the purpose of making audits, examinations,
excerpts and transcriptions. The Supplier agrees the extension of such rights to duly authorized
representatives of the European Commission, the European Court of Auditors and the European Anti-Fraud
Office (OLAF), the United States Government, the Controller General of the United States and any other such
representatives instructed by a donor organization of the Customer to carry an audit of the Supplier’s
operations.

4. Performance

4.1 The Supplier shall perform the Services in accordance with the timing specified in the Agreement.
Time shall be of the essence in respect of this Condition 4.1.

4.2 If the Supplier fails to comply with the time requirement referred to in Condition 4.1 the Customer,
without prejudice to its other rights under the Contract, shall be under no obligation to make payment in
respect of any Services which are not accepted.

4.3 The Services shall be supplied at the destination and on the date or within the period specified in the
Agreement and, in any event, during the Customer’s usual business hours or as instructed by the Customer.

44 The Customer shall not be deemed to have accepted any Services until the Customer has had
reasonable time to inspect them following performance.

4.5 The Customer shall be entitled to reject any Services supplied which are not in accordance with the
Agreement. If any goods that belong to the Customer or that the Customer has agreed to purchase are being
transported as part of the Services, such goods shall be returned to the Customer without delay.

4.6 If any Services are so rejected, at the Customer's option, the Supplier shall forthwith re-supply
substitute Services which conform with the Contract. Alternatively, the Customer may cancel the Contract,
return any Deliverables to the Supplier at the Supplier's expense and claim costs and direct damages from the
Supplier.

4.7 The Supplier shall ensure that it is available at the request of the Customer outside normal business
hours, in order to address the requirements of any emergency in a timely fashion.
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51 The Supplier shall keep the Customer indemnified in full against all costs, expenses, damages and
losses (whether direct or indirect), including any interest, penalties, and legal and other professional fees and
expenses awarded against or incurred or paid by the Customer as a result of or in connection with:

5. Indemnity

(a) breach of any warranty given by the Supplier in Condition 9;

(b) personal injury, death or damage to property caused to the Customer or its employees arising out of,
or in connection with, defects in the supply of the Services, to the extent that the defect in the Services is
attributable to the acts or omissions of the Supplier, its employees, agents or subcontractors;

(c) any claim made against the Customer for actual or alleged infringement of a third party's intellectual
property rights arising out of, or in connection with, the supply or use of the Services, to the extent that the
claim is attributable to the acts or omissions of the Supplier, its employees, agents or subcontractors;

(d) any claim made against the Customer by a third party arising out of, or in connection with, the supply
of the Services, to the extent that such claim arises out of the breach, negligent performance or failure or
delay in performance of the Contract by the Supplier, its employees, agents or subcontractors;

(e) any claim made against the Customer by a third party for death, personal injury or damage to
property arising out of, or in connection with, defects in the supply of the Services, to the extent that the
defect in the Services is attributable to the acts or omissions of the Supplier, its employees, agents or
subcontractors; and

(f) any claim in respect of death or personal injury howsoever caused to any of the employees of the
Supplier whilst at the premises of the Customer save where caused by the direct negligence of the Customer
or its respective employees or agents.

6. Price and Payment

6.1 The price of the Services shall be the price set out in the Order which includes packing, labelling,
carriage, insurance, delivery, royalties and licence fees (if applicable) and all other charges, taxes, duties and
impositions and is not subject to alteration for any reason whatsoever.

6.2 The Customer reserves the right to withhold payment in respect of Services supplied which are
defective, rejected or otherwise not in accordance with the requirements of the Contract.

6.3 The Customer may, without limiting any other rights or remedies it may have, set off any amount
owed to it by the Supplier against any amounts payable by it to the Supplier under the Contract.

7. Termination

7.1 The Customer may terminate the Contract in whole or in part at any time and for any reason
whatsoever by giving the Supplier at least one month'’s written notice.

7.2 The Customer may terminate the Contract with immediate effect by giving written notice to the
Supplier and claim any losses (including all associated costs, liabilities and expenses including legal costs) back
from the Supplier at any time if:

(a) the Supplier is in material breach of its obligations under the Contract; or

(b) the Supplier is in breach of its obligations under the Contract and fails to remedy such breach (where
the breach is capable of remedy) within 14 days of written request; or

(c) the Supplier becomes insolvent or makes any voluntary arrangement with its creditors or (being an
individual or corporate entity) becomes subject to an administration order or goes into liquidation or the
Supplier ceases, or threatens to cease, to carry on business; or

(d) the Customer reasonably believes that any of the events mentioned above in sub-sections (a) through
(c) is about to occur in relation to the Supplier and notifies the Supplier accordingly; or
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(e) the Customer reasonably believes that continuing contractual relations with the Supplier may
damage the reputation of the Customer; or

(f) the Customer reasonably believes that the Supplier has or is engaged in corrupt, fraudulent, collusive
or coercive practices.

7.3 Termination of the Contract shall not affect Conditions 2.2, 4.2(a), 4.4,4.5,4.6,5,8,9, 12, 13, 14, and
16.7 which shall continue without limit in time. Termination of the Contract shall not affect any rights,
liabilities or remedies arising under the Contract prior to such termination.

8. Customer’s Name, Branding and Logo

The Supplier shall not use the Customer’'s name, branding or logo other than in accordance with the
Customer’s written instructions or authorization.

9. The Supplier’'s Warranties
9.1 The Supplier warrants to the Customer that:

(a) the Services will be performed by appropriately qualified and trained personnel, with the
best care, skill and diligence and to such high standards of quality as it is reasonable for the Customer to
expect in all the circumstances;

(b) it has all authorisations from all relevant third parties to enable it to supply the Services
without infringing any applicable law, regulation, code or practice or any third party’s rights and has all
necessary internal authorisations to approve the execution and performance under the Contract and will
produce evidence of that action to the Customer on its request;

(c) it will ensure that the Customer is made aware of all relevant requirements of any applicable
law, regulation or code of practice which applies or is relevant to the supply of the Services to the Customer;

(d) information in written or electronic format supplied by, or on behalf of, the Supplier to the
Customer at any stage during the tender process, the negotiation process, the due diligence process or the
term of the Contract was complete and accurate in all material respects at the time it was supplied, and any
amendments or changes to the previously supplied information will be provided to the Customer without
delay;

(e) it will not and will procure that none of its employees will accept any commission, gift,
inducement or other financial benefit from any supplier or potential supplier of the Customer;

(f) none of its directors or officers or any of the employees of the Supplier has any interest in
any supplier or potential supplier of the Customer or is a party to, or are otherwise interested in, any
transaction or arrangement with the Customer; and

9.2 In case of any situation constituting or likely to lead to a breach of awarranty in Clause 9.1 during the
term of this Contract, the Supplier shall:

(a) notify the Customer in writing and without delay of such breach; and
(b) take all necessary steps to rectify this situation.

The Customer reserves the right to verify that the measures taken are appropriate and to request additional
steps are taken with a specified time period. Failure to implement the requested measures may lead to the
termination of the Contract. These rights are without prejudice to the Customer’s rights in Clause 9.1

10. Re-tendering

The Supplier undertakes to fully co-operate with the Customer in relation to any tender process which may,
at the option of the Customer, be carried out at any time in relation to the supply of any of the Services.

11. Insurance
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During the term of the Contract, the Supplier shall maintain in force, with a reputable insurance company,
professional indemnity insurance, product liability insurance and public liability insurance to cover such
heads of liability as may arise under or in connection with the Contract, and shall, on the Customer's request,
produce both the insurance certificate giving details of cover and the receipt for the current year's premium
in respect of each insurance.

12. Confidentiality

A party (Receiving Party) shall keep in strict confidence all technical or commercial know-how, Specifications,
inventions, processes or initiatives which are of a confidential nature and have been disclosed to, or otherwise
obtained by, the Receiving Party by the other party (Disclosing Party), its employees, agents or
subcontractors, and any other confidential information concerning the Disclosing Party's business or its
products or its services which the Receiving Party may obtain (the Confidential Information). The Receiving
Party shall restrict disclosure of such Confidential Information to such of its employees, agents or
subcontractors as need to know it for the purpose of discharging the Receiving Party's obligations under the
Contract, and shall ensure that such employees, agents or subcontractors are subject to obligations of
confidentiality corresponding to those which bind the Receiving Party.

13. Customer property

The Supplier acknowledges that all materials, equipment and tools, drawings, Specifications, and data
supplied by the Customer to the Supplier (Customer Materials) and all rights in the Customer Materials are
and shall remain the exclusive property of the Customer. The Supplier shall keep the Customer Materials in
safe custody at its own risk, maintain them in good condition until returned to the Customer, and not dispose
or use the same other than in accordance with the Customer's written instructions or authorisation.

14. Notices

14.1  Any notice under or in connection with the Contract shall be given in writing to the address specified
in the Agreement or to such other address as shall be notified from time to time in accordance with this
Condition and shall be sent by prepaid first-class post, recorded delivery, e-mail, fax or by commercial courier.
All notices sent internationally shall be sent by courier or e-mail.

14.2  Any notice shall be deemed to have been duly received if sent by prepaid first-class post or recorded
delivery, on the second day after posting, or if delivered by commercial courier, on the date that the courier's
delivery receipt is signed.

14.3  This Condition 14 shall not apply to the service of any proceedings or other documents in any legal
action. For the purposes of this Condition, writing shall include e-mails and faxes.

15. Force majeure

15.1  Neither party shall be liable for any failure or delay in performing its obligations under the Contract
to the extent that such failure or delay is caused by a Force Majeure Event provided that the Supplier shall
use best endeavours to cure such Force Majeure Event and resume performance under the Contract.

15.2 A Force Majeure Event means any event beyond a party's reasonable control, which by its nature
could not have been foreseen, or, if it could have been foreseen, was unavoidable, including strikes, lock-outs
or other industrial disputes (whether involving its own workforce or a third party's), acts of God, war,
terrorism, riot, civilcommotion, interference by civil or military authorities, armed conflict, malicious damage,
nuclear, chemical or biological contamination, sonic boom, explosions, collapse of building structures, fires,
floods, storms, earthquakes, loss at sea, epidemics or similar events, natural disasters, or extreme adverse
weather conditions.

15.3  If any events or circumstances prevent the Supplier from carrying out its obligations under the
Contract for a continuous period of more than 14 days, the Customer may terminate the Contract
immediately by giving written notice to the Supplier.

16. General
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(a) The Customer may at any time assign, transfer, charge, subcontract, novate or deal in any other
manner with any or all of its rights or obligations under the Contract.

16.1  Assignment and subcontracting:

(b) The Supplier may not assign, transfer, charge, subcontract, novate or deal in any other manner with
any or all of its rights or obligations under the Contract without the Customer's prior written consent.

16.2 Severance:

(a) If any court or competent authority finds that any provision of the Contract (or part of any provision)
isinvalid, illegal or unenforceable, that provision or part-provision shall, to the extent required, be deemed to
be deleted, and the validity and enforceability of the other provisions of the Contract shall not be affected.

(b) If any invalid, unenforceable or illegal provision of the Contract would be valid, enforceable and legal
if some part of it were deleted, the provision shall apply with the minimum modification necessary to make it
legal, valid and enforceable.

16.3  Waiver and cumulative remedies:

(a) No waiver of any right or remedy under the Contract shall be effective unless it is in writing and
signed by both parties. No failure or delay by a party in exercising any right or remedy under the Contract or
by law shall constitute a waiver of that or any other right or remedy, nor preclude or restrict its further
exercise. No single or partial exercise of such right or remedy shall preclude or restrict the further exercise
of that or any other right or remedy.

(b) Unless specifically provided otherwise, rights arising under the Contract are cumulative and do not
exclude rights provided by law.

16.4  No partnership: Nothing in the Contract is intended to, or shall be deemed to, constitute a
partnership or joint venture of any kind between the parties, nor constitute any party the agent of another
party for any purpose. No party shall have authority to act as agent for, or to bind, the other party in any way.

16.5  Third party rights: A person who is not a party to the Contract shall not have any rights under or in
connection with it.

16.6  Variation: Except as set out in these Conditions, any variation to the Contract, including the
introduction of any additional terms and conditions, shall only be binding when agreed in writing and signed
by the Customer. The Customer reserves the right to conduct a formal review of the Contract after 12
months. For the avoidance of doubt, no terms and conditions produced by the Supplier, including, but not
limited to, those forming part of the Supplier’s quotation, shall supersede and take precedence over these
Conditions and the Contract.

16.7  Governing law and jurisdiction: The Contract shall be governed by and construed in accordance with
English law. The parties irrevocably submit to the exclusive jurisdiction of the courts of England and Wales to
settle any dispute or claim arising out of or in connection with the Contract or its subject matter or formation
(including non-contractual disputes or claims).



