
MINISTRY OF HEALTH & FAMILY WELFARE

National AIDS Controt Organization

BID Document

for

Hiring of Agency for Setting up, Managing and Operating
the National Toll Free AIDS Helpline - 1097 through Government e Marketplace

(GeM) Portal

17-12-2021
NOTICE

NACO has published the BID on Government e Marketplace (GeM) portalfor hiring of
agency for setting up, managing and operating the National Toll Free AIDS Helpline -
1097. The BID number is GEM/202118,11764921dated 15-12-2021.

The BID documents are enclosed and can be seen on the GeM portal
(www.gem.gov.in) as well as from NACO website (www.naco.qov.in/about-

us/procurement). The BID end date is 14-01-2022 which is 30 days from the date of
its publication. The date sheet is as under:

S.No. Description Date & Time
1 Publishing Date 15-12-2021, 12:00:00

2 Pre-BID meeting 22-12-2021, 15:00:00

2 BID End Dateffime 14-01-2022, 12:00:00

3 BID Opening Date/Time 14-01-2022, 12:30:00

The venue of the pre-bid meeting is Nationa! AIDS Control Organization (NACO), 9th

Floor, Chandralok Building, 36-Janpath, New Delhi - 110001.

(H.R.Rana)

Under Secretary to the Government of lndia

Encl: BID documents



Bid Details

Bid End Date/Time 14-01-2022 12:00:00

Bid Opening Date/Time 14-01-2022 12:30:00

Bid Life Cycle (From Publish Date) 90 (Days)

Bid Offer Validity (From End Date) 60 (Days)

Ministry/State Name Ministry Of Health And Family Welfare

Department Name Department Of Health And Family Welfare

Organisation Name N/a

Office Name National Aids Control Organization

Item Category Custom Bid for Services - NATIONAL TOLL FREE AIDS
HELPLINE 1097()

Contract Period  2 Year(s)

Minimum Average Annual Turnover of the
Bidder 132 Lakh (s)

Years of Past Experience required 3 Year (s)

Past Experience of Similar Services
required Yes

MSE Exemption for Years of Experience and
Turnover No

Startup Exemption for Years of Experience
and Turnover No

SHG Exemption for Years of Experience and
Turnover No

Document required from seller

Experience Criteria,Bidder Turnover,Certificate (Requested
in ATC),OEM Annual Turnover,Additional Doc 1 (Requested
in ATC),Additional Doc 2 (Requested in ATC),Additional Doc
3 (Requested in ATC),Additional Doc 4 (Requested in ATC)
*In case any bidder is seeking exemption from Experience /
Turnover Criteria, the supporting documents to prove his
eligibility for exemption must be uploaded for evaluation by
the buyer

Bid to RA enabled No

Time allowed for Technical Clarifications
during technical evaluation 7 Days

Evaluation Method Total value wise evaluation

Financial Document Indicating Price
Breakup Required Yes

 

Bid Number: GEM/2021/B/1764921
Dated: 15-12-2021

Bid Document

EMD Detail
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Required No

ePBG Detail

Advisory Bank State Bank of India

ePBG Percentage(%) 3.00

Duration of ePBG required (Months). 26

(a). EMD & Performance security should be in favour of Beneficiary, wherever it is applicable. 

Beneficiary: 
Pay and Account Officer
National AIDS Control Organization, Department of Health and Family Welfare, N/A, Ministry of Health and Family
Welfare
(The Pay And Account Officer Sectt. Ministry Of Health And Family Welfare)

Splitting

Bid splitting not applied.

1. The minimum average annual financial turnover of the bidder during the last three years, ending on 31st
March of the previous financial year, should be as indicated above in the bid document. Documentary evidence in
the form of certified Audited Balance Sheets of relevant periods or a certificate from the Chartered Accountant /
Cost Accountant indicating the turnover details for the relevant period shall be uploaded with the bid. In case the
date of constitution / incorporation of the bidder is less than 3-year-old, the average turnover in respect of the
completed financial years after the date of constitution shall be taken into account for this criteria. 
2. Years of Past Experience required: The bidder must have experience for number of years as indicated above in
bid data sheet (ending month of March prior to the bid opening) of providing similar type of services to any
Central / State Govt Organization / PSU / Public Listed Company. Copies of relevant contracts / orders to be
uploaded along with bid in support of having provided services during each of the Financial year. 
3. Estimated Bid Value indicated above is being declared solely for the purpose of guidance on EMD amount and
for determining the Eligibility Criteria related to Turn Over, Past Performance and Project / Past Experience etc.
This has no relevance or bearing on the price to be quoted by the bidders and is also not going to have any
impact on bid participation. Also this is not going to be used as a criteria in determining reasonableness of
quoted prices which would be determined by the buyer based on its own assessment of reasonableness and
based on competitive prices received in Bid / RA process. 
4. Past Experience of Similar Services: The Bidder must have successfully executed / completed at least one
single order of 80 % of the Estimated Bid Value or 2 orders each of 50 % of the Estimated Bid Value or 3 orders
each of 40 % of the Estimated Bid Value for similar service(s) in last three years to any Central / State Govt
Organization / PSU / Public Listed Company. Copies of contracts / work orders and documentary evidence of
successful execution / completion in support of Past Experience of Similar Services along with names, address
and contact details of clients shall be uploaded with the bid for verification by the Buyer. 

Additional Qualification/Data Required

Scope of Work:1639547301.pdf

Service Level Agreement (SLA):1639547305.pdf

Payment Terms:1639547306.pdf

Project Experience and Qualifying Criteria Requirement:1639547319.pdf

GEM Availability Report ( GAR):1639547323.pdf
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https://bidplus.gem.gov.in/resources/upload2/DecQ421/bidding/biddoc/bid-2946650/1639547301.pdf
https://bidplus.gem.gov.in/resources/upload2/DecQ421/bidding/biddoc/bid-2946650/1639547305.pdf
https://bidplus.gem.gov.in/resources/upload2/DecQ421/bidding/biddoc/bid-2946650/1639547306.pdf
https://bidplus.gem.gov.in/resources/upload2/DecQ421/bidding/biddoc/bid-2946650/1639547319.pdf
https://bidplus.gem.gov.in/resources/upload2/DecQ421/bidding/biddoc/bid-2946650/1639547323.pdf


Instruction To Bidder:1639547336.pdf

Pre Qualification Criteria ( PQC ) etc if any required:1639547426.pdf

Special Terms and Conditions (STC) of the Contract:1639547438.pdf

Quantifiable Specification / Standards of The Service/ BOQ:1639547469.pdf

Penalties:1639547482.pdf

Educational Qualification including Profile of SME/Consultants /Professional Resources /Technical
Resources if they are part of Project .:1639547496.pdf

QCBS Doucment elaborating detailed QCBS Crieteria pertaining to Services / Project Procurement if
any as per applicable norms:1639547510.pdf

Buyers are requested to upload the format for price breakup of the lumpsum offering to be provided
by the service provider (Please provide the format if financial upload required is selected as "Yes"
while creating Bid):1639547518.pdf

This Bid is based on Quality & Cost Based Selelction (QCBS) . The technical qualification parameters
are :-

Parameter Name Max Marks Cutoff Marks Qualification Methodology
Document

Combined Technical & Financial
Score (CTFS) with weightage 100 70 View File

Total Minimum Qualifying Marks for Technical Score: 70

QCBS Weightage(Technical:Financial):30:70

Presentation Venue:National AIDS Control Organization, 9th Floor, Chandralok Building, 36-Janpath, New Delhi
- 110001

Pre Bid Detail(s)

Pre-Bid Date and Time Pre-Bid Venue

22-12-2021 11:00:00 National AIDS Control Organization, 9th Floor, Chandralok Building, 36-
Janpath, New Delhi - 110001

Custom Bid For Services - NATIONAL TOLL FREE AIDS HELPLINE 1097 ( 1 )

Technical Specifications

Specification Values

Core

Description /Nomenclature of Service Proposed for procurement using
custom bid functionality

NATIONAL TOLL FREE AIDS
HELPLINE 1097

Regulatory/ Statutory Compliance of Service YES

Compliance of Service to SOW, STC, SLA etc YES

Addon(s)

Additional Specification Documents
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https://bidplus.gem.gov.in/resources/upload2/DecQ421/bidding/biddoc/bid-2946650/1639547336.pdf
https://bidplus.gem.gov.in/resources/upload2/DecQ421/bidding/biddoc/bid-2946650/1639547426.pdf
https://bidplus.gem.gov.in/resources/upload2/DecQ421/bidding/biddoc/bid-2946650/1639547438.pdf
https://bidplus.gem.gov.in/resources/upload2/DecQ421/bidding/biddoc/bid-2946650/1639547469.pdf
https://bidplus.gem.gov.in/resources/upload2/DecQ421/bidding/biddoc/bid-2946650/1639547482.pdf
https://bidplus.gem.gov.in/resources/upload2/DecQ421/bidding/biddoc/bid-2946650/1639547496.pdf
https://bidplus.gem.gov.in/resources/upload2/DecQ421/bidding/biddoc/bid-2946650/1639547510.pdf
https://bidplus.gem.gov.in/resources/upload2/DecQ421/bidding/biddoc/bid-2946650/1639547518.pdf
https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/2946650/16395479246654.pdf


Consignees/Reporting Officer and Quantity

S.No. Consignee/Reporti
ng Officer Address

Quantity of
Procurement

( to be
chosen 1 in

all
circumstance

s)

Additional
Requirement

1 Harsh Raj Rana
110001,6 & 9th Floor,
Chandralok Building, 36,
Janpath, New Delhi

1 N/A

Buyer Added Bid Specific Terms and Conditions
1. Certificates

Bidder's offer is liable to be rejected if they don't upload any of the certificates / documents sought in the
Bid document, ATC and Corrigendum if any.

Disclaimer
The additional terms and conditions have been incorporated by the Buyer after approval of the Competent
Authority in Buyer Organization. Buyer organization is solely responsible for the impact of these clauses on the
bidding process, its outcome and consequences thereof including any eccentricity / restriction arising in the
bidding process due to these ATCs and due to modification of technical specification and / or terms and
conditions governing the bid. Any clause incorporated by the Buyer such as demanding Tender Sample,
incorporating any clause against the MSME policy and Preference to make in India Policy, mandating any Brand
names or Foreign Certification, changing the default time period for Acceptance of material or payment timeline
governed by OM of Department of Expenditure shall be null and void and would not be considered part of bid.
Further any reference of conditions published on any external site or reference to external documents / clauses
shall also be null and void. If any seller has any objection / grievance against these additional clauses or
otherwise on any aspect of this bid, they can raise their representation against the same by using the
Representation window provided in the bid details field in Seller dashboard after logging in as a seller within 4
days of bid publication on GeM. Buyer is duty bound to reply to all such representations and would not be
allowed to open bids if he fails to reply to such representations.

This Bid is governed by the General Terms and Conditions, conditons stipulated in Bid and Service Level
Agreement specific to this Service as provided in the Marketplace. However in case if any condition specified in

General Terms and Conditions is contradicted by the conditions stipulated in Service Level Agreement, then it will
over ride the conditions in the General Terms and Conditions.

In terms of GeM GTC clause 26 regarding Restrictions on procurement from a bidder of a country which shares a land border with India, any bidder from a country which
shares a land border with India will be eligible to bid in this tender only if the bidder is registered with the Competent Authority. While participating in bid, Bidder has to
undertake compliance of this and any false declaration and non-compliance of this would be a ground for immediate termination of the contract and further legal action
in accordance with the laws.

---Thank You---
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https://gem.gov.in/termsCondition
https://bidplus.gem.gov.in/bidding/bid/bidsla/8682746222500


 

   

 

  Bid Number: GEM/2021/B/1764921
Dated: 17-12-2021

  

Bid Corrigendum

GEM/2021/B/1764921-C2

 

Pre Bid Detail(s)

Pre-Bid Date and Time Pre-Bid Venue

22-12-2021 15:00:00 National AIDS Control Organization, 9th Floor, Chandralok Building,
36-Janpath, New Delhi - 110001

*This document shall overwrite all previous versions of Pre Bid parameters.

This Bid is also governed by the General Terms and Conditions

Powered by TCPDF (www.tcpdf.org)
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National AlDS Control Orqanisation
lndia's Voice against AIDS

Ministry of Health & Family Welfar€, Govarnment ol lndia
www.naco.gov.in

Service Level Agreement

.fo,

Setting up, managing and operating

the lVattonal Toll Free AIDS Helpline - l0g7

(
',,tt.) t1 4 tl.,.in l,:,t.,,'ll.'f ,

Ruler: Seryice Proyider:

Country: India

Signed on: .... /.... /
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TIST OF ACRONYMS:

NACO

Ministry of Health & Family Welfare

Human lmmunodeficiency Virus

AIDS Acquired lmmune Deliciency Syndrome

Children Ljving with HIV

TB Tu berculosis

STls Sexually Transmitted lnfections

ART Anti-Retroviral Therapy

rcTc

DSRC

CRM

CRMS Customer Relationship Management
Software
Automatic Call Distributor

lntegrated Voice Response System

5MS Short Message Service

PRI Primary Rate lnterface

cl
DNIS Dialed Number ldentification Service

ANI

cLr CallinB Line ldentification

UI User lnterface

TAT Turn Around Time

KMP Knowledge Management Portal

TNA Training Need Analysis

FTE Full Time Equivalent

ASA Average Speed of Answer

AHT Average Handle Time

RPC Remote Procedure Call

F5W Female sex Worker

Men having sex with men

TG

IDU lnjecting Drug Users

CCE Call Centre Executive

CLI Calling Line ldentification

Automatic Number ldentification

Dialed Number ldentification Service

SMSE Short Messaging Service Engine

v-*ry $t/ Page 3 of 24

National AIDS Control Organization

lvoHrw

lcLHrv

lntegrated Counselling & Testing Centre

Designated STI/RII Clinic

Customer Relationship Management

ACD

IVRS

Computer Telephony lntegration

Automatic N u mber ldentification

OJT On.Job Training

MSM

Transgender

ANI

DNIS

..L



1. OVERVIEW:

1.1 The Agreement represents a Service Level Agreement 1'SLA' or 'Agreement') between the buyer

lNotionolAlDS Control Orgonizotionl and the service provider (agency).

1.2 The purpose of this agreement is to facilitate Call Centre Services at the regions/locations/sites as per

buyer's requirement. The agency would provide the required machineries and personnel as per the

requirements of the buyer.

1.3 Agreement outlines the scope of work, service requirement, stakeholders' obli8ations and the terms

and conditions of all services covered as they are mutually understood by the stakeholders.

1.4 Agreement remains valid untilsuperseded by a revised agreement mutually endorsed by both the buyer

and the seryice provider.

2. CONTRACT COMMITMENT & PERFORMANCE SECURITY DEPOSIT:

2.1 National AIDS Control Organization (NACO), Ministry of Health and Family Welfare (MoHFW),

Government of lndia is willing to roll out BID for selecting Call Centre Service Provider for setting up,

operating and managing National Toll-Free AIDS Helpline 1097 operations with minimum of 51 seats to

be placed across 04 (four) locations/regions (East, West, North & south) in the country. NACO intends

that the contract shall be for a period of 02 (two) years. Validity can be further extended on satisfactory

performance on evaluation and/or on need basis, based on request and on mutually agreed terms and

conditions.

2.2 The successful bidder has to furnish 03% ofthe awarded contract valuc as Performance Security Deposit.

(Please refer Anrexure- 4)

3. OBJECTIVE:

The key objective of this project is to set up call centre as a one-stop solution for all the citizens of lndia to

obtain comprehensive information on HIV&AlDS, counselling services, information directory/referral service,

grievance redressal (complaints) & feedback escalation, operating 24x7, throughout the year. The call centre

should support both in-bound and out-bound calling services. The call centre has to be accessible through

toll free four-digit short code "1097" which can be reached from any mobile/landline pan lndia.

4. CAtt CE NTR E REQUIREMENT:

4.1 The call centre should be managed offsite (at the service provider's premises) with manpower placed

in hub and spoke model serving all locations/regions {East, West, North, South) in the country

4.2 The service provider will have to operate at optimum capacity for handlingcalls.

4.3 The expected average monthly number of inbound & outbound calls in a month is about 40,000 to

60,000 calls. lt is also expected that, with awareness generation, communication and programme

expansion, number of the calls may increase in the inbound and outbound both.

4.4 The expected no. of calls is only indicative and may actually vary during the course of

implementation/contract period.

4.5 Helpline to support minimum of 14 regional languages in addition to Hindi & English. Other languages

may be added in due course of time as per programme need.

4.6 The key stakeholders ofthe helpline services will begeneral population, people livingwith HlV, health

workers, facility staff (ARTC, lCfC, DSRC etc.), high risk groups (FsW, MSM, TG, lDUs, Truckers, Migrants),

children living with HlV.

4.7 The service provider shall build a FAQ database/knowledge bank and step by step workflow for day to

day operations and for any special cases. The service provider shall be required to provide and update

knowledge base and FAQ database in regular intervals during the contract period.

4.8 The service provider should be able to auto-compile call volume data and provide reports:

a) Reports with call volume and break up of calls on regular and time to time basis.

b) Type of grievance/queries/demand/analysis

't- v*_v- k-2-' 1;g,}/ PaEe 4 of 24



5. SCOPE OF SERVICE:

S.No. Head Servlces

5.1 lnformation on HIV/AIDS d)

e)

f)

c)
h)

Provide general information on HtV/AIDS
Causes of HIV lnfection
Prevention of HIV/A|DS (modes and non-modes of HtV
transmission)
lnformation on food and nutrition aspects
Social protection schemes

Opportunistic infectlons of HtV/AtDS
lnformation on HIV TB Co-infection and STI infection
Lifestyle and risk behavior

a)

b)

c)

5.2 Counseling

5.3 Referral

Counseling to address the issues of HIV related stigma,
discrimination, mental health and suicidal tendencies.
Counselling on associated health issues with HtV like TB

,STl etc.

Details of ICTCS, ART centers, TB Centre, DSRC Centres etc.,
ported in the call center application to provide the referral
services to the callers by an SMS.

a)

b)

5.4

Feedback or complaint on any specific incidents which led to
dissatisfaction at ICTC Centres, ART centers, DSRC etc. Service
provider to create and manage an email-based online
rievance redressal portal for the hel pline

5.5 Feedback

Gather feedback on the quality of the service rendered on the
call (this would be at the end of the conversation with the
counsellor, where the call will be transferred to the |VRS and
the automated voicc response system will ask a few questions
and the caller can enter the feedback on the system through
dialling numbers on the phone.

Provide the above
services in 16 languages

Services to be provided in 16 languages viz., Hindi, English,
Telugu, Kannada, Marathi, Tamil, Assamese, Bengali, Gujarati,

anipuri, Khasi, NagameseMalayalam, Pun abi, Odia, Mizo, M

5.7 Setting up of Data Centre
Setting up and managing of Data Centre with features such as
scalability, modularity, flexibility, reliability, ensuring data
security and continuit y of the service

5.8

Development of web-
enabled, open-source
CRM, Automatic Call

Distributor, Integrated
Voice Response System,
Knowledge Management
System

Manpower to manage
the helpline, 24 hours a
day,7 da s a week

Service Provider need to develop & deploy, tested and proven
open source CRM solution which includes Automatic Call
Distributor, lntegrated Voice Response System, and
Knowledge Management System.

5.10

Training the manpower
for enabling them to
handle incoming and
outbound calls

Training (lnduction and refresher) the manpower on soft
skills, clinical domain and application.

I
Page 5 of 24

Complaints/Grievance
Redressal

5.6

5.9 Deployment of qualified manpower as prescribed in
A!!EU!9:! for seamless operations.
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Head Services

personnel

Providing managerial and

supervisory support to
operate the helpline

Availability of senior management for mentoring &

monitoring of the project.

A clinical domain team comprising of experienced MBBS

doctors and Specialists (General Medicine, Obstetrician,
Gynecologists, Paediatricians, Public Health experts,

Surgeons) has to be on board to actively drive clinical

component of the call centre and closely monitor all clinical

aspects for effective service delivery

5.12

Provide a transition plan

and conduct the
transition of the data
centre to NACO at the
end of operations

All the processes of the call centre to be transitioned and

operationalized to NACO at the end of the contract.

lntegration with existing
lT applications to track
the adherence of
ART/other applications
as per buyer
requirement

Helpline software application to have feasibility for
integration with other applications as per buyer's

requirement.

Note: Above mentioned scope is indicotive only. More services moy be included with mutuol understonding

between buyer ond the service provider os per the need.

6. WORKING HOU RS:

National Toll-Free AIDS Helpline -1097 Call Centre Working Hours are as follows

a) lnbound:

Operations window: 24 x 7

Days: All the days of week. All days of the year

b) Outbound:

Operations window: 9 A.M to 6 P.M

Days: All the days of week. All days of the year

1 .1.

7.2

Call Centre related database should be created & maintained by the service provider by including all

tickets & all interactions with the caller in all forms.

The service provider shall haveprovisionforlTsetupinaminimumoffourlocations/regions(East,west,
North, South) so that they can cater to the entire lndia.

The service provider shall create proper infrastructure for effective functioning of the services.

Service provider shall provide new equipment like: telephone and required computer with latest

specifications of hardware/software with data/voice to the CCE for responding to the callers (not prior

to year 2019).

Service provider shall have provision of call lo8ging which should be possible through multiple channels

i.e., phone,email, SMS and web forms, website, social media etc.

1.3

7.4

1.5

Pagc 6 of 24

S.No.

Service Provider must have experienced in-house personnel

to conduct trainings on various skills required for call center

5.11

5.13

7. PROVISION ING OF INFRASTRUCTURE:
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employees

Page 7 of 24

7.6 Provision of lnteractive Voice Response System (IVRS) options for callers. Development of IVRS as per
theuser requirement and as instructed by buyer from time to time.

7.7 Provision of CRMS /E-mail system/ ACD/ CMS/ Grievance management system with workflow.
7.8 should be able to offer multilingual support in English, Hindi and minimum of 14 regional tndian

languages as per the need of buyer to serve callers from different parts of the country.
7.9 service provider shall manage the toll-free number/short code - 1097 which is already assigned by the

Department of Telecommunications, Government of rndia to the buyer as category-1; service (i.e.,
mandatory service to be provided by all the access providers). copy of the order No. i.6-3/20i,1,-
AS.llllvol-ll(Part)/40/1159 dated 29.10.2014 of the Depa rtment of Telecom m u n ications is at Annexure
2. On the basis of the order, BSNL wlth letter no.3-7/2O74-PHI dated 20.11.2014 (Annexure-3. has
communicated to all public and private operators to open short code 1097 and route it to BSNL.

7.10 Service provider needs to establish a reasonably efficient system of handling calls and manage the toll-
free number for incoming and outbound calls as per the location/language/skill set rules defined to the
respective site of operations. service provider should co-ordinate with buyer, concerned departments,
telecom service providers and ensure that the toll-free num ber is accessible from anywhere in lndia and
from any network in the country. Caller should be able to dial and reach this toll,free number from any
mobile as well as from any landline phone in the country.

7.11 The PRI lines are already assiSned to the buyer. service provider needs to arrange the pRl circuits and
required hardware to function on its own cost and manage and coordinate if required, with the
respective telecom provider for any related issues.

7.12 Usage of industry standard call-centre solution for lodging the calls/auto response/follow-up as agreed
upon by the service provider and user.

7.13 service provider should have a business continuity in place to ensure uninterrupted services even in
extra-ordinary circumstances.

7.14 Other lnfra setup:

i. Air Conditioning: Complete office should be air,conditioned.
ii. Backup: Service provider needs to ensure that required back up is in place for uninterrupted

electricity and internet services.

iii. Lighting Levels: Adequate lighting levels need to be provided at all the sites for manpower.
iv. Conference Rooms: Service provider shall ensure dedicated conference and meeting room is

available with modern amenities for each site for the Call Centre operations.
v. Locker: Service provider shall providc adequate locker facilities for the employees to keep their

mobile phones in the premises during the time of operations as the mobile phones are not allowed
at operations floor. Only authorized person shall have the permission to carry mobiles on floor.

vi. Cafeteria-cum-Pantry: Must be within the premises. Adequate space need to be provided forall
employees with facility of food/snacks/tea and beverages.

vii. Fire and safety: Service provider shall have fire and safety provisions as per relevant local laws and
alternate exit point in case of emergency.

viii. Training Rooms and equipment: Training rooms should be equipped with projector, computer and
internet.

ix. Facility: Physical partition would be required if the floor plate is shared. Only authorjzed personnel
should be able to visit with access based door in the area.

x. Trespassing: No passer-by from other processes shall be allowed in the area, only authorized persons
with identity-based access should be allowed.

xi. Reception cum security Desk: preferabry, there shourd be onry one point of entry and exit for the
staff to the premises. The staff need to pass through the reception desk.

xii Transport facilities: The facility/centre should be either easily accessible through public transport or
the service provider shall provide transport facilities for pickup and drop as per the shift of its
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x t Scalability: Service provide shall ensure that allthe sites should have enough space for catering any

future expansion plan at the same sites.

8. MONITORING:

9, REPORTING & AN ATYTICS:

9.1 Service provider shall try to automate all the regular reports required by the buyer with the web access

login and password to the buyer for extracting the said reports for any period during the contract

timelines.

9.2 The below data points must be provided by the service provider to the buyer either with web-based

interface in realtime or as and when required in shape of reports as desired and in the frequency

instructed by the buyer:

a. The service provider would submit daily reports ofthe inbound/outbound calls, number of calls

which could not be serviced, with reason and other routine reports like open/closed calls,

escalation, reminders, call-back etc.

b. The Call Centre solution shall provide for extensive reporting capabilities. The user interface for

reporting tools shall be online.

c. The system shall generate various statistical reports (hourly, daily, weekly, monthly), based on

call completion of agents/groups.

d. The service provider sha ll provide adva nced a na lytics a nd dash boards on periodic (da ily, weekly,

monthly, quarterly,yearly) as and when required by the buyer.

9.3 An indicative list of reports needed to be supported includes

A. Monthly reporting:

Detailed reports of the below mentioned cateSories need to be published on monthly basis

1. Average Call Response Time/ Average Speed of Answer (ASA)

2. Average Handle Time (AHT) lnbound

3. Average Handle Time (AHT) Outbound

4. Abandoned Call Rate (%)

5. call quality Score

6. IVRS updating time

7. New report generation/ change in existing report

B. IVRS Reports:

Service provider shall make available various reports of IVRS based on data generated during

its operation including but not limited to:
1. Number of calls taken by the system daily, weekly, fortnightly, monthly, quarterly,

half yearly and annually.
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8.1 Thebuyer's monitoringteam, external &internal auditorswill periodicallyinspectthefunctioningofCall

Centre.

8.2 The monitoring team should be able to talk to the Call Centre Executive and review all the sub sYstems

and records of the service.

8.3 Additionally, itshould be made possible for buyerto remotely monitor performance on all SLAS/KPls and

also of all the applications provided in the system by designated Call Centre Supervisor or Call Centre in

charge from the service provider and in-charge officer in the buyer's organization.
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2. Summary of calls by query, service, time
3. Average time spent by callers in IVR tree before being transferred to agent
4. Call handling time on IVRS for various queries, servjces
5. Percentage of calls abandoned in the IVR

6. Percentage of calls disconnected along with reason
7. Calltree level wise abandon percentage

8. Peak call volumes by time intervals, date, etc.

9. Any other reports as requested by the buyer time to time

C. lnbound:

1. Call volume projections report
2- Average time taken to answer the call for calls serviced through Agents, IVRS.
3. Average time in queue for each type of service
4. Maximum time in queue for each type ofservice
5. Average Speed of Answer

6. Service Level percentage

7. Calls Offered

8. Calls Answered (Short answer + long answer)
9. Abandoned Call (Short abandon + long abandoned)
1.0. Total Talk Time

11. Average Talk Time

12. Total Hold Time

13. Average Hold Time

14. Total Handle Time

15. Average Handle Time
16. Wait in Queue time
17. Longest Delay Before Answered

18. Hourly and half hourly callflow report
19. Efficiency of each agent / agent group etc.
20. Total number of calls landed in the system, offered to the agents, answered by the

agents within norms, abandoned by the caller, for a given user defined period,
21. Average and total number of calls in a queue.

22. Average and total number of unanswered calls.

23. Agent Activity Reports, both realtime and historical.
24. Average and total nu m ber of free agents.
25. Average and total call duration for different agents/groups.
26. Average and total queuing time
27. System shallsupport call by-call reporting
28. Th e above reports shou ld be available site wise, circle wise, la nguage wise, state wise

and district wise cumulative or as desired by the buyer.
29- CRMS reports of dispositions and its analysis in desired format and frequency by the

buyer.

30. Any other reports as requested by the buyer time to time

D. Outbound

out bound process must have avairabirity of preview diaring (manuar excer and cRMs data
upload both).outbound process must have availability of predictive dlaling. Below data points
should be available:

Page 9 of 24
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1. Data usage reports

2. Call Connectivity status and percentage of total dialled

3. Right Party Contact out of total Spoken

4. Detail description and analysis of the RPC (Remote Procedure call) calls, spoken

analysis and overall success reports

5. Agent productivity reports - process wise based on metrics given by buyer

6. Outbound CallVolume

7. outbound Call Duration

8. Average Delay Before Abandon

9. Longest Delay Before Abandon

10. After Call Work (Wrap Up)

11. Calls Offered

12. calls Handled

L3. Abandoned Call Rate

14. Total Talk Time Average Talk Time

15. Total Hold Time

16. Average Hold Time

17. Total Handle Time

18. Average Handle Time

19. The a bove reports shou ld be available site wise, circle wise, languagewise, statewise

and district wise cumulative, or as desired by the buyer

20. CRMS reports ofdispositions and its analysis in desired format and frequency by the

buyer.

21. Any other reports as requested by the buyer time to time

E. Other reports:

1. Grievance management reports- As per the design shared and updated by the buyer

time to time.

2. Root cause analysis of most frequent (e.g. Top 10) queries/complaints

3. Analysis of complaints/grievances with longest turnaround time

4. The reporting tool shall include a designer module that allows designing of new

reports as well as for customizing existing reports.

5. The reporting tool shall be capable of exporting report details into various formats

such as spreadsheets and word processors.

5. Historical reports shall be available for agents, skills, trunk groups etc., on daily,

weekly, monthly, quarterly andyearly basis.

7. Agent Hours Report (Daily)

8. Agent utilization reports

9. Staffing Distribution Report

10. Biometric report with credentials (Monthly)

11. CCElAgents attrition reports (Monthly)

12. Agents' daily attendance report for all the processes against the Rostered and

Allocated agents(Daily)

13. Any other reports as requested by the buyer time to time

10. INTERACTIVE VOICE RESPONSE SYSTEM (IVRS)r

10.1 The service provider shall implement the language based IVR solution. lt is proposed to divide all the

telecom circles based on language and route the call directly to the language agent (Origin based routing

Mechanism) divided between all the sites of operation.
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10-2 Specific requirement with the proposed setup of tVR:

a) lf a person from a given telecom circle calls, the call should land to the respective tVR and the person
should listen to only given set of language options to select and talk to his language agent.

b) IVR wise language skill set, and respective telecom circle would be decided by NACO and should be
implemented as suggested.

c) Each agent shall be mapped with his first skill set of regional language, and second skill set of (Hindi +

English).

d) ln case the calls of regional language skill set are not in queue then the person should get the call of
the second skill set i. e. Hindi + English.

e) Agent should be able to see, which skill setcall he/she ls receiving.
f) Average Speed of Answer for each language option (skill set) should be reported on daily basis to

understand the capacity requirement in each language option.

10-3 IVRS Development:

a) The IVRS solution shall be designed to be scalable and should be on open standards.
b) The lvRs tree and routing structure shall be provided by the buyer. The menu shall be played in

Hindi/English /other regionar ranguages as per the design and structure provided by the buyer.
c) The lVRs should be able to route the calls to the selected language available agents as per the skill set

defined (1st Skill set/2nd Ski set/3rd Skilt set).
d) Service provider shall arrange the script recordings for lVRs as required by the buyer time to time on

its own cost.

e) The IVRS should have provision to block defined malicious calls.
f) IVRS tree management: Based on the analysis of the various categories of queries received during the

month, the service provider shall suggest changes and customization of the tVRs content/ tree
structure to buyer from time to time.

g) ThelVRsshall provide a n easy to use a nd configu ra ble system that ena bles cha nging the tVRs tree with
no hard coding within few hours of effort.

h) The lVRs shall have provision of playing voice messages, send sMss to the selective caller or to a
callers or on selection of an option in the IVR tree.

i) IVRS shall have provision to answer enquiries by prompting callers to input data onto the touch-tone
keypad look up the records in a database and speak back information in Hindi and Engllsh. tt should
also support all regional languages and conversion of content and recordings in regional languages. lt
shall also be able to ask the caller for information, accept the answers as they are entered on the
keypad and store the information in a database as per the tVR flow decided by the buyer.

j) The IVRS shall have provision to retrieve agent availability from ACD and announce the waiting
message.

k) rhe IVRS shall be capable to capture usage details of each caller as the caller traverses through a call.
The IVRS solution shall have an interface through which usage details can be shared with other systems
such as ACD / CTI to facilitate routing of calls on the basis of DN|S (Dialed Number ldentification
Service), ANI (Automatic number tdentification) etc.

l) IVRS shall ma,ntain log of all services offered for auditing and analytics.
m) The Call centre shall have the capability of requesting the calling Line tdentification (CLt) or the

Automatic Number tdentification (ANt) from the telephone system.
n) For every call landing on the Call center, CLI shall be displayed to an agent. lt shall be possible to

intelligently route the calls to specific service groups, based on cll, Auto Attendant options or any
other policy.

\\$/
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o) When the agent answers the call, the subscriber's relevant information shall be presented on the

agent's computer screen, eliminating the need for the agent to repeat the questions (With the help of

database connectivity to the cRMs or offline data uploaded in CRM5 or as defined by the buyer).

11. DIAIE R:

11.1 Service provider shall provide all options of predicative, preview & manual dialing options for outbound

call processes.

11.2 lt should also be able to support specific programs if being run for the target segment.

11.3 For the sake of transparency & citizen satisfaction, at different stages (ticket Seneration, complaint

resolution) of complaint disposal, service provider shall provide the provision of CRMS to send an

automated message to the caller number with details of ticket (number, expected time of resolution

etc.) and the resolution if any.

11.4 One unique number should be displayed for all outbound calls being done by call center to its audience

(citizen/patients/Public staff/Private staff) from all site locations of the call center. This number can be

a PRI number owned by buyer and given for operations to service provider. Objective of this is for

increasing awareness among target audience about the number so that call connectivitY rate can be

improved.

12. AUTOMATIC CAI-t DISTRIBUTOR:

12.1 ACD should provide the capability of combining data with IVRS menu system that can intelligently route

cails requestingfurther assistance.

12.2 lt should be able to put caller on waiting if no CCE is available and keeping caller informed about the

status of the call. Also, support relying messages during the waiting period.

12.3 The system shall be capable in handling high volumes of calls efficiently.

12.4 lt should follow call routing to the CCES with foltowinB features. lt shouid follow at least one of the

features mentioned below:

a) With 'Least Recent' - the extension that received a call the longest time ago will be on the top of the

list

b) With'Fewest Calls' - the extension that received theleast numberof callswill beonthetopof thelist

12.5 lt should allow call center CCES to be members of multiple ACD groups. Each CCE should have unique

identification and can be member of multiple skill sets for receiving calls.

12.6 lt should be able to transfer call to another CCE with call data attached.

13. COMPUTER TEI-EPHON E INTEGRATION:

13.1 The tVR shall be able to link ACD, IVRS, call recording etc. to information held on a CRMS database about

the inbound caller.

13.2 lt should be able to support the following information messages and options that are related to voice

callers while they are waiting in queues or put-on hold by the CCES or during non-working hours or on

special dates or occasions:

a) Any Specific message requirement given by the buyer for different scenarios.

b) Music

c) Any lnformation related to special campaigns/ target of buyer.

d) tt should transfer relevant information about the individual caller and the IVR dialog from the IVR to

the CCE desktop using a screen popup based on CLI (Caller Line ldentification )/AN I (Automatic

Number lntegration )/DN lS (Dialed Number identification sequence) when caller gets connected.
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14. VOICE IOGG ER SYSTEM:

14.l Every inbound and outbound call shall be logged (recorded) to monitorthe qualityof caller interaction
and identify training needs. outbound calls need to be recorded right from dialing of the number.

1,4.2 Apatt from voice interaction, the recordings shall also contain detailed call information such as date,
time, call duration, agent lD, caller number, caller lD, other identifiers. The solution shall provide
advanced searching capabilities to search any call easily via various identifiers.

14 3 A sample number (count as agreed by buyer) of these calls shall be monitored for call quality for each
agent by the quality auditor of the service provider.

14 4 The call manager/supervisor shall have a provision to barge-in/monitor an existing call between the
agent and the caller.

14.5 The calls shall be stored for entire contract period. Service provider shall handover the recordings to
the buyer in event of separation or at the end of the contract.

15. CUSTOMER RELATIONSHIP MANAGEMENT SOFTWARE (CRMS}:

15.1. service provider shall deploy its own Customer Relationship Management (cRMS)software (Data base
and Ul), customized as per buyer requiremenU to take care of all the services required to be serviced
by Agents/tVRS.

15.2 The cRMs must be an open ended flexible software to accommodate any change request during the
contract period.

15 3 service provider should be completery open and frexible to accommodate any change/
addition/deletion/modification request in the cRMs ul and its workflow and database and features
during contract period without charging any additional cost to the buyer.

15.4 CRMS shall have provision of implementing workflow for Service Requests and close looping. The
cRMs shall also have provision to set and calculate Turn Around rime (TAT), excluding the non-
working hours for each service tickets. The design of the workflow of service requests shall be
provided by the buyer.

15.5 CRMS shall store and maintain profile of subscribers and all the transactions and entire caller
interaction during contract period. CRMS shall be showing the history of the interactions/ service
request for the entire contract period in any kind of operations (Voice/Email/etc.)

15.6 cRMs should have provision to have different roles of login with different access of activities as
defined by the buyer.

15.7 cRMs should have provision of providing unique user id for every user with unique role access (one
user can have different roles accesses). The roles and its user interface specifications and actionable
integrations will be provided by the buyer. The Ul here generally can be defined as lnbound Call Ut/
Outboundcall Ut/LeadcenerationUl/ServicerequestUt eu eue based- (Fo r back_office service ticket
closures)/ close looping Ul (After service request is resolved)/ tnbound call supervisor access Ut/
Admin role Ul for creation of user ids. The roles for accessing these Uls can be front office
executive/back office executive/supervisor/ admin roles. One role can have access of different Uts
with separate login passwords.

15.8 The cRMS/cTl functionality should support relevant screen pop-ups of the caller information as per
data base and history of calling on the agent's desktop based on unique identifier. lf any intermediate
bridge software is required for integration, then it wiI be compretery the service provider,s
responsibility to arrange it financlally and technically on its own cost.

15.9 cRMs shall generate unique interaction id for every interaction. And unique complaint id (service
request id) for every complaint. CRMS shall have a workflow structure based on the defined
disposition ids combination to route the compraints/ service Request (Tickets) to the defined

$D/
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15.10

15.11

75.t2

15.13

15.14

15.15

15.16

75.71

15.18

queues/roles/user groups/user ids etc. The CRMS should also provide the option to route the tickets

manually based on selection of executive in the queue.

CRMS shall support call, Email, SMS, and Web based complaint lodBinS/giving feedback/re8istration

of new services feature.

Agent should be able to capture/log every query/compliant/demand lead/input in the CRMs system.

CRMS should also support report generation on the same as and when required via report generation

ut.

CRMS system should also have provision of mapping the Dialer data with the CRMS (CRMS call logs

should be equal to Dialer data).

Service provider shall integrate the Short Messaging Service Engine (SMSE) for sending/receiving SMS

with CRMS/IVRS application. lt is expected that cRMS should automatically Senerate the SMS to the

recipient as per the rules defined for the respective interaction event of the caller in CRMS. The

deflnition of recipient and rule for will be shared by the buyer as and when required. The different

scripts of SMS for different events will also be shared by the buyer.

All other application softwares required to run the Call Centre shall be developed or provided by the

buyer with no extra cost.

Service Provider shall provide best in class CRMS application.

CRMS functionality shall also be capable of taking caller satisfaction feedback on SMS or through IVRS.

ln case of feedback from SMS, CRMS shall be capable of generating SMS in respect of a sample of

callers as deflned by the buyer to get a feedback about quality of response and satisfaction level. For

landline user's caller satisfaction feedback can be taken over IVRS. The criteria for defining select

callers will be as decided by buyer from time to time. This feature will be used to assess the quality of

Call Centre service.

The data of the CRMS for the entire contract duration should be handed over by service provider to

buyer at the time of separation.

At the end of contract, the service provider shall handover the source code of the CRMS and entire

CRMS functionality to the buyer. The entire CRMS (including the front-end Ul, database, and ticketing

workflow) shall be considered the intellectual property of buyer.

16. KNOWTEDGE BASE & ITS MANAGEMENT:

16.1 Service provider shall create and manage Knowledge Management Portal (KMP) customized as per

buyer's requirement from time to time. This portal shall serve as the information portal for all types

of information required for various processes and for new updates reference.

16.2 KMP should have flexibility to upload the information in pdf/word/excel/image/html page or any

other popular mode.

16.3 The service provider must give complete flexibility to upload and display the information on KMP in

any format/type or as desired by the buyer from time to time.

1.6.4 The KMP shall have two type of rights 1) User rights to view only 2) Admin rights to

view/upload/write/delete/edit. The KMP shall have login'based access with user name and password.

{User name and password can be the same or different for different users).

16.5 The service provider must provide two logins to the buyer representatives for accessing the system

on the public lP or on buyer's lP. This user should have admin rights.

16.6 The core content shall be provided by the buyer as and when required. Service provider level project

manager may also propose the content as per their experience and evaluation, which first need to be

approved by the buyer's resources and then uploaded on KMP by the service provider.

16.7 The service provider shall manage content customization and Frequently Asked Questions (FAQ)

creation for easy reference and understandinB of the agents for running the process in inbound/

outbound/ any other process as and when rolled out.
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17. COMPtAINT/GRIEVANCE R E DR ESSAT MANAGEMENTT

17.1 service provider shall create and manage an email-based online Grievance Redressal portal
immediately with the launch.

17.2 Service provider shall manage the grievance redressal process of the helpline.
17.3 Service provider shall develop the service request ticketing workflow design and Ut in the back office

module of the CRMS in consultation with buyer and operationalize the online grievance redressal
process. This development would be in scope of the operations without any additional cost.

17.4 service provider sharr arso report how much cases are resorved within the turn-around time (TAT)
agreed on metrics with the buyer on a daily basis.

17.5 Detailed quality metrics shall be shared by the buyer to be reported and presented by the service
provider on a monthry basis for the review of the performance of grievance redressar process.

18. SECURITY THROUG H PASSWORDS:

19.1 The ratio of hiring of agents shall be 60% experienced (at least 1 year in inbound call center) and 40%
freshers. The preference would be given to experienced agents.

19.2 service provider sharr hire adequate number of regionar ranguage agents as per the cafl vorume in
inbound and outbound processes with Eood speaking/reading skills in the regional language. All the
regional language agents shourd arso be good in Engrish and Hindi speak/read/write skiIs.

19.3 Agents should be hired on regional language skill set at the location site based on the volume of ca s
for that language.

19.4 The number of equipment & infrastructure requirement shall depend upon the traffic (number of
calls/emails/service requests handled by the call center) at the time of deployment with provision to
expand to handle traffic from anticipated expansion to meet sLA, defined in subsequent section and
as amended from time to time.
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18.1 The service provider should be able to provide critical security against unauthorized access. AII functions
and data files should be protected. The administrator should be able to control access by assignrng
security privileges to agents/users. The security codes should grant or deny access according to assigned
security levels.

18.2 Before entering system, each user/agent should enter a valid user lD, biometric/ proximity card, and
password. Once validated, the user/agent should be granted access to only those functions permitted
within the prescribed security level.

18.3 The system shall provide fool proof password m a nagement system clearly defin ing th e users/agents a nd
their functions & access rights such as admin user, supervisor, front office executive, back-office
executive etc.

18.4 The system should support the setting of an automatic threshold (number of attempts within a specific
time) for access to system management ports. rf this threshold is exceeded the systemmust
automatically disable the login for few hours and generate a security alert to supervisor/admin/technical
staff.

18.5 The system shou Id keep a ll the a u d it log of user/agent actions a nd should present reports of the cha nges
made by individual users.

18.6 Login schemes of agent and users (type of user and privileges) should be finalized with the
approval of competent authority at the service provider end. All logins & logouts should be monitored
&reported. A8ents should be able to log on from any desk within the call centre.

r9. RESOURCE DEPLOYM ENT:



19.5 Recruitment ofthe supervisory manpower to be finalized only by the final interview with the buyer's

representative and would be at the cost of service provider.

19.6 ln case NACO find any manpower (Executive or Supervisory) unsuitable or non competitive for the
process, the service provider shall provide the replacement of the same within 15 days.

20. RESOURCE TRAIN ING:

20.1 Service provider should make arrangements for imparting training in soft skillsi call handling, exposure

related to CRMS application so as to prepare the Call Centre Executive to answer different types of

queries, and on all other aspects of Call Centre services.

20.2 The service provider shall manage the training of any attrition replacement and refresher training of

existing agents during the contract period.

20.3 Buyer shall assist the service provider in preparing training material and updating it on a regular basis

which can be further customized as per buyer's requirement.

20.4 Service provider would customize the training material in the format for the call center as per the needs

of different user groups (lnbound/Outbound/Email/Back office etc.). Service provider shall also create

feedback questionnaires/assessment modules based on the training material provided to them. Service

provider shallalso create an effective knowledge management data base with FAQS for quick reference

of call center executive during answering the calls.

20.5 Service provider shall prepare the training calendar for the induction and refresher trainings. Service

provider shall be presenting to the buyer a detailed TNA (Training Needs Analysis) report on quarterly

basis for each group in the call center based on the criteria mutually agreed and approved by the buyer'

The TNA report should also contain the details of trainings conducted as per calendar along with

suggestions, if anY.

21. QUATITY MONITORING & ASSURANCE:

21.1 Each call would have a unique identifier i.e. Call lD and in case there is any query/grievance/any other

request, member/provider/other stakeholder shall be intimated about the call id for future tracking

purpose.

21.2 Every call received/done from the call centre would be recorded in the call centre application against

the respective Call Centre Executive and Call id.

21.3 To ensure Customer Service Quality, Buyer, at its discretion, may conduct Regular audits, Random audits

and call barging:
i. Buyer may do a random sample survey of calls on Call Quality as well as be involved into calls without

prior notification on a daily basis. For this purpose, administration level permissions to a Call Centre

Executive relevant sub-systems/servers (including lVR, ACD, security measures including data &

software backups, firewalls, antivirus software updates, etc. related to Buyer Data Centre Setup)

ii, A facility should be available for Buyer's monitoring team, external & internal auditors to periodically

inspect the functioning of Call Centre.

iii. Additionally, it should be possible to remotely monitor performance on all SLA5/KPls and also of all

the applications provided by thc system i.e. reat time ACD statistics, calls in queue, number of Call

Centre Executives logged in, number of Call Centre Executive s abandoned answered calls, query of

the call logs of a particular customer etc., by designated Call Centre Coordinator or Call Centre in-

charge.

22.RAMP.UP AND RAMP.DOWN OT THE PROJECT:

22.1 Ramp Up:

a) NAco would provide 30 days' notice to the service provider for any kind of ramp-up
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b) Ramp up would be exclusively in-terms of architectural software/application
upgradation/degradation and integration.

c) Ramp up with respect to the FTE' cannot be permitted during the tenure of the contract.
d) No additional cost implication will be considered during the tenure of the contract for any ramp-up

activity until and unless another contract agreement is done.

22.2 Ramp Down:

a) Buyer would provide 30 days' notice to the service provider for ramp down of the process for
reducing the resources by 30%.

b) Buyer would provide 45 days' notice to the service provider for ramp down of the process for
reducing the resources by 50%.

c) Buyer would provide 60 days' notice to the service provider for ramp down of the process for
reducing the resources by more than 50% to 7OO%.

23. EX IT MANAGEMENT:

23.1 The service Provider shaI promptry on the commencement of the exit management period (1 month
before the date of contract expiry), either due to termination of the contract or expiry of the contract,
shall supply to the Buyer the following:

a) Complete information relating to the current services rendered
b) Data related to open transactions such as service requests, issues, etc.

23.2 Migration of archived call records (online and offline), mails and web_chats
a) Process documents, specific to the Buyer, created during the contract period
b) Any other information/ support required for Call Centre Executive for successful handover &

migration of Call Centre services
c) The service Provider shall provide uninterrupted services on existing terms till an alternate solution

is available.
23.3 Additionally, service Provider is responsible for handover of all Buyer's data including cRM data, call

logs and audio recordings etc., to Buyer or its nominated service provider as informed by the Buyer.
23 4 Before the expiry of the exit management period, the Service provider shall deliver to Buyer or its

nominated vendor all new or updated materials from the categories set out above, and shall not retarn
any copies thereof, except that the service provider shall be permitted to retain one copy of such
materials for archival purposes only.

24. EXIT OPTIONT

Buyer reserves the right to cancel the contract in the event of one or more of the following events:

a) Delays in delivery of service as specified in the scope of work/ violating the sLA agreement.
b) Serlous discrepancy in delivery of services or the performance Ievels agreed upon, which might have

an impact on the functioning of the call centre.
c) Any malpractice or unethical practice by the call centre in the operations of the contract awarded.

In addition to the cancellation of purchase contract, buyer reserves the right to charge appropriate
penalties and llquidated damages.

25.BUYER'S OBLIGATIONS:

25.1 Nomination of a nodal officer for this service.
25.2 Make timely payments to the Service provider
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25.3 Provide the required timely response to Call Centre Executive/personnel/ data/clarifications/decisions

and solutions to resolve.
25.4 Any issues as may be necessary for the Service Provider to carry out their obligations.
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26. S EttER'S OBUGATTONS:

26.1 Service provider (the bidder or whose BID is accepted and who signs the agreement) shall be

responsible for running 1097 for NACO, Ministry Health and Family Welfare, Government of lndia.

26.2 The service provider shall also integrate the call centre components, write or update, application

software to integrate with the buyer.

26.3 The service provider will be providing space, furniture, all types of call centre hardware, software,

manpower, maintenance, management, development of web-based packages and web enabling

databases.

26.4 The service provider shall be operating FTE5 as mutually agreed. The buyer may decide to increase the

FTE5 count as and when the scalability decision is taken, and budget is approved.

26.5 The Call Centre will operate in multiple shifts in a day as desired by the buyer and will remain open on

all days during the period of contract. Each shift will have number of FTES operational as desired by

the buyer or suggested by the service provider and mutually agreed. The distribution of FTEs per shift,

or shift timings (slots) may vary as per requirement of the buyer.

26.6 The service provider shall u pgrade/u pdate/p u rchase software and hardware (with latest

technology/best in the industry) or as required and asked by the buyer as per the agreement.

26.7 The service provider shall be providing the sitting space for the executives with good ambience and

hygiene. Service provider shall also provide soundproof workstations to ensure that the callers have

clear voice listening experience without any noise. The space of sitting for each executive must be

divided by a divider for avoiding any sound disturbance and distraction from the adjacent caller.

26.8 Service provider shall be required to adhere to statutory requirements as per the local law of the land

and & abideby the Minimum Wages Act as per the location of the call centre and other related laws.

26.9 Service provider shall provide identity card to the persons engaged for the work of this project. The

service provider shall also make provisions for biometric attendance for agents and other staff

members and login through individual passwords in the computer systems and other software for

data security and monitoring of usageof systems.

26.10 The service provider shall submit schedule / roster of manpower to be deployed for the upcoming

week on the second last day of every week i.e.,saturday (Sun to Sat week) to the buyer' Service

provider shall also submit on weekly basis (1't of the month to date) the actual attendance to the

buyer.

26.11 Agents are not allowed to be impolite/ rude/ abusive/ offensive with callers even if the callers are

being abusive or offensive. Agents are required to address the caller politely with good

communication skills or asper the script provided to them for talking to callers during their training. lf

an agent is found being rude or abusive, the service provider must replace the agent immediately,

without delay.

26.12 Service provider should automate maximum possible regular reports gradually and make all reports

available to the buyer on web-based platform on live basis as and when required with no extra cost.

Service provider shall also be providing the adhoc reports manually as and when required by the

buyer. Buyer reserves the right to ask for the type of the report on a required interval on the required

platform as per the need of the operations monitoring and evaluation.

26.13 The service provider shall have provision for electricity & internet back up for the premises for

providing uninterrupted services at any point of tlme.

26.L4 fhe service provider should ensure that supplied solution shall have the functionality to switch

lnbound call takers to outbound Call takers and vice versa as per the load and occupancy in each

process within few minutes or less time.v



26.r5

26.16

26.71

26.78

26.19

26.20

26.21-

Buyer may utilize the manpower for inbou n d/outbou nd calling based upon load & requirement. ln
such cases the respective process (tnbound/outbound) sLAs will be applicable to the resources.
service provider shall have robust business continuity plan and it shall Bet it verified every year from
buyer.

service provider shall provision the software's /technology /hardware for receiving and making calls
in case of work from home scenarros (Lockdown/riots/or any other such conditions of force majeure
when executive cannot reach office).
Service provider should ensure that an archival policy system is in place with online/live access at their
own cost.

service provider shall provide sLAs achievement sheet, login hours,sheet (FTE calculation sheet),
attendance, and if required proof of payment of pF/wages/salaries/dues/ arrears of ccE and other
staffs in every month to buyer for approval of the bill.
The service provider shall install ccrv cameras on the operation floor active 24 hours*365 days with
30 daysrecording available.

service provider shall ensure proper training for new agents and refresher training in every six month
or whenever need arisen. Also, service provider will share training module and calendar to the buyer
as and when training is planned to be conducted.
All agents need to follow a decent dress code on the floor of operations as per the gender.

27. P ENALTIES:

23.EtIGIBII-ITY CRITERIA FOR SERVICE PROVIDER:

s

No
Performance

Criteria
Definitions Period Target Penalty lllustration

Average Call

Response

Time

/ Average
Speed of
Answer (ASA)

Average call
response time:
Average time
taken by callers
waiting in a

queue to be
attended by a

Call Centre
Executive.

Mont h ly

70% of
incoming
calls

within
20

Seconds

Let us assume,

Call offered - 1000
Average Calls

answered in 20
Sec 600
ASA = 60%
(600/1000)

SLA Breach - 10%
Penalty percentage

= lLo*0.2s) = 2.s o/o

of total Call Centre
operating cost
payable per month

s
Criteria

Basics for
evaluation Supporting documents required

Valid Legal Entity

Certificate of lncorporation and Articles of
Association of the Participant in case of Company
/Limited Liability Partnership Agreement in case of
LLP/Udyog Aadhaar

2 Certificates
Valid GST, lncome
Tax PAN no.
rso 9001, lso 27001

Valid GST Regjstration Certificate
PAN No.
rso 9001, tso 27001

Average Annual
Turnover during
last three
financialyears
generated

Required document
to be submitted
during registration.

Extract from Audited / Certified financial
statements and balance sheets for the last three years
as per financial year of participating Service provider or
certificate from Chartered Accountant and authorized
signatory.
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7.

The proposed rate
of penalty would
be 0.25% of the
value of total Call
Centre Operating
cost payable per
month for non
compliance to the
service levels for
every
percentage below
the
expected levels of
services.

No.

1. Legal Entity

3.



s
Criteria

Basics for
evaluation

Supporting documents required

4

Service provider
should be an

established &
experienced
organization

The Service Provider
should have

completed at least
three simiiar projects

Completion certificates from the client may be uploaded
in the website by the service provider. The completion
certificate shall mention the value of contract.

5 ITCC
Certificates of last

three financial years
Service provider to submit the lncome Tax Clearance

Certificate (ITCC)for last three financial years.

6 VC Vigilance Clearance
Service provider to submit an undertaking towards
Vigilance Clearance from any malpractices etc.

29. SETTTEMENT OF DISPUTES

29.1 Both the parties (Buyer and Service provider) shall seek to resolve any dispute amicably by mutual

consultation.

29.2 lf either party objects to any action or inaction of the other party, the objecting party may file a written

notice of dispute to the other party providing in detail the basis of the dispute. The party receiving the

notice of dispute will consider it and respond in writing within fourteen (14 days) after receipt. lf that

party fails to respond within fourteen (14) days after receipt, or the dispute cannot be amicably settled

within fourteen (14) days following the response of that party, the next clause 29.3 shall apply.

29.3 Any dispute between the parties arising under or related to this contract that cannot be settled amicably
may be referred to by either party to the court of law, located in New Delhi.

30. DECLARATION:

(On the Service Provider)
1. This is to certify that UWe before signing the special terms and conditions have read and fully

understood all the terms and conditions and instructions contained therein and undertake myself /
ourselves abide by the said terms and conditions.

2. l/We will abide by the Minimum Wages Act Contract Labour Act etc., as applicable from time to time

for the workers employed. The number of persons employed will be adequate to provide quick and

efficient service. The capacity ofthe equipment's/gadgets deployed will be well sufficient to perform

the respective tasks.

3. l/We shall provide quality services to the Buyer with amenities as mentioned in the said terms and

conditions.

4. I I we agree that I / We have no objection if enquiries are made to our clients to verify the facts

submitted by us.

5. I hereby certify that the above firm has not been currently blacklisted by any Central / State

Government / Public Undertaking / lnstitute on any account.

6. l/we also certify that the above information is true and correct in any every respect and in any case

at a later date it is found that any details provided by us are incorrect, any contract given to the

above firm may be summarily terminated and l/ We are liable to be debarred and blacklisted.

Date:

Name:

Place:

Designation

Contact No:
Authorized Signatory
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Role
Minimum

number of staff
Minimum

Qualification

Project Manager
MBA/Post Graduate
in related field

should have more than 10 years of
call centre operations experience
out of which minimum of 3 years of
experience in managing the health

related helpline operations. Should

be associated with the Organisation
more than one year.

Domain Expert a2

MBBS/ Public Health

Expert/ General

Medicine
Minimum 2 years of experience in

H lV/AIDS related projects.

Training Expert

Post-

c radu atio n/Diplom a

in Philosophy/Human
Physiology/Mental
Health/or related
field

overall 5 years of experience in
providing training and out of which
minimum 3 years in HIV/AIDS and

associated health issues.

Quality Expert 02

Graduate/Post
Graduate/M BA in
TQM/Post Graduate
in related field

Minimum 5 years of experience in
managing the quality part of the
helplines.

At least 2 years' experience in

handling health helpline.

lT Expert 01
Minimum 1.0 years of experience in

IT

HR & Admin
Manager

01

Post Graduation in

hu man resources or
related discipline

Minimum 5 years of experience in

managing human resources and
administrative work

Data Manager 02

Graduate/Bachelor's
Degree in Computer
Science, Computer
Engineering or
related field

Supervisor 04

Post Graduate or
equivalent in Social

Work/Psychology/Par
amedical or related
field.

Minimum experience of at least 3

years in health related call centre
operations.

counsellor 51

Graduate in Social

Work/Psychology/Par
amedical or related
fie ld.

Minimum of 2 years of experience in
health related call centre operations.

ANNEXURE - 7

Page 2l of 24

Experience

01

Minimum 10 years of experience.

o2

B,E/M.C.A

Minimum 2 years of experience in
data management and analysis

udY' \$v
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ANNEXURE -2

'.lt?i4

l)aled 19 l0,l0i4

GovcrnnlDl oi'hdia
l\,1hisn ol ( otntrtunicatior1 & lniilrrralion Technologl

Dupannrettt of T ele,'ommr,nic;rt jons

Acces: Serlices \l ing
l(,. Ash0k! lload. \cu ,)tlhi-llfi)o1

No. I6-j,?01 1-AS.lll,' V{'l-ll( Pcn l''l(}. {.t?

'l-o

All Acccss Son'icc l'roi'idtrs

Subjccti Allotation of Shrrn (ldc'lll9?' )i j\ation:ll 
^lDSIlelplinelr'\A(O'

I aot dtrealed lo colr\t) tllt !ppr()\al ol eon'lplle authoril)'lbr allocation of Shon Code
'109?'as Nndam! Heipiine to Nalional Aids Control Cttstlisaljon (NACO) \^'ilh features as Lrrtdet:

(il Caregory-l: Setrice (i.e. nrandato{ sen'ice ro be provided hy all the Access

providers.

(ii.) Accessibilir): Un-restricted i.c. availablc on STD also.

filil fUcrerea Seivi.",',a",,.0 Party PEys)

Ram)
Secrion Offi cer (-A.S-llI,

Tc L :]i 0i 6444

Cop! lor$'sded for inlbrnration und n.ccssaQ aclion lo- i, ar!. to:

L All Stste Go\lJUTs Chief Sectttaries.

2. Seereur-v. TRAL
l. AcrdurB Direcor (Media). Dcpanmcnt of AIDS Conrol. National AIDS Comrol

Organizatiou Minisry cf Heahh & Fanily Welfare- 9'h Floor. Chandralok Building i6
Janpatlr" Ncw Dcthi-110001. It is rcqucsled to appoiDl a nodal otliccr to implcmcnt th.
HpliDc.)

4. Dir€cror (TERM-|). DoT (HQ). (All TERM Cells ma-\'t'< askcd to co-otdinarc *iih
respecrive Nodal Of'licers and TSPs for implenrenhlion of Helpline. as and when

approached ).

5. ADC ilT) whh requcst to lindll upload on DoT r*ebsite.
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O/O NWOCFA C€il 8!r floc'
thorol Sonchor Enovon.. .jcnporh
New Delhil lCCol.
PHt 0l I " 23716685_ Foxr 0 t t. 23266Ca3
E.noit: ,r\,ocio:!it!€!.:r,!

qrdiERfrqqftic-.s
gHARAT SATCHAB tlt0Ai1 UhltTE0tl

ANNEXURE-3

Dated: 20 1 1.2014No.3-1l2014.PHT

To

All Chief General Managers,
Telecom Crrctes/Districts
BSNL

Subject: - Allocation otshort code,1O97, as National AIDS Helpline to NACO.

This is rn reference to DOT telter no 16-3/201i-AS. t (Vol. (part)/4011159 dated
29"10^2014 regardrng openrng of short code ,1097, to Nationat niOS netpl,ne toNACO

ln this regard, it is intimated that the code 1097 may be opened rn a Locat
Exchanges. TDM Tax /tp TAX/Soft s\,vitches / Mobite MSC/cMSiMfi USC ot youl-
Telecom Circles and mapped wjth the lN number i800.425.669i ,STt 

code + 1097,
may also be opened for intercircle calls.

Pnvate Operators in your Crrcte may be requested to open 1097 &,STD code + 1097,rn rnerr swrtches and roule rt to BSNL as per exishng routing gutdelines. Calls frompnvate operators are to be charged as per inter connec-t agreeirdnt.

ln this it is further intimated that this is a.

Category-l Servrce 1r.e mandatory service to be provrded by all the Accessproviders)
Accesslbility. Un-restricted, re. avarlable oo STD atso
Melered Service Ca ed party pays

wrk:rh";#;")
c.opyto:- oGM (NWo lt-cFA). for rntorming rhe onur," orur",olT.t:X"""ffi'1,""
code 1097 in their network

2

3

c oryorar. otl,ce aha.at sa,Har gha\,.. asNL co,po.nle on,ce Janprh r,ey oarhi fr.brne h.jiJ*.!l..-rj,
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ANNEXURE. 4

The successful Bidder has to furnish 03% of the awarded contract value as Performance
Security Deposit,

Requisite Performance Security Deposit is to be remitted by the Successful Bidder, on
awarding the contract by the NACO in the form of account payee Demand Draft/ Fixed

Deposit Receipt/ Bank Guarantee from a commercial bank, Bank Guarantee
issued/confirmed from any of the commercial bank in lndia in an acceptable form in the
name of "The Pay and Account Officer Sectt. Ministry of Health and Family
Welfa re". Performance Security Deposit will be submitted within 21 days from the date of
award of contract.

Security Deposit should remain valid for a period of 60 (sixty) days beyond the date of
completion of all contractual obligations of the supplier.

1,.2. Refund of Security Deposit:
On satisfactory performance of the contract and on receipt of "No Dues/No Demand"
certificate from the IEC Division, NACO, the Security Deposit will be refunded to the
Bidder provided that no claim whatsoever against the Bidder is made and nothing is

due from the Bidder and that the Bidder has completed the work to the entire
satisfaction of the NACO.

1.3. With-holdine or forfeiture of Securitv Deoosit:
Without prejudice to the rights of the NACO to claim damages arising on account of
breach of contract under the Contract Act 1972 the Security Deposit shall be liable to
be with held/fo rfeited wholly or partially at the sole discretion of the NACO when the
Bidder either fail to fu lfil h is contractua I o bligations o r to settle in fu ll his d ues to NACO.

The NACO is empowered to deduct from the Security Deposit or from any other
outstandinB amount, any sum that may be fixed by the NACO as being the amount of
loss or losses or damages suffered by it due to delay in performance or non-compliance
of any of the conditions of the contract.

w Page 24 ot 24

PERFORMANCE SECURITY DEPOSIT

1.1 lnterest will not be allowed on PERFORMANCE SECURTTY DEPOSIT

ln the event of breach of contract on the part of the Bidder, NACO will be entitled to
forfeit wholly or partially the above amount of Security Deposit with the NACO. No

interest will be allowed on the Security Deposit paid in demand draft. NACO further
reserves the right to adjust the Security Deposit towards any amount due to the NACO

from the Bidder and in such event, the Bidder on receipt of notice from the NACO, shall

make further deposit to restore the Security Deposit to the full amount.

1-4. Recoverv from Securiw Deposit:

\$,



Project Experience & Qualifying criteria requirement  
(Technical Evaluation Criteria)  

 

Parameter 
Means of 

Assessment 
Scale Marks 

Agency Credentials 10 

Minimum 

Turnover 

Audited reports for 

the past 3 financial 

years (FY 2018-19, 

2019-20, 2020-21) 

Average turnover of INR 1.32 

Cr 
2 

Average turnover above INR 

1.32 Cr to INR 3.00 Cr  
3 

Average turnover above INR 

3.00 Cr 
5 

Agency Experience 30 

 Past / Current 

Number of years in 

operating health 

helpline 

3 years 1 

5 years 3 

Above 5 years 5 

Past / Current 

Number of health 

helpline projects 

which includes 

counselling and 

grievance services 

1 health project  3 

2 health projects 10 

More than 3 health projects 15 

Past / Current 

Number of health 

helpline project 

with minimum 20 

seats for each 

project in the last 

three years 

20 seats 2 

50 seats 3 

100 seats 5 

Past / Current 

experience in 

providing 

counselling on 

health in different 

languages 

5 languages 1 

10 languages 3 

Above 10 languages 5 

Profile of Team 5 

 Presence of senior 

management and 

doctors in HIV 

projects 

Medical Doctors & in senior 

management profiles (Project 

Manager, Finance, Procurement, 

Quality, HR, Trainer etc.) 

3 

In house-IT 

Support 

Data analyst, MIS, software 

development team 
2 

Information Technology Systems 15 

 CRM System  

Customer 

Relationship 

Management 

(CRM) 

Open Source 

Ability to perform programme 

level customizations 

Integrated systems (SMS and 

ACD) 

3 

Interactive Voice Integrated with ACD 5 



Parameter 
Means of 

Assessment 
Scale Marks 

Response System 

(IVR and Call 

Distribution) 

Language skill based routing 

and integration with CRM 

Knowledge 

Management 

Online Knowledge Management 

system (Open Source) 
2 

Reports and 

Dashboards 

Online Dashboards and Reports 

Systems 
2 

Security 
Data Security and Firewall 

Systems 
2 

Cloud Connectivity 

Cloud systems with Voice over 

Internet Protocol (VoIP) based 

solutions 

1 

Training / Capacity Building / Knowledge Management 10 

 

Modular Training 

Programme 

Ability to develop Domain 

Knowledge 

Telephone Soft Skills 

Systems Skills 

Trainee – Trainer Modules 

5 

Quality Monitoring 

Programme 

Knowledge Assessments and 

Calls Monitoring Process and 

Scheduling 

5 

Understanding of the Project Requirements 10 

 Understanding the 

overall delivery of 

services 

Approach to project and 

proposed methodology  3 

 

 

Proposed project management 

structure and work plan based 

on innovative services 

2 

 
 

Demonstrating effective 

delivery and follow up action 
2 

 
 

Provision of business Continuity 

and Disaster Management 
3 

Certifications and Presence 5 

 ISO certification ISO-9001 2008 certification 2 

 Presence of Agency 

in four parts of the 

country 

Presence of agency in all four 

parts of the India (East, West, 

North & South) 

3 

Technical 

Presentation 
 

 
15 

Total 100 

The agencies with score/marks of 70 and more out of total 100 marks will be 

eligible for opening of financial bid.  



FINANCIAL PROPOSAL

Service Provider
Address

Date

Note:

I

A, Data Centcr setup cost:

S.No. Itcnrs

Amount
without tax

in INR
TAX in INR

Amount n ith
tax in INR

i). CAPEX for new Data Centre (lT and

Non-lT Cost)
(as per l47g41g! & Annerure-l l)

Total (A)

B. FTE/operational cost:

S.No. Itcnr \ No. of
Un its

No. of
Months

No. of
Yea rs

Amount pcr
FTE per

mollth

Amount for
5l FTES for

2 years

i). OPDX ( l'1 ll cosl) 5l 21 02

Total (B)

PER FTE cost shall be inclusive ofall components such as setting up costs ofcall center like Hardware.

Software maintenance & license. salaries & allowance, recruitment & training, staff insurance. support

stafl housekeeping, AMC of hardware & software (other than data center), upgradation of software,

equipment. printing and stationery and all other miscellaneous expenses. Cost shall be inclusive ofall
taxes duties, fees etc., but exclusive ofonly Service tax which will be paid additionally as per applicable

rates.

X. Total Project Cost:

S.No. Ilc nr Cost in INR (l,akhs)

Data center setup cost

B FTE/operational cost for 2 years

(X) Total Project Cost (A+B)

N otc:

To arrive at financial score. the total project cost shall be considered

Payment will bc on basis on quoted rate i.e., Per FTE rate per month

CAPEX will be reimbursed separately on actual invoices

Y- utl \\rJ--

Signatu rc ofthc Authorized Signatory
Name & Address ofthe Bidder

SUMMARY OF COSTS

I

I



F'INANCIAI, PROPOSAL

Y. Other Expenses (for Data center only)

Items Amount
without tax in INR

(a)

TAX in INR
(b)

Amount with
tax in INR

(c)

Annual AMC cost for servers and

firewall for servers & firewall
(for 02 years)

Table (A) - Computation of Firancial Bid:

Cost Head Amount (lNR)

Others Expenses (for Data center

only) (Y)
Cost in INR including tax (c)

Total (x+Y(c))

Award of thc Contract: -fhe Award of thc contract will bc on QCBS basis. 70yo weightage will bc givcn to
Technical Evaluation and 307n wciqhtage to I-inancial Evaluation. lor dctails, Annexure lll is attached.

'f otal Project Cost (X)

VtY"
\N)9/



FINANCIAL PROPOSAL

IT Requirement:

Service provider shall provide new equipment like: telephone and required computer with latest
specifications of hardware/software with data,/voice to the CCE, for responding to the callers (not prior to
year 2019).

S

No.
Activity Details Number Rat€

Amount
excluding

tax

Amount
including

tax
Remarks

I I Iardrvare

Desktops for
Counsellors
Laptops for
Supporl Staff
lP Phones

Head sets

Desktops for IT
Support Staff

2 Software
Software
Development

J Data Centre

Voice server
PRlCard-2Port
Application Server
Database Servers

Back-up Server &
Dev Server

Network Core
Switch
Network Edge
Switch
ISP Router
Firewall
Racks ,12 U

KVM Srvitch &
Monitor

4 Storage

NAS Storage

HDD Storage for
NAS

5

Disaster
Recovery
Management

Hot standby DR
set-up/DR server

Total

Note: Telephone Expenses - l-oll fiee number cost. cost of PRI. Intemet leased lines (MPLS lines). SMS
and anv other telephony and communication costs are to be included irr this document which will be

reirr hrrrsed on actual basis.

J

Signature of the Authorized Signatory
Name & Address of the Bidder:

ANNEXURE-I

I

N
q,- w \\ry



T'INANCIAL PROPOSAL

sl.
No,

Unit Cost
(INR)

I False ceiling sli

sli

J Carpet s l't

4 E lectrical [-ot

5 Fans ncl's

6 AC's - call area room split 2ton

AC's -- server room split 2 ton

Io's

1 rto's

8 UPS ..2OKVA + 2OKVA. No

9 LJPS --20KVA Batteries No

i0 Acoustic Generator of40 kva No

ll
12 Cabin FLrrn iture No

l3 CON FERENCE 'IABLES No

l4 Pa(ition rvorks - Aluminiurn

Call center chairs

sli
t5 no's

t6 Board room chairs rlo's

t1 'frain ing room chairs lto's

t8 Caf'eteria tables rto's

I9 Cafeteria chairs no's

20 Reception area - rvaiting seat sola sets

2.1 Library furn iture sct

22 MEDIUM HEICHT STORACtT tJN Il-S rto's

CCTV* Cams no's

24 CCTV-- DVR - l2 channel [to's

25 Biometric with access control s(jl

26 Access control fbr sen,er roonr set

27 Projector and screen Epson x02 no's

t8 Watcr cooler with RO

?,9 Desktop Standby U PS Set

30 Fire extingu ishcrs 2kg capacity Ito's

3t M iscellancous items

First aid room items

sct

32 sct

J) LED Display mon itors-32 " t't o's

i4 N-Com put ing- L3 00 rto's

Annexure-lI
Non- IT Requirement:

Total

Signature of the Authorized Signatory:
Name & Address of the tsidder;

4

w

l

I

r..

\

Name ofthe Equipment Quantity

2 | Painting

Work station B2B

no's 
I

no's 
I

I

\,'

\NXX

J^I



FINANCIAL PROPOSAL

QUALITY COST BASED SYSTEM

Illustration

STAGE 1: TECHNICAL BIDS EVALUATION (Passing Marks -
70 for opening of Financial Bid)

Bidder details
Technical Mark

Obtained
Status

B idde r1 92 Responsive for
opening of

Financial Bid

Bidde12 85 Responsive for
opening of

Financial Bid

Bidde13 55 Non Responsive

Bidde14 t5 Responsive

for opening of
Financial Bid

STAGE 2: Conversion of Technical Marks to Technical Score

Bidder details
Technical Score based

on Grading System

Bidderl 100

| 92/92*100]'

Bidde12 92.39
( 8sl92x 100)

Bidde13 Rejected *

Bidde14 87.52

17sl92* LOOI

+Since the eligible technical score should be 70 & above, bidder 3 is
rejected

v

Annexure -lll

vX

)

\t",* \



FINANCIAL PROPOSAL

STAGE 3: FINANCIAL BID EVALUATION

Bidder details
Financial Bid

Amount

Bidderl 1,30,000

Bidder2 1,20,000

Bidde14 1,00,000

Stage 4: Conversion of financial bid amount to score

Bidder
Details

Financial Bid
Amount

Financial Score
(rFB/F*100)

Bidderl 1,30,000 100000/130000* 1 OO=7 6.92

Bidde12 1,20,000 100000/120000x 100= 83.33

Bidder4 1,00,000 100

Bidder Details Financial Score

Bidder 1 100 7 6.92

Bidder 2 9 2.39 83.33
Bidder 4 81.52 100

Bidder I will be selccted lor award ofcontract.

6

Bidder Details Applying weights for the
Technical Score & Financial Score

Rank of the Bidder

Bid de r1 100+ (701100) + 76.92* l3o/Loo) 93.07 l7O+23.71 L1

Bidde r2 92.39* l7O/100]| + 83.33 *(30/100) 89.67 (64.67 +24.991 L2

Bidde14 81..52* (7o/1o0) + 100+ (30/100) 87.06 (s7.06 +30) L3

v \w

LFB : Lowest Financial Bid, F : Quoted Amount

Consolidated Technical & Financial Score

Stage 5: Combined Technical and Financial Score
(CIFS)With Weightage 70:30

\I^.l,. v0(
\t

Technical Score

CTFS



2

3

J

t

I Payments shall be subject to deductions (such as GST/Income Tax) as applicable
of any amount, for which the Bidder is liable under the agreement.

The Contract price is
applicablel [indicate: inclusive of GST/lncome Tax as applicable]

+Telephone expenses as per actuals

The agency shall be entirely responsible for all taxes, duties, license fees, levies
etc., incurred until delivery of the services to the client.

No advance payment will be made in any case

Payment against bill/lnvoice shall be released only after execution and the quality
of the services are found to the satisfactory. Payment will be made direct to the
service provider through NEFT/RTGS. No request for other mode of payment will
be entertained.

a) Payment shall be made in lndian Rupees

b) Payment of service provider costs & reimbursable expenses will be made
on submission of documents duly certified by buyer (NACO) certifying the
project deliverables.

c) Deliverables will be certifled on quarterly basis

d) Payment will be made to the agency against submission of an invorce in
quadruplicate (Original + 3 copies) with supporting documents to buyer for
payment.

e) While claiming payment, an affidavit must be summated as per Annexure
Taxes as applicable will be paid on actual.
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Annexure

AFFIDAVIT (On Stamp Paper)

son/daughter of resident of solemnly

undertake that I am an authorized signatory of M/s (insert name of

the company with full address) and I hereby undertake that the services for which payments are

being made have been correctly made. I take full responsibility for the correctness of the

documents submitted for which the payment has been claimed. I further undertake that without

prejudice to the rights of Client as per the contract, I shall be solely responsible if any of the

document is found to be fake even to make good any loss suffered by the client due to

incorrectness of the documents submitted by us for claiming payment against invoice(s) no(s).

(inseft details of invoices for which payments are being claimed)

amounting to

(service provider full address)

Witness 1

Address

Witness 2

Address:

Note:
1. The affidavit is to be submitted on a non-ludicial stamp paper of Rs 100 /-(Rupee

hundred) duly notarised and to be signed by the authorized signatory of the firm.
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Name.

Address:
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lns ctions to Bidders

a) To participate in the Bid submission, it is mandatory for the
,, lrJl.1o]gr:.,=ations registered in the GeM portat: https://oem.oov. rn.b) the setection procedure wilt be euatity cum C-6li-E-ased Select

Technical and 30% Financial)

bidders to get their

ion - QCBS (70o/o for

REGISTRATION:

Pre-requisites for a seller/service provider:

. Constitutron Type such as^ proprietorship, Firm, Company, Trusl or Society andCentral GovernmenUstate Government. Constitution Name.. Aadhaar Number or personal pAN of the user (Authorized signatory of ITR)' For Aadhaar based registrations, mobile number which is lin-ked wiih the Aaanaar isrequired.
Documents such as ClN, pAN, Dlpp, UAM, ITR details as per the constitution of theorganization may be required for seller registration.
Address of the organrzation.
Bank account details of the organization
Active email id.

For Primary User Registration:. Aadhaar Number/Virtual lD/ personal pAN ofthe User.. Mobile number linked with Aadhaar/Mobile number in case of pAN. Active Email id. Documents as per Constitution/Business type such as ClN, pAN, Dlpp, UAM, ITRdetails to Complete profile.. Address details (Registered Address). Bank account details

Secon d a ry lJ ser Reg istration :. Aadhaar/ Personal pAN number
' Mobire number shourd be rinked with Aadhaar /Mobire number is a case of pAN

based registration done by a primary user,. Active Email lD

KEY NOTES

Registration (Primary seller) on GeM should be done by an authorized person of theorganization (Director of the organization or a Key perJon or authorized signatory oirTR).

3,.,:1.^:t^tf^:rJhorized 
person wi get validated as per the tncome Tax Return fiting.rnmary se'er has an option to create secondary seflers to assign rores rike"BidParticipation. Creation of Catatog and Order Fulfllment.

For MSE, UAM (Udhyog Aadhalr Memorandum), mobire number rinked with the sameis required. (-,y Wl^\,, \t"e\^\
{



For start Up, DPllr (Department for promotion of rndustry and rnternar rrade) number
and mobile number linked with the same is required.

Io :eqaratg registration required for Seller and Service provider.
Bank Details (Account Number & IFSC code) for the account which will be used for
business done on GeM

HOW TO PARTICIPATE IN A BID:

Login to your account and crick on Bid. After rogin, search your Bid by using the Bid item or BidNumber. Now click on 'participate',

Product Bid:
1. Serect your product(s), cross-check technicar bid specifications and save.
2. Enter your product price at per unit level & save.

Servrces Bid.'l Submit your offerrng as per bid requirement, in the provided forms, press ,,Save and
Continue"

Verify your bid by OTP authorizatron

2

ASSISTANCE TO BIDDERS:

a) Any queries relating to the bidding process call toll free numbers: i g00-419-3436;
1800-102-3436 or send e-mail to the following id: gem@gov.in

b) Please refer to FAes under the seller section: https://qem.oov.in/userFaqs

c) You may also get in touch with the GeM Business Facilitator of your state. Find the state-
wise contact nos: https://gem. gov. in/aboutus#gem_ofc
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S.No. Cond itions/Cla uscs

The Contract shall be constlucd in accordance with the law ol tjnion of India

1 'Ihe language of thc contracr is: E,nglish

The addresses are:

Buycr: National A IDS Control Orsani zation (NACO)

Servicc Provider:

Attention:
Facsimile:
E-rnail (whcre permitted) :

l The Lead Member on behalf of the service providcr is:

5

Special Conditions of Contract

The Authorized Representativcs a rc:

For the Buycr:

NACO designates Deputy Director General (lF)C & Mainsrreaming) as NACO's
coordinator who will be responsible fbr the coordination of activities under this
Contract. lbr acceptance and approval ofthe reports and olother delivcrablcs by
the buyer and for receiving and approving invoices for the payment.

For the Scrvice Providcr:
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Conditions/Cla uses

Commencement ol Serviccs

The number of days shall be 30 days - 60 days from thc date of Award of
Contract or lrom the beginning date of project as mutually agreed by both buyer
and service provider. Ilthc awardee ofthe contract is not able to commence thc
services within stipulated time mentioned above-the contract shall be tcrminated.

Expiration o I Contract

The time pcriod shall be valid fbr 2 years from the date of signing of contract.
Validity can be turther extended on satisfactory performance on evaluation and/or
on need basis.

No additional prov isions

Thc agcncy will be responsible lor taking out any appropriatc insurance coverasc

All informat ion/data processed, storcd. or transmitted by Biddcr equipment
bclongs to the buycr. By having the responsibility to maintain the cquipment, the
Ilidder docs not acquire implicit access rights to the intbrmation or rights to
redistributc the inlbrmation. The Bidder understands that civil, criminal. or
administrative pcnalties may apply fbr failure to protect infbrmation
appropriately.

ln the event of a dispute regarding what data is or is not the service provider's
data. buycr's decision on the matter shall be final and not sub.ject to appeal. Prior
to completion or termination of the contract. the service provider must take all
necessary measures to assurc that all data generated and maintained during the
course of this contract has been misrated exclusivelv to the buvcr.

S.No.
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l. The buyer will own the copyright in all deliverable materials created under
this Agreemenl by Successful bidder. The IPR olany product which has
been dcvcloped/enhanced/ modified/ configured by the Successful biddcr
shall be transferred to the buyer.

2. Ownership ol all Intellectual Property Rights 1'or any functional and
technical process ol- buyer or Information or materials or buyer supplied
assels provided to successful bidder by the buyer shall remain vested with
the buyer'.

3. Buyer shall own all Inlellectual Property Rights in all Assets procured.
purchased and produccd exclusively for the buyer by the succcssl'ul bidder
including improvements that are developed by successful bidder for buycr.
Succcssl'ul bidder shall execute necessary documents and instrumcnts l.o

perf'ect the ownership ofbuyer in respect ofthe aforesaid materials.
4. Materials including but not limited to software. tools,
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S.No. Cond itions/Clauses

The Successful bidder shall promptly disclose in writing to buyer each instance of
Developed Materials that is developed as a result ofServices. With respect to each

disclosure. the Servicc Provider shall indicate the f'eatures or concepts that it
beliercs to be ner.r or dillerent.

l2 Any studics report or other material. graphical content. sofiware or otherwise.
prepared by the scrvice provider lbr the buyer under the Contract shall belong to
and remain the property of the buyer. The service provider may retain a copy of
such documents and software.

9-

processes. policies. and documentation (presentations) - developed by the
Successful bidder / Service Provider or its subcontractors n,ill be
considered "works made for hire" for buyer ("Developed Materials"). Such
Developed Materials shall belong exclusively to buyer. The Successf'ul
bidder may use such Developed Matcrials solely to provide the Services
during the contract term period.

5. 'fhe Successl'ul bidder shall irrevocably assign. transfer, and convey to the
buyer all rights. title, intcrcst, and ownership in such Developed Materials.
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