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1. Introduction

National Informatics Centre Services Incorporated (NICSI), a section 25 company under the
National Informatics Centre (NIC), Department of Information Technology (DIT), is engaged
in the Development and support of a large number of citizen oriented e-governance projects
in the country. NICSI has implemented ICT projects, in Social Sector, Public Administration
and towards ICT empowerment of officials under the overall coordination of NIC.

The tender is for availing the call centre services for its projects. The information could be
received through telephones, both landline and mobile, fax and email. To this end, the
empanelled call centre would record the query/call/complaint/suggestion in a web based
prescribed form Appendix for Call Details Form. Each call would carry a unique Call Id
including the name, address and contact phone numbers of the query raiser.

The call centre would have access to a database created by NIC/NICSI or its users having
updated names address and phone numbers of local officials. On receipt of a query, call
centre would sensitize the corresponding local officials, on phone/email, about the
complaint received and record this call back action on the form. The prime activities that
the call centre is expected to perform, are recording of queries on a 24x7 basis; informing
the local officials; ensure expeditious resolution of the received calls.

Since the phone calls could emanate from any part of the country, the call centre would
appoint agents, proficient in Indian languages including English, to take the calls in any
language. NICSI expects capture of minimum 98% of the phone calls received at any point
of time. In pursuance of this, the bidder would periodically review and report on the
number of dropped calls and advise NICSI if the seats to take up the calls are to be
increased.

Requirement of seats will vary from user to user but a minimum of 5 seats to start with. The
deployment could be for office hours or on 24X7 basis. The requirement of seats could be
periodically reviewed for enhancement.

2. Definitions
In this document, the following terms shall have respective meanings as indicated:

e “NICSI” shall mean National Informatics Centre Services Incorporated, New Delhi.
The term NICSI includes successors and assigns of NICSI.

e “Client” shall mean the department/organisation for which the order is being
placed.

e “RFP” shall mean Request for Proposal, Tender Document or Bidding Document
including the written clarifications issued by NICSI in respect of the RFP.

e “Authorized Representative/Agency” shall mean any person/agency authorized
by NICSI.
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e “Contract” shall mean the Work Order placed by NICSI on successful Bidder and
all attached exhibits and documents referred to therein and all terms and
conditions thereof together with any subsequent modifications thereto.

e “Site” shall mean the location(s) for which the work has been allotted and where
the services are to be delivered.

e “Specifications” shall mean and include schedules, details, description, statement
of technical data, performance characteristics, standards (Indian as well as
International) as applicable and specified in the Bidding Documents.

e “Bidder” means the firm/consortium offering the solution(s), services and/or
materials required in the RFP. The word Bidder when used in the pre award
period shall be synonymous with Bidder, and when used after intimation of
Successful Bidder shall mean the Successful Bidder, also called “Agency”, on
whom NICSI places Work Order for Delivery of services.

e “Party” shall mean NICSI or Bidder individually and “Parties” shall mean NICSI
and Bidder collectively.

e “Services” means requirements defined in this document including all additional
services associated thereto to be delivered by the Bidder.

e “Law" or "Legislation" - shall mean any Act, notification, bye law, rules and
regulations, directive, ordinance, order or instruction having the force of law
enacted or issued by the Government of India or State Government or regulatory
authority or political subdivision of government agency.

e "Third Party Agency" shall mean any agency appointed by NICSI or its client for
monitoring during commissioning and operation.

3. Scope of Work

The scope includes handling all types of inbound queries, complaints, requests, sales leads,
outbound calling, and response through phone/SMS/web/email/fax. The Firm shall provide
its own CRM, IVRS and ACD systems at their own location. Volume estimation for each type
of non-voice query/ complaints may be assessed by bidders based on their industry
experience. The empanelled bidder will be required to provide following support.

1. Infrastructure Setup
a. To organize a toll free number from major service providers to receive
calls/sms from public anywhere in the country, both from landlines, wireless
and GSM/CDMA phones to establish a reasonably efficient system of call
receipts.
b. Provision of a fax number, e-mail address, website to receive complaints.

Provide telephone with data/voice to respond to the users.

d. Call Logging should be possible through multiple channels i.e. phone, email
sms, fax, website and post and includes both manual and interactive voice
response (IVR) options for customers

e. Primarily offer support in English, Hindi and offer multiple Indian languages
over a period of time — as the need arises to serve customers from different
parts of the country.

o
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Create proper infrastructure for effective working of the services on 24 hours
by 7 days operations.
Development of IVRS as per the user requirement.
Usage of industry standard call centre solution for lodging the calls/auto
response/follow-up as agreed upon by the service provider and user.
Provision for alternate routing to take care of last mile problems like cable
cutting etc with one service provider.
Operate out of at least two locations in the steady state for disaster recovery
purposes.

Development

Bidder shall deploy its own Customer Relationship Management (CRM) software,
customized as per NICSI requirement; to take care of all the services required to
be serviced by Agents/IVRS. CRM shall maintain profile of subscribers.

The CRM/CTI functionality shall support relevant screen pop-ups, to the
agent along with the details of the previous calls during the last 30 days, on
the agents’ desktop on the basis of CLI, DNIS etc. The agent application shall
be GUI based.

CRM shall support SMS, Email, FAX and Web based complaint lodging/giving
feedback/registration of new services feature. Adequate number of agents
will be deployed to cater for the same so as to ensure that satisfactory
response is given within 24 hours via SMS/email/call back, as defined by
NICSI & Bidder jointly.

Agent should capture/log every query/compliant/demand lead/input in the
CRM system which should be easily accessible by NICSI officials at various
locations. CRM should also support report generation on the same.
BSNL/Telecom Service Provider will provide connectivity & access of SMSC for
sending/receiving SMS through SMPP gateway. It is expected that CRM
should automatically generate at least 2 SMSs i.e. one for booking of
complaint and second on disposal of complaint. CRM should be able to send
additional SMS based on NICSI requirement.

All other standard/ application software required to run the Call Centre and
meet SLAs shall be developed or provided by the Bidder.

3. Resource Deployment and Training

a.

b.

Posting of agents with subject background and proficient in most of the
Indian languages including English and their training on call centre
operations.

The number of Agents, equipment & infrastructure requirement will depend
upon the traffic (number of queries/calls 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.

Provision for subject specialists at call centre if desired by the user.
NICSI/Client will impart training at mutually agreed venue to the Call Centre
supervisors on “the contents of the form (Appendix for Call Details Form) and
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how to fill them up” while attending to an incoming call. The supervisors will
then impart this training to the call centre agents actually deployed to work.

e. Preparation of FAQ jointly by the call centre and the user

4. Call Centre Operations

a. On receipt and recording of a call in the database, the concerned official will
be sensitized about the call/query/complaint/suggestion. This will be
through outbound calls/email. The calls would be aggregated over a pre-
decided time period and concerned officials will be sensitized by an outbound
call and make a record of it in the database.

b. Creation and Maintenance of a database for calls received through
telephones (both mobile and landline). The database would keep name,
address and contact numbers of concerned local officials, which will be kept
updated by NICSI/NIC/User

c. The bidder would ensure database security such that it is accessible only to
the authorized persons in the country.

d. The bidder would ensure that 98% of the calls at any time are recorded into
the system. Failure to do so would attract penalty.

e. The service would be made available to the public on a 24x7 basis.

5. MIS Reporting

a. The bidder would submit daily reports of the 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. Depending upon the work load analysis, the bidder would also recommend
from time to time if the number of seats is to be enhanced.

c. Provision of user views thru SMS/email on the quality of response/services
being provided. Review/Penalty in case satisfaction level falls below 80 %.

4, Eligibility Criteria

Before submitting the request, the bidders may ensure that they are meeting the following
minimum eligibility criteria:

a. The bidder should produce Articles of Association (in case of registered firm), Bye
Laws and certificates for registration.
b. The bidder shall be a registered company in India under the Companies Act 1956.
An undertaking (self certificate) is to be submitted that there has been no litigation
with any Government department/organisation on account of similar services.
d. An undertaking (self certificate) is to be submitted that the Bidder hasn’t been
blacklisted/debarred by any central/state Government department/organisation.
The bidder must have valid registration with EPFO and ESIC.
The bidder should have a valid PAN number from Income Tax department.
The bidder must have valid registration with Service Tax Department.
The bidder’s turnover from call centre operations in each of the past three
consecutive years should exceed Rs. 10 (Ten) crores from Indian companies. A
certificate to this effect from a Chartered Accountant, in original, must be submitted.

S@ o
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i. The bidder should have ISO 9000 or SEI CMM level 5 or equivalent quality
certification for the call centre operations.

j. The bidder should have a valid techno-legal government clearance for running call
centre operations and shall have valid license for domestic Call Centre operations.

k. The bidder shall have call centre presence/centres in at least 4 locations/cities in
India. The bidder shall have at least 250 operational physical seats per location in
India as on the date of bid submission. This should be supported by a certificate from
the client(s).

|.  The bidder should have served two clients in each of the past three years where the
annual billing was in excess of Rs. One crore. Out of these, the bidder shall have prior
experience of managing in-bound calls meant for at least two customers in India. The
firm shall also have experience in integrating call centre systems. Purchase Orders
indicating the year of operations, billing amount and client details and Experience
certificate from the said clients are required to be enclosed.

m. The bidder shall have a minimum of 3,500 agent logins per day averaged over the
period 1-4-09 to 30-9-09 supported by certificate(s) from the client(s) or 6500
employees globally as per annual report for year 2008-09. Agent login should be for
minimum 8 hours in a day.

n. The bidder shall have experience for satisfactory operation of Call Centre(s) in India,
for domestic clients, for the last one year.

0. The bidder should be exclusively in the call centre operations running on a 24x7 basis
for the last three years.

In order for their bids to be considered, the Bidders are requested to furnish
documents for each of the above clauses. The bids should be submitted as a spiral
bound volume, with each page numbered and carrying an index of pages of the
eligibility criteria. Submission of inadequate or false information would lead to
the rejection of the bid.

5. Bidding Process

Bidders are advised to study the Bid Document carefully. Submission of the Bid shall be
deemed to have been done after careful study and examination of all instructions, eligibility
norms, terms and requirement specifications in the bidding document with full
understanding of its implications. Bids not complying with all the given clauses in this
bidding document or failure to furnish all information required by the bidding documents or
submission of a bid not substantially responsive to the bidding documents in every respect
will be at bidder’s risk and may result in the rejection of Bid.

5.1.  Pre-bid Meeting

NICSI shall hold a pre-bid meeting with the prospective bidders at 11:30 AM on 12/02/2010
in the NICSI conference hall. Queries received, from the bidders, two days prior to the pre-
bid meeting shall be addressed. The queries can be sent to NICSI through email at tender-
nicsi@nic.in or faxed on 011-26105212.
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5.2. Amendment of Bidding Documents

At any time prior to the last date for receipt of bids, NICSI, may, for any reason, whether at
its own initiative or in response to a clarification requested by a prospective bidder, modify
the bidding documents by an amendment. The amendment will be notified on NICSI’s
website, which will be binding on the prospective bidders to consider the amendment for
quoting.

In order to give prospective bidders reasonable time to take the amendment into account in
preparing their bids, NICSI may, at its discretion, extend the last date for the receipt of bids.

No bid may be modified subsequent to the last date for receipt of bids. No bid may be
withdrawn in the interval between the last date for receipt of bids and the expiry of the bid
validity period specified by the bidder in the bid. Withdrawal of a bid during this interval
may result in forfeiture of Bidder’s EMD.

5.3.  Language of Bid

The Bid prepared by the Bidder, as well as all correspondence and documents relating to the
Bid exchanged by the Bidder and NICSI, shall be written in English. Supporting documents
and printed literature furnished by the bidder may be in another language provided they are
accompanied by an accurate translation of the relevant pages in English. For the purposes
of interpretation of the bid, the translation shall govern. Information supplied in another
language without proper translation shall be rejected.

5.4. Bidding Cost

The Bidder shall bear all costs associated with the preparation/submission of bid,
presentations/demonstration during technical evaluation of the Bid. NICSI will in no case be
responsible or liable for those costs, regardless of the conduct or outcome of the bidding
process.

5.5. Bid Fee

The non-refundable bid fee will be charged from the bidders. The Bidder shall furnish, Bid
Fee of Rs. 500/- (Five Hundreds only) in the form of Demand Draft/Bankers’ Cheque, from a
scheduled commercial bank, drawn in favour of NICSI, payable at New Delhi.

5.6. Earnest Money Deposit

The Bidder shall furnish, Earnest Money Deposit (EMD) of Rs.5,00,000/- (Five Lakhs only) in
the form of Demand Draft/Bankers’ Cheque, from a scheduled commercial bank, drawn in
favour of NICSI, payable at New Delhi. The EMD of unsuccessful bidder will be returned,
without any interest after the tender finalization. EMD of successful bidder will be returned
after the empanelment and submission of a bank guarantee, from a scheduled commercial
bank, of double the amount valid for the empanelment/extended period of empanelment.

10
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5.7.

5.8.

Bid Submission

The Technical and Financial bids have to be uploaded as given in the Appendix for
Uploading Procedure Therefore, except for the drafts, no physical document is to
be submitted by the agencies.

. The interested bidders may submit their Bid to NICSI on or before the time

mentioned in the Appendix forActivity Schedule

As the bids can be uploaded only up to the defined date and time, there can’t be any
late bids. NICSI will not be responsible for any delay in obtaining the terms and
conditions of the tender or uploading of the bid on NICSI’'s e-procurement portal
before the due date and time of submission.

Bids, complete in all respects, must be uploaded on the mentioned site by the due
date and time. In the event of the specified date for the submission of Bids being
declared a holiday, the Bids can be uploaded up to the appointed time on the next
working day for which NICSI will make necessary provisions.

NICSI may, at its own discretion, extend the date for uploading of bids. In such a
case all rights and obligations of NICSI and the Agencies shall be applicable to the
extended time frame.

At any time prior to the last date for receipt of bids, NICSI, may, for any reason,
whether at its own initiative or in response to a clarification requested by a
prospective agency, modify the Tender Document by an amendment. The
amendment will be notified on NICSI’s website http://nicsi.nic.in well as on e-
procurement portal http://eproc-nicsi.nic.in and should be taken into consideration
by the prospective agencies while preparing their bids.

The offers submitted as documents, by telex/telegram/fax/Email or any manner
other than specified above will not be considered. No correspondence will be
entertained on this matter.

Printed terms and conditions of the bidders will not be considered as forming part of
their bid. In case terms and conditions of the contract applicable to the Invitation of
bid are not acceptable to any bidder, they should clearly specify the deviations in
their bids.

BID Opening

NICSI shall convene a bid opening session on 26/02/2010 at 11:30 AM where one
representative from the agencies, who have successfully uploaded the bid, can
participate.

Subsequent to this, NICSI will download the technical bids of only those agencies
whose tender fee and EMD drafts are found to be in order and haven’t withdrawn
their bids. Agencies’ representatives can remain present during the bids download
process.

The bids will then be passed on to a duly constituted Technical Evaluation
Committee (TEC).

Financial bids, original and revised, if any, of only the technically qualified agencies,
shall be opened on a notified date and time, in the presence of agency’s
representatives, who chose to remain present.

11
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e. NICSI at its discretion may call for revised financial bids from the technically accepted
agencies, which should be submitted within the stipulated time period set out by
NICSI. The rates quoted for any of the items in the revised financial bids shall not be
more than the original financial bids, otherwise the bid shall be rejected and EMD
forfeited.

f. The financial bids will then be passed on to a duly constituted Financial Evaluation
Committee (FEC) for evaluation.

5.9. Bid Validity

All the bids must be valid for a period of 120 days from the date of tender opening for
placing the initial order. However, the rates should be valid for the initial/extended period
of empanelment from the date of empanelment. No request will be considered for price
revision during the empanelment (contract) period. If necessary, NICSI shall seek extension
in the bid validity period beyond 120 days. The bidders, not agreeing for such extensions
will be allowed to withdraw their bids without forfeiture of their EMD.

6. Evaluation

a. The empanelment will be a two phase process i.e. technical evaluation followed by
financial evaluation of the technically qualified bidders.

b. Any effort by a bidder to influence NICSI's bid evaluation, bid comparison or contract
award decisions may result in the rejection of the bidder's bid and forfeiture of the
bidder's EMD.

c. NICSI reserves the right to accept any bid, and to cancel/abort the Tender process
and reject all bids at any time prior to award of Contract, without thereby incurring
any liability to the affected bidder or bidders, of any obligation to inform the
affected bidder of the grounds for NICSI’s action and without assigning any reasons.

d. Printed Conditions of the agencies, as uploaded, will not be considered as forming
part of their bid. In case terms and conditions applicable to the invitation of bid are
not acceptable to any agency, they should clearly specify the deviations in their bids.

6.1. Technical Evaluation

a. The technical bids shall be evaluated by a duly constituted Technical Evaluation
Committee (TEC).

b. The first process for the TEC is to examine the eligibility of the bidders as per the
tender specifications. Bids of the bidders, not satisfying the eligibility criteria shall be
rejected.

c. Subsequently, the TEC would examine the technical details and may ask for
additional information from the bidders. However, that would not entitle the bidder
to change or cause any change in the substance of the tender submitted.

d. On request from the TEC, the bidding bidders may have to produce additional
information. The time limit, in which the bidders’ have to submit additional
information, shall be decided by the TEC and its decision shall be final in this regard.
Bids of the bidders failing to adhere to the specified time limit shall be rejected.

12
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6.2.

The TEC may decide to visit the premises of the bidder to verify the information
submitted by them. For this the bidder shall extend all cooperation, shall present
the documents desired by the TEC at the premises and adhere to the time targets set
by the TEC. NICSI will bear all expenditure of the TEC visits.

The TEC may call for presentations by the bidders to have the insight in to the
technical competence of the respective bidders for providing services as per scope of
work.

The financial evaluation will be followed for technically qualified bidders.

Financial Evaluation

The financial bids will be opened in the presence of bidders’ representatives (one per
bidder).

A Financial Evaluation Committee (FEC) would scrutinize the commercial bids. The
bids, found lacking in strict compliance to the commercial bid format shall be
rejected straightaway.

If NICSI considers necessary, revised Financial/Commercial Bids can be called for
from the technically short listed Bidders, before opening the original
Financial/Commercial Bids. In that case, the revised bids should not be higher than
the original bids, otherwise bid will be rejected and EMD forfeited.

If there is only one bid, NICSI reserves the right to process the single bid or take
recourse to the process of re-tendering.

Arithmetical error will be rectified on the following basis. If there is a discrepancy
between the unit price and the total price that is obtained by multiplying the unit
price with quantity, the unit price shall prevail and the total price shall be corrected.
If the bidder does not accept the correction of the errors, its bid will be rejected and
EMD forfeited. If there is a discrepancy between words and figures, the amount in
words will prevail.

L1 is the bidder quoting least value of A+B in the Appendix for FEC: Financial Bid
Information. If more than one bidder quotes the same value then L1 is the bidder
having the maximum turnover as quoted in Appendix for TEC Form 2: Bidder Profile.
LQ-1 are the lowest quoted unit rates for all the pricing components (i.e. a to y and
bl to b5 of Appendix for FEC: Financial Bid Information) quoted by any of the
responsive bidders.

Further, L1 has to match the LQ-1 rates i.e. the lowest quoted rates. If L1 refuses to
match the LQ-1 rates then its EMD would be forfeited and the tender would be
scrapped.

In order to maintain a panel of three bidders, L2, L3, L4.... bidders, in that order, one
at a time, would be asked to match the LQ-1 rates. If L2 agrees it would be
considered for empanelment. If L2 refuses, opportunity would be extended to L3
and so on.

NICSI reserves the right to use this tender to service its clients’ needs, requiring call
centre services, for other applications.

13
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7. Empanelment

7.1.  Signing of Contract

a. Empanelment will be initially for a period of two years, extendable for next two
years on year-to-year basis solely at the discretion of NICSI on same terms and
conditions or additional mutually agreeable conditions.

b. Empanelled bidder may also be used by NIC projects.

The incidental expenses of execution of agreement/contract shall be borne by the
respondents.

d. On written communication from NICSI for having qualified for empanelment the
bidder shall sign the contract (letter of empanelment) within 7 days of such
communication. Failing which the offer shall be treated as withdrawn and EMD
forfeited.

7.2.  Confidentiality

The empanelled bidder and their personnel shall not, either during the term or after
expiration of this contract, disclose any proprietary or confidential information relating to
the services, contract or business or operations of NICSI or its clients without the prior
written consent of NICSI.

8. Work Orders

8.1. Placement of Work Orders

NIC/NICSI may place the work orders on the empanelled agencies for its own requirement
or for its projects on behalf of its clients. The Work Order may encompass the complete
scope of work or may require few services. Depending on the requirement, the work orders
may be placed to any one of the empanelled agency; more than one depending on the
project requirement or the TOR may be given to more than one empanelled agency for their
proposals for the specific scope of work using the L1 rates.

8.2. Work Order Schedule

On receipt of WO from NIC/NICSI, the empanelled agency will immediately identify a
Coordinator to act as single point of contact to get in touch with the Client’s Project
Coordinator. The call centre operations should start within three weeks of the Work Order.
The delay in start of operations attracts penalty clause. The following schedule from the
date of Work Order (WO) may be adhered to.

S. Activity End Date Deliverables Responsibility

No.

1. Requirement WO + 7 days Requirement Specs, Work | Call Centre/Client
Discussions Flows, Report Formats

2. Non-disclosure WO + 7 days Signed NDA Call Centre
Agreement

14
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8.3.

3. Infrastructure Setup WO + 14 days Points of Contact for raising | Call Centre
the query
4, Deployment of Agents WO + 14 days List of Deployed Resources Call Centre
5. IVRS Development WO + 14 days IVRS Clipping Call Centre
6. Initial FAQs Database WO + 21 days FAQs Client
7. CRM Development WO + 21 days CRM User Manual Call Centre
8. Training to Deployed | WO + 21 days | Training Manual Call Centre/Client
Resources
9. Call Centre Operations | WO + 28 days | Sample MIS Reports Call Centre
Trials
10. | Reporting Daily Daily Reports (through Email) | Call Centre
Weekly Escalation Reports, New | Call Centre
FAQs, Feedback Reports
Weekly Approved FAQs Client
Monthly MIS Reports Call Centre
Quarterly Bills Call Centre

Functional Requirements

It shall maintain general information in the database in the form of FAQs. For this, it
shall be updating the database on regular basis.

It shall have sufficient numbers of the incoming lines with a facility to terminate
additional 10 lines per location.

It shall have capability to logically partition the switching system to avoid
interference with other set of users.

It shall have IVRS with support for more local languages. These local languages are to
be selected based on the location of the origin of call.

It shall be possible to customize the IVRS prompt as per the requirement of NICSI or
its users.

There should be facility to bypass the voice prompt by the caller.

It shall have Automatic Call Distribution feature based on Skill, Idleness, and
utilization of each operator.

It should have facility to log calls after the official timings.

In case the operator is unable to answer the queries, it will be escalated to the
experts from client on PSTN lines using call conferencing. The queries and replies
given by experts will also be logged into the database. For this, the availability of the
outgoing PSTN lines and conferencing facilities are to be arranged by the bidder.

It shall have the facility to host the web portal. Details of hosting requirement and
contents, if required, will be provided separately.

It is the responsibility of the bidder to co-ordinate for acquiring additional toll free
lines.

It shall have an uptime of 99% during the normal working times.

. Calls are to be answered within 3 rings with hold time not more than 5 seconds.

It shall have permanent Internet connectivity to send the MIS reports to the NICSI or
its users electronically.

It shall have feature to generate customized MIS reports as per the requirement of
NICSI or its users.
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9.1.

9.2.

p. Reports: The daily, weekly, monthly MIS reports shall include the following but not

limited to: report on calls handled, call pending, average duration of calls, min. &
max duration of calls, number of instances the operator found busy, calls abandoned
due to breakdown, call made/referred to experts.

Payment Terms

The payment has been envisaged based on the scope of work for which the work
order has been placed with the vendor.

All payments shall be made subject to deduction of TDS (Tax deduction at Source) as
per the Income Tax Act, 1961 and other taxes if any as per Government of India
rules.

Service Tax or any other tax will be payable only if these are specifically mentioned in
Appendix for FEC: Financial Bid Information.

All payments shall be made subject to adjustment of applicable penalties.

The agency would submit pre-receipted bills in triplicate in the name of NICSI’s
client, a/c NICSI, on a quarterly basis. The bills will be processed within 30 days if
they are complete in all respect. The bills should carry a “satisfactory performance
certificate” from the client.

Deliverables

The empanelled agency would maintain a web enabled data base for offering the
services and ensure that the database access is only to the authorized persons across
the country.

. The empanelled agency would submit monthly reports of calls dropped and

outbound calls and other reports as may be deemed necessary from time to time.
The empanelled agency will submit the MIS report on regular basis as per SOW.

Penalty

Delay in start of call centre operations within the stipulated days would attract
penality @ 1.5% of the Work Order Value subject to a maximum of 30 days. Beyond
which NICSI may cancel the Work Order and may get the order executed to any
other agency at the expenses of the defaulting vendor. NICSI will charge 10%
cancellation charges in addition to the expenses incurred in getting the Work Order
executed through alternate sources.

. The empanelled agency would ensure 98% call capture at any point of time. Service

below 98% efficiency would attract penalty @1.5% per percent loss in service for
upto 90% (maximum chargeable 10% on a monthly basis). For a continuous
performance below 90% for a period of three months, the contract with the agency
may be terminated and EMD/security deposit forfeited.

The agency would ensure deployment of requisitioned number of persons to man
the service at all times. However, in cases beyond the control of the agency, if the
number falls below the requisitioned manpower, the agency would raise bills for
only the exactly deployed manpower.
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10. Terms and Conditions

10.1. General

a. The agency would take adequate such measures as to maintain the sanctity of the
database by keeping appropriate backups and to prevent database contents, either
in part or in full, falling into the hands of any unauthorized person(s).

b. The selected bidder shall not outsource the work to any other
associate/franchisee/third party under any circumstances. If it so happens then NICSI
shall impose sanctions which shall include: forfeiture of the security deposit,
revocation of bank guarantees (including the ones submitted for other work orders)
and termination of the Contract for default.

c. NICSI may by written notice sent to the selected bidder, terminate the work order
and/or the Contract, in whole or in part at any time of its convenience. The notice of
termination shall specify that termination is for NICSI's convenience, the extent to
which performance of work under the work order and/or the contract is terminated,
and the date upon which such termination becomes effective. NICSI reserves the
right to cancel the remaining part and pay to the selected bidder an agreed amount
for partially completed Services.

d. In the event of the bidder’s company or the concerned division of the company is
taken over/bought over by another company, all the obligations under the
agreement with NICSI, should be passed on for compliance by the new company /
new division in the negotiation for their transfer.

e. All panel bidders automatically agree with NICSI for honouring all aspects of fair
trade practices in executing the work orders placed by NICSI.

f. The bidder shall be responsible for any damage to equipments, property and third
party liabilities caused by acts on part of its deployed manpower at NICSI’s client
premises. All equipment shall be used only for the purpose of carrying out legitimate
business of client organization and shall not be put into any other use.

g. The staff deployed by the bidder at client’s site, if any, shall maintain office decorum.
They shall be courteous, polite and cooperative and able to resolve the users’
problems. The bidder shall verify the character antecedents before deploying any
person at NICSI/client organization.

h. For the manpower deployed, the bidder shall keep with them, their present and
permanent address, educational and technical qualification details, specimen
signature, two passport size photographs and furnish these details/information to
NICSI, as and when required.

10.2. Indemnity

a. NICSI and its client organizations stand indemnified of all legal obligations,
past/present/future, and the bidder may have with its professionals.

b. NICSI and the clients stand absolved for any liability on account of death or injury
sustained by the Bidder staff during the performance of the empanelment and also
for any damages or compensation due to any dispute between the bidder and its
staff.
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10.3. Termination for Insolvency & default
10.3.1. Termination for Insolvency

NICSI may at any time terminate the work order / contract by giving written notice of four
weeks to the bidder, without any compensation to the bidder, if the bidder becomes
bankrupt or otherwise insolvent.

10.3.2. Termination for default

a. Default is said to have occurred

e |[f the bidder fails to deliver any or all of the services within the time period(s)
specified in the work order or any extension thereof granted by NICSI.

e If the bidder fails to perform any other obligation(s) under the contract / work
order.

b. If the bidder, in either of the above circumstances, does not take remedial steps
within a period of 30 days after receipt of the default notice from NICSI (or takes
longer period in spite of what NICSI may authorize in writing), NICSI may terminate
the contract / work order in whole or in part. In addition to above, NICSI may at its
discretion also take the following actions

e NICSI may transfer upon such terms and in such manner, as it deems appropriate
work order for similar support service to other bidder and the defaulting bidder
shall be liable to compensate NICSI for any extra expenditure involved towards
support service to complete the scope of work totally.

10.4. Force Majeure

a. Force majeure clause shall mean and be limited to the following in the execution of
the contract / purchase orders placed by NICSI :-

War / hostilities.

Riot or Civil commotion.

Earthquake, flood, tempest, lightning or other natural physical disaster.
Restriction imposed by the Government or other statutory bodies, which is
beyond the control of the bidders, which prevent or delay the execution of the
order by the bidder.

b. The bidder shall advise NICSI in writing, duly certified by the local Chamber of
Commerce, the beginning and the end of the above causes of delay, within seven
days of the occurrence and cessation of the force majeure conditions. In the event of
a delay lasting for more than one month, if arising out of clauses of force majeure,
NICSI reserve the right to cancel the order without any obligation to compensate the
bidder in any manner for what so ever reason.

18



narionaL I\ ' 48 % Tender Document for Call Centre Services

INFORMATICS mrem
CENTRE £ =
SERVICES INCORPORATED

10.5. Arbitration

NICSI and the bidder shall make every effort to resolve amicably, by direct negotiation, any
disagreement or dispute arising between them under or in connection with the work order.
If any dispute shall arise between parties on aspects not covered by this agreement, or the
construction or operation thereof, or the rights, duties or liabilities under these except as to
any matters the decision of which is specially provided for by the general or the special
conditions, such dispute shall be referred to two arbitrators, one to be appointed by each
party and the third to be appointed by the Department of Information Technology and the
award of the arbitration , as the case may be, shall be final and binding on both the parties.
The arbitrators or the umpire as the case may be, with the consent of parties, may modify
the time frame for making and publishing the award. Such arbitration shall be governed in
all respects by the provision of the Indian Arbitration Act, 1996 or later and the rules there
under and any statutory modification or re-enactment, thereof. The arbitration proceedings
shall be held in New Delhi, India.

10.6. Applicable law

The work order shall be governed by the laws and procedures established by Govt. of India,
within the framework of applicable legislation and enactment made from time to time
concerning such commercial dealings/processing.
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Appendices

Tender Document for Call Centre Services

A. Abbreviations

Acronym Description

ACD Automatic Call Distribution

BOM Bill of Material

CCs Call Centre Services

CDMA Code Division Multiple Access

CMM Capability Maturity Model

CRM Customer Relationship Management
CTI Computer Telephony Integration

DD Demand Draft

DGM Deputy General Manager

DNIS Dialed Number Identification Sequence
DM Deputy Manager

EQI Expression of Interest

EMD Earnest Money Deposit

FAQ Frequently Asked Question

FEC Financial Evaluation Committee

GSM Global System for Mobile communications
GUI Graphical User Interface

HOD Head of Department

ISO International Organisation of Standards
IVRS Interactive Voice Response System

MD Managing Director

NIC National Informatics Centre

NICSI National Informatics Centre Services Incorporated
PEC Project Execution Committee

PLC Project Life Cycle

PM Project Manager

PSTN Public Switched Telephone Network
SDLC Software Development Life Cycle

SEI Software Engineering Institute

SLA Service Level Agreement

SMS Short Message Service

SMSC Short Message Service Centre

SMPP Short message peer-to-peer protocol
SoOwW Scope of Work

TD Tender Document

TDS Tax Deduction at Source
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TEC Technical Evaluation Committee

TESA Tender, Empanelment and Strategic Alliances
TOR Terms of Reference

WO Work Order
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B. TEC Checklist

Documents to be attached as a part of Technical Bid for Technical Evaluation for establishing
firm's eligibility and qualification

a. Tender Fee Demand Draft drawn in favour of NICSI, New Delhi, payable at New
Delhi
b. EMD/Bid Security Demand Draft drawn in favour of NICSI, New Delhi, payable at
New Delhi.
TEC Form 1: Covering Letter
TEC Form 2: Bidder Profile
TEC Form 3: List of Clients
Details of the firm along with List of Directors on the Board of the Company with
their address(es)
Board’s resolution in favour of authorized signatory.
Attestation of the signature of the authorized signatory by the company bankers.
Certificate of Incorporation/Registration.
Self Certificate confirming no litigation with any Govt Dept/organisation.
Self Certificate confirming non-blacklisting.
I.  Relevant pages of Articles/Memorandum of Association or Partnership deed or
proprietorship deed as the case may be.
. Service Tax Registration Certificate indicating the Bidder’'s Name, Service Tax
Number.
EPFO Registration indicating the Bidder’s Name.
ESIC Registration indicating the Bidder’s Name.
Income Tax Registration indicating the Bidder’s Name, Service Tax Number.
In case of Name Change, Name Change Registration/Certificate
In case of non-applicability of registration, relevant documents for exception may be
attached
s. Quality Certification.
Audited/Certified financial statement/report or CA Certificate indicating the turnover
from Call Centre Services
u. Documents establishing satisfactory experience as defined in eligibility criteria from
Client(s) as per TEC Form 3.
v. Copy of valid license for Call Centre operations in India
w. Copy of EOI/RFP duly signed and stamped on each page by the authorized signatory
as a mark of acceptance of all conditions contained here in.

S0 a0
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C. Uploading Procedure

Following procedure may be followed for uploading/submission of documents

a. The bids for this tender have to be uploaded online on the NICSI e-procurement
portal http://eproc-nicsi.nic.in. For this the Agencies must have obtained a class 2
digital signature certificate as described on the afore-mentioned portal.

b. All the bid documents to be uploaded must be digitally signhed and sequentially
numbered.

c. Scanned copy of bank draft (in PDF) meant for tender fee and EMD has also to be
uploaded. The actual draft has to be submitted to NICSI office in a sealed cover
superscripting “NICSI tender for Call Centre Services due on 26/02/2010 at 11:00
AM”. The envelope should be addressed to the Managing Director NICSI and
submitted before the Bid submission date and time mentioned in the table given
below.

d. The system allows uploading of bid in terms of packets as follows.

Packet No Documents to be uploaded Format
1 Scanned copies of draft for tender fee and EMD | PDF
2 Eligibility Criteria & Technical bid PDF
3 Financial bid XLS

e. In case of any uploading problems, NICSI Help Desk (Tel: 011-66660000) may be
contacted up to one day before the Date of submission.

f. The successful uploading of the bid, complete in all respects, delivers an
automatically generated Bid-id. Non-generation of Bid-id means the bid hasn’t been
successfully uploaded. A snapshot of this screen should be obtained and produced at
the time of bid opening as a proof of successfully uploaded bid.
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D. Activity Schedule

Activity Date

Date of Publication on http://eproc- 28/01/2010

nicsi.nic.in

Downloading of the Tender Document From the next day of its publication on
the website

Seek Clarifications — Start Date 2 Days after its publication

Seek Clarifications — End Date 2 days before the pre-bid meeting

Pre-bid meeting 12/02/2010 at 11:30 AM in NICSI office

Bid submission start date 19/02/2010 after 10:00 AM

Bid submission end date 26/02/2010 by 11:00 AM

Opening of Bids (Eligibility and Technical) 26/02/2010 at 11:30 AM
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E. TEC Form 1: Covering Letter

To
The Head of Department (Tenders)
National Informatics Centre Services Inc.
Hall No. 2 & 3, 6th Floor, NBCC Tower,
15, Bhikaji Cama Place, New Delhi — 110 066

Sub: Bid for Call Centre Services
Dear Sir,
1. Having examined the BID document and appendix thereto, we, the undersigned, in
conformity with the said document, offer to provide the said services as given in the BID

document and the terms of reference to be signed upon the award of contract.
2. We acknowledge having received the following addendum to the proposal document:

Addendum No. Dated

3. We undertake, if our proposal is accepted, to provide the services enlisted in the contract
within time frame specified, starting from the date of receipt of empanelment letter from
NICSI.

4. We agree to execute a contract in the form to be communicated by NICSI, incorporating all
agreements with such alterations or additions thereto as may be necessary to adapt such
agreement to the circumstances of the standard and notice of the award within time
prescribed after notification of your intention to accept this proposal.

5. Unless and until a formal agreement is prepared and executed this proposal together with
your written acceptance thereof shall constitute a binding contract agreement.

6. We would like to clearly state that we qualify for this work as our Bidder meets all the
eligibility criteria indicated by you in the BID document.

We understand that if the details given in support of claims made above are found to be untenable
or unverifiable or both our proposal may be rejected without any reference to us. We further clearly
understand that NICSI is not obliged to inform us of the reasons of rejection of our proposal.

It is certified that the information furnished here in and as per the document submitted is true and
correct and nothing has been concealed or tampered with. We have gone through all the conditions

of BID and are liable to any punitive action for furnishing false information/documents.

Dated this day of 2009

Signature
(Bidder Seal)

In the capacity of

Duly authorized to sign documents/proposals for and on behalf of:
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F. TEC Form 2: Bidder Profile

Name of the Bidder (in
CAPITAL letters only):

Complete Address with
Pincode:

Date of Incorporation in India

Contact Person:

Name

Designation

Telephone ‘Fax |

E-mail

Service Tax Registration No:

PAN No:

Article of Association Submitted or Not

ISO or Equivalent Certification

Present capacity for handling
concurrent calls

Capability of handling multiple Indian
language calls

Annual Turn over from Call Centre Year Turnover in Crores of Rs.
Services for last three years: 2006-07

2007-08

2008-09

Details of two clients in each of the past |Specify Name of the client, address, contact person with
three years where billing for call centre |phone number, annual billing amount, no of calls handled
services was in excess of Rs. One crore. |per month and no of agents deployed

Bidder not blacklisted Yes/No

Litigation on similar services Yes/No

Note: Copies of the supporting documents should be attached along with the proposal.

Signature
(Bidder Seal)

In the capacity of
Duly authorized to sign proposals for and on behalf of:
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G. TEC Form 3: List of Clients

S. Year of Order No. Client Name Annual No. of No. of

No. | the Billing calls agents
services With Contact Person Details | Amount handled deployed
provided including Ph. No. per month

FY 2006-07

1.

2.

3.

FY 2007-08

1.

2.

3.

FY 2008-09

1.

2.

3.

Signature

(Bidder Seal)

In the capacity of

Duly authorized to sign proposals for and on behalf of:
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H. Call Details Form

The CRM should capture the following information along with date and time for generation
of aging reports and follow-ups —
e Query Reference Number for follow-up
e Mode of raising Query (Letter/Email/Phone)
e Types of Query Raiser (Vendor, Customer, Strategic alliance partner etc)
e Query Raiser's details:
0 Name
Contact Number
Address
State
Email Address
Fax Number
Designation
Dept Name
If Query Raiser is "Customer"
Is it a government/PSU employee/Others?
A If "Yes" Employee Code.....?
o Query Details
0 Category of the query (like General, Accounts, Services, Company etc.)
Sub Category
Description of the Query
Severity of the Query
Status of the Query
0 Client Coordinator, if any, for Query Resolution
e Work Order/Client’s Related (Yes/No)
To be defined at the time of placing the Work Order
e Frequently Asked Questions
0 Question
Answer
Category
Sub Category
Severity
Estimated Time to Resolve

O O OO O OO0 O0OO0OO0OO0OO0Oo

O OO0 oo
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I. FEC: Financial Bid Information
Name of the Bidder:
Address:
S. No Pricing Component Unit Rate per seat in Rs.
Total Call Centre | No. of Supervisors| On-site Project Location|General ShiffMorning Shift [Evening Shift |Night Shift |24 Hrsx 7
Seats Required per slab Coordinator per slab Days
09:00 Hrs - | 08:00 Hrs - 16:00 Hrs - 00:00 Hrs -
18:00 Hrs 16:00 Hrs 00:00 Hrs 08:00 Hrs
A __|Per Seat Option
1 5-24 1 - a= f= k= p= u=
2 25-49 1 1 b= g= I= g= V=
3 50-74 2 1 c= h= m= r= w=
4 75-99 3 1 = i= n= S= X=
ba 100 and above 4 1 e= i= o= t= y=
A = a+2b+3c+4d+5e
B _|Per Call Option Unit Rate per per connecct minute in Rs.
1 [Handling Call on IVRS bl=
2 |Handling Calls by agents (inbound as well as outbound calls) __ |b2= [b3= [ba= [bs= [b6=
B =bl+b2

1. The above rates are all inclusive cost viz. cost of the manpower, transportation, infrastructure, provision of toll free number, development of CRM/IVRS, training,

inbound/outbound call charges etc.

2. The service tax and other Government levies will be as per actual and as applicable from time to time.

3. L1listhe agency quoting least value of A+B. However, L1 has to match the lowest unit rate of all the pricing components (i.e. a to y and b1 to b5) quoted by any
of the responsive bidders.

Signature of the Authorized Signatory
With Date and Office Seal
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National Informatics Centre Services Inc.
(A Government of India Enterprise under NIC)
Department of Information Technology
Ministry of Communication and Information Technology
6™ floor, NBCC Tower, 15-Bhikaiji Cama Place,
New Delhi—110 066 India
Telephone: +91 11 26105054, Fax: +91 11 26105212, Email: tender-nicsi@nic.in
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