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 INVITATION TO BIDDERS 
   

1. The Bihar Rural Development Society (BRDS), Rural Development Department, 

Government of Bihar(Purchaser) invites sealed bids (two bid system) from eligible & 

qualified Bidders for Implementation of Web based Helpdesk Application & Call 

Centre for BRDS. 

 
2. The bid document is available on the website www.rdd.bih.nic.in and can be freely 

downloaded by interested bidders. “The bidders, who have downloaded the bid 

documents, shall be solely responsible for checking the website for any 

addendum/amendment/corrigendum issued subsequently to the bid document and 

take into consideration the same while preparing and submitting the bids”. 

 
3. Bidders interested to bid and have downloaded the bid form must submit a demand 

draft of INR 5,000/- as the price of bid document at the time of submission of their 

bid. It may be noted that BRDS will not arrange for any postal or courier services for 

sending a bid document. The demand draft shall be in favour of "CEO, BRDS", payable 

at Patna. 

 
4. Bid Procedure 

The Bidder should submit the proposals in two parts: 
A. Technical Bid 

B. Financial Bid 

i. Technical part should contain all such details as mentioned in the Bid Document 

and it should be kept in one envelop marked as “TECHNICAL BID”. 

ii. Financial part should contain the financial bid inclusive of all admissible taxes, 

duties and levies etc. and it should be kept in another envelop marked as 

“FINANCIAL BID” 

iii. Both these separate sealed and superscripted envelops should then be sealed in a 

third envelop marked as “RFP for Implementation of Web based Helpdesk 

Application & Call Centre for BRDS”. 

iv. If both bids (Technical + Financial) are found in one envelope, those offers will be 

rejected. 

 
5. All bids must be accompanied by a bid security as specified in the bid document and 

must be delivered to the office at the date and time indicated in Datasheet.  Electronic 

bidding will not be permitted.  Late bids will be rejected. 

 
6. Bids will be publically opened in the presence of Bidders' designated representatives 

who wish to attend at the BRDS office on the specified date and time. 

 
7. In the event of the date specified for bid receipt and opening being declared as a closed 

holiday for the purchaser’s office, the due date for submission of bids and opening of 

bids will be the following working day at the appointed times. 

 
8. The undersigned reserves the right to cancel any or all the bids without assigning any 

reason.  

          -sd- 

      CEO, 
                                    Bihar Rural Development Society 

http://www.rdd.bih.nic.in/
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1 Document Control Sheet 

Sl. 

No. 
Particular Details 

1 
Name of the Client ( RFP Inviting 

Authority) 
CEO, Bihar Rural Development Society 
(BRDS) 

2 Method of Selection Least Cost  

4 Date of Publishing of RFP October 02, 2018 

5 
Last date for receiving the pre-bid queries 

via email. 
October 22, 2018, 18.00 Hrs 

6 Pre-bid meeting at BRDS Office, Patna October 23, 2018, 15.30 Hrs 

7 Last date and time for receipt of proposals November 5, 2018, 14.00 Hrs 

8 
Date and time of opening of Technical 

Proposal 
November 5, 2018, 15.00 Hrs 

9 Cost of RFP Document Rs. 5,000/- 

10 Earnest Money Deposit (EMD)  Rs. 1,00,000/- 

11 Name of the Contact Officer 

Name: Sri Saroj Kumar 

Designation: Director - eGovernance & IT 

Email: brds.director@gmail.com 

12 Address for Submission of Proposal 

Bihar Rural Development Society 
2nd Floor, RED Cross Building 
North of Gandhi Maidan 
Patna-800001, Bihar (India) 

 

Note: This document is not transferable. 

 

All bidders are advised to check for any further clarifications and corrigendum related to this 

RFP at the website www.rdd.bih.nic.in  

 

1.1 Clarification of RFP Documents 
 
Bidder’s requiring clarifications on RFP documents may notify either by writing to BRDS 

addresses or by sending their queries by electronic mail to brds.director@gmail.com. 

Queries/clarifications should reach BRDS three days prior to the Pre-Bid date provided in RFP 

datasheet above. BRDS will respond to queries/clarifications of the Bidders in writing by 

publishing the responses on its website. BRDS will not entertain any correspondence regarding 

delay or non-receipt of clarifications/queries. For clarifications Bidder may contact Sri Saroj 

Kumar (Director - eGovernance & IT) at 9471006337. 

mailto:rlrsec-bih@nic.in
http://www.rdd.bih.nic.in/
mailto:rlrsec-bih@nic.in
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2 Instruction to Bidders 

2.1 Invitation to Bid 

The CEO, Bihar Rural Development Society (BRDS), Rural Development Department, Government 

of Bihar (Purchaser) now invites sealed bids (two bid system) from eligible & qualified Bidders for 

Implementation of Web based Helpdesk Application & Call Centre for BRDS. The response 

to this RFP should reach the undersigned latest by November 5, 2018, 14.00 Hrs. The RFP 

document can be downloaded from the website www.rdd.bih.nic.in . The bid document should 

accompany the RFP document cost and EMD in favour of CEO, BRDS failing which the bid would 

be deemed invalid. The bidders will need to submit their comprehensive Technical and Financial 

Bids – in two separate sealed envelopes, at the address mentioned in the document data sheet 

through Speed Post, Courier or via person. Bid submission through email/fax will not be 

accepted. The details of scope of work, technical requirements and formats for submission of 

Technical and Financial Bids are given in the subsequent sections. 

 

2.2 Pre-Bid Meeting & Clarifications 

2.2.1 Pre-bid Conference 

CEO, BRDS or any other officer authorised on behalf of him, will hold a pre-bid meeting with the 

prospective bidders on October 23, 2018, 15.30 Hrs at Bihar Rural Development Society, 2nd 

Floor, RED Cross Building, North of Gandhi Maidan, Patna-800001, Bihar (India) 

 

The Bidders will have to ensure that their queries for Pre-Bid meeting should be received at 

brds.director@gmail.com on or before October 22, 2018, 18.00 Hrs. 

 

The queries should necessarily be submitted in the following format: 

Name, Designation, Mobile Number & Email Address of the Bidder 

Representative 

Sl. 

No. 

RFP Document 

Reference(s) (Section & 

Page Number(s)) 

Content of RFP 

requiring 

Clarification(s) 

Points of 

clarification 

    

    

    

    

 

CEO, BRDS shall not be responsible for ensuring that the bidder’s queries have been received by 

them. Any requests for clarifications post the indicated date and time may not be entertained by 

the tendering authority. 

 

2.2.2 Response to Pre-Bid Queries and Issue of Corrigendum 

a) The nodal officer notified by the CEO, BRDS shall endeavour to provide timely response 

to all queries. However, CEO, BRDS makes no representation or warranty as to the 

completeness or accuracy of any response made in good faith, nor does CEO, BRDS 

undertake to answer all the queries that have been posed by the bidders.  

http://www.rdd.bih.nic.in/
mailto:rlrsec-bih@nic.in
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b) At any time prior to the last date for receipt of bids, CEO, BRDS may, for any reason, 

whether suo motu or in response to a clarification requested by a prospective Bidder, 

modify the RFP document by a corrigendum. 

 

c) The corrigendum (if any) & clarifications to the queries from all bidders will be posted on 

the website www.rdd.bih.nic.in . 

 

d) Any such corrigendum shall be deemed to be incorporated into this RFP. 

 

e) In order to provide prospective bidders reasonable time for taking the corrigendum into 

account, CEO, BRDS at its discretion, may extend the last date for the receipt of proposals. 

 

2.3 Cost of bidding 

(a) The bidder shall bear all costs associated with the preparation and submission of its bid 

and CEO, BRDS (hereinafter referred to as the 'Purchaser') will in no case be responsible 

or liable for these costs, whether or not the bid is finally accepted. 

 

(b) Non-transferable Tender: The RFP document is not transferable. 

 

2.4 Language of proposal 

All correspondence and documents related to the proposal exchanged between the bidder and 

the CEO, BRDS shall be in English. 

 

2.5 Proposal Preparation 

The Bidder must comply with the following instructions during preparation of Proposals: 

- The bidder is expected to carefully examine all the instructions, guidelines, terms and 

conditions and formats of the RFP. Failure to furnish all the necessary information as 

required by the RFP or submission of a proposal not substantially responsive to all the 

requirements of the RFP shall be at bidder’s own risk and may be liable for rejection. 

- The proposal shall be typed or written in indelible ink (if required) and shall be signed 

by the bidder or duly authorized person(s) to bind the bidder to the contract.  

- All pages of the proposal, where entries or amendments have been made, shall be signed 

by the authorized person.  

- The envelopes containing the proposals shall mention the name and address of the 

bidder.   

- It is not allowed to modify, substitute, or withdraw the proposal after its submission. 

 

2.6 Currency of Proposal and Payment 

The currency of the proposal offer & the payments shall be in Indian Rupees ( ). 

 

2.7 RFP Document Fees 

Bidders may download the RFP document from the website www.rdd.bih.nic.in. Bidders are 

required to submit a demand draft of Rs. 5,000/-in favour of CEO, BRDS drawn from a 

http://www.rdd.bih.nic.in/
http://www.rdd.bih.nic.in/
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nationalized bank along with the bid. Any bid not accompanied by such a demand draft shall be 

rejected. 

 

2.8 Proposal Validity 

The bids shall remain valid for a minimum period of 180 days from the date of submission of the 

bid. On completion of the validity period, CEO, BRDS may solicit the bidder’s consent for an 

extension of the period of validity, if necessary. The request and the responses thereto shall be 

made in writing by post, fax or e-mail. 

 

2.9 Earnest Money Deposit (EMD) 

 The bidder shall furnish, as part of the Pre-qualification of Proposal, an Earnest Money 

Deposit (EMD) amounting to Rs. 1,00,000/- (Rs. One Lakh Only). 

 The EMD shall be in Indian Rupees and in the form of Bank Draft or Bank Guarantee. 

 In case EMD submitted in the form of Bank Draft / Bank Guarantee, the same should be 

in Indian Rupees and from any of the Nationalized / Scheduled bank in favour of CEO, 

BRDS. 

 The EMD of unsuccessful bidder shall be refunded on request by the bidder after 

finalization of award of contract. 

 EMD of the successful bidder will be released after the bidder signs the final agreement 

and furnishes the Performance Bank Guarantee (PBG). 

 The EMD will be forfeited on account of one or more of the following reasons: 

o Bidder withdraws its Proposal during the validity period.  

o Bidder does not respond to requests for clarification of its Proposal. 

o Bidder fails to provide required information during the evaluation process or is 

found to be non-responsive. 

o In case of a successful bidder, the said bidder fails to sign the Agreement in time; 

or furnish Performance Bank Guarantee. 

 

2.10 Financial Bid 

The bidders should submit their financial bid in the specified formats only. No changes would be 

allowed in the financial bid on account of any changes in local taxes, duties, levies, rate of 

inflation etc. The total quoted cost for completion of project shall be inclusive of travel charges, 

out of pocket and other miscellaneous expenses. Goods & Service Taxes will be applicable as per 

prevailing rates. 

2.11 Disqualification 

The CEO, BRDS may in his sole discretion and at any time during the evaluation of proposal, 

disqualify any bidder, if the bidder has: 

- Made misleading or false representation in the forms, statements and attachments 

submitted in proof of the eligibility requirements; 

- Exhibited a record of poor performance such as abandoning work, not properly 

completing the contractual obligations, inordinately delaying completion or financial 

failures, etc. in any project in the preceding three years; 



 Page 9 of 28 

- Proposal, that is not accompanied by required documentation, EMD & cost of RFP 

document 

- Failed to provide clarifications related thereto, when sought;  

- Submitted more than one Proposal; 

- Submitted a proposal with price adjustment/ variation provision. 

 

2.12 Deadline for Submission of Proposals 

Proposals must be received by CEO, BRDS at the address specified in the RFP not later than the 

dates as mentioned in the “Document Control Sheet”. The CEO, BRDS may in exceptional 

circumstances and in his discretion, extend the deadline for submission of Proposals by issuing 

an addendum - which will be published on Rural Development Department, Bihar website. In 

this case, all rights and obligations of the CEO, BRDS and the bidders previously subject to the 

original deadline will thereafter be subject to the deadline as extended. 

 

2.13 Late Proposals 

Any proposal received by the CEO, BRDS after the deadline for submission of proposals 

prescribed in RFP will be summarily rejected and will be returned unopened to the bidder. 

 

2.14 Right to Accept and Reject the Bid 

Notwithstanding anything contained in this document, the CEO, BRDS reserves the right to 

accept or reject any or all the bids without citing any reason thereof. The CEO, BRDS also reserves 

the right to cancel the bid process at any time prior to signing the contract. CEO, BRDS will have 

no liability for above-mentioned actions. 

 

2.15 Corrupt or Fraudulent Practice 

In the event of the bidder engaging in any corrupt or fraudulent practices during the bidding 

process as per the judgment of the CEO, BRDS, their bid will be summarily rejected. For the 

purpose of this clause: “Corrupt Practice” means offering, giving, receiving or soliciting anything 

of value to influence the action of an official of BRDS or any related stakeholder engaged or 

related to the selection process. It also includes bringing undue influence through any quarter 

or interfering directly or indirectly in the selection process to affect its outcome. “Fraudulent 

Practice” means a misrepresentation of facts in order to influence selection process to the 

detriment of the CEO, BRDS 
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3 Terms of Reference 

3.1 Project Objective 

Program Overview: 

Bihar Rural Development Society (BRDS) is an autonomous society under The Rural 

Development Department (RDD) – Government of Bihar (GoB). BRDS is committed to the cause 

of poverty eradication, promoting sustainable and productive employment and fostering social 

justice for the rural population. Bihar Rural Development Society (BRDS) is responsible for the 

implementation of several large Centrally Sponsored Schemes (CSS) such as Mahatma Gandhi 

National Rural Employment Guarantee program (MNREGA) and Pradhan Mantri Awas Yojana – 

Grameen (PMAY-G) etc.  

BRDS Helpline is being setup by BRDS as a one stop information/facilitation center for common 

people as well as BRDS officials who have some queries regarding services/schemes being 

implemented by BRDS.  BRDS Helpline will have a toll-free number with at least 10 Calls 

connecting at the same time. 

 
3.2 Scope of work  

(a) Information Helpdesk application  

The implementing agency should provide a web based Information management application for 

online registration of queries by the citizen as well by the 10 Call centre representatives and 

management. If required, BRDS may request to increase the number of Call Centre 

representatives, which vendor needs to provide on the same rate quoted in the Financial Bid. 

 

The software required to be developed should have the following modules: 

User Management: The System should be Dynamic and the Super Administrator must be 

enabled to create users and provide access to the created user of certain modules based on their 

authority and hierarchy. 

 

Feedback mechanism: The system should allow users to give their feedback/opinion regarding 

service or any relevant issue. 

 FAQ Console: The software should have an inbuilt dynamic FAQ console webpage 

for call centre executives. Call centre executive should have provision to update 

questions and answers by himself/herself into the system. Concerned authority will 

verify and approve the same.  

 

MIS Reports: The software should have facility to generate various MIS reports in pre-defined 

format. 

 

SMS gateway integration: The system should have a feature to send auto-generated SMS to 

concerned authority/users. 
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- The software should have an inbuilt FAQ console webpage for call centre executives. 

The module will help in building centralized repository of generally asked questions 

and thus facilitating executives in quick reference. 

- The implementing agency should arrange for hosting of the application for a period of 

36 months from Go-Live. 

- The implementing agency should provide a Ready to Use Call Centre.  

- The Call Centre should be operational on all government working days.   

- Implementing agency should provide 10 Call Centre Executives and 1(One) manager 

of the call centre with adequate knowledge of processes. 

- The implementing agency will maintain the telephony equipment of the call centre.  

- Implementing agency will provide telephony system for recording of the complaint. 

The call logger software should be capable enough to generate the call log reports as 

per the need of the department. 

- The system should also record the call of the callers and save the voice log for the 

future purpose. 

- The successful implementing agency will make available a 10 seats computerized 

Helpline/Call Centre with adequate number of dedicated telephone channels.  

- The implementing agency will also provide the reports to the BRDS in the pre-defined 

formats.  

- Successful Implementing agency should provide Services for next 36 months. 

- Successful Implementing agency should provide MIS on weekly basis in soft and hard 

copies and will also sign a SLA agreement. 

- The implementing agency should provide the backup of the Voice logs and the call 

reports to the BRDS in every month.  

- The set up should have automatic call distribution facility. 

 

Media Gateway and PRI System: PRI system as per requirement will be installed to run the 

proposed application. There will be a Media Gateway appliance installed to connect the PRI and 

LAN. The IVR Server and Agents will also be connected with the network. The Media Gateway 

will be connected to the IVR server for call distribution. 

- All the necessary hardware required for connecting PRI Line to PRI server shall be the 

responsibility of the bidder. 

- High Speed Internet facility required will also be taken by the successful Bidder.  

- Rental charges for PRI and Internet Lease Line will also be borne by the successful Bidder. 

 

(b) Interactive Voice Response (IVRS) System 

- Receive all inbound calls on the telephone number specified by the Department 

- Identify customer through command line interface (CLI) and support intelligent call 

routing 

- Include speech recognition engine in order to support and interpret multiple languages, 

especially English 

- Text-to-speech capability must be supported for multiple languages including English 

and Hindi 
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- Provide an easy to configure system that enables the users to change the IVR tree with no 

hard coding 

- Support messages scheduling 

- The IVR solution must be capable to capture usage details of each customer as the 

customer traverses through a call. The IVR solution will have an interface through which 

usage details can be shared with other solutions. 

- The IVR must integrate with the rest of the proposed solution to provide seamless call 

center performance. 

 

(c) Automatic call distribution (ACD) 

- Handle high call volumes efficiently 

- Support multiple groups for all call types 

- Provide the capability of combining data with the Interactive Voice Response (IVR) menu 

system that can intelligently route calls requesting further assistance to a smart 

Automatic Call Distributor (ACD) 

- Provide highly configurable system for adding/removing users, assigning users to 

different queues and defining skill sets 

- Support skill-based routing 

- Allow calls to be transferred within the call center 

 

(d) Computer Telephone Integration (CTI) 

- Will be able to integrate with hybrid setup of a call center solution 

- It will be interfaced with the Core system and the other third party applications of the 

skill/Job so send/receive data which needs to be populated 

- Ability to generate and service requests 

- On transferring the call to another agent the screen too will be transferred to that agent’s 

screen 

- The CTI must be capable of activating the fast dialing feature of the ACD 

- Call events will be handled from the system such as hold, retrieve hold, conference, 

transfer etc. 

- CTI will be integrated with core call center system and update the IVR 

 

(e) Recording 

- 100% recording of calls is to be provided. The recording will contain detailed call 

information and the solution must provide advanced searching capabilities 

- Calls must be stored for 30 days in IVR server and preserved. Data will be made available 

when required. The media for archival (tapes) will be provided by the Agency. 

(f) Language Requirements 

- The call center must initially support English, Hindi, Bhojpuri, and Maithili languages.  

- The proposed call center solution must be capable to handle other Bihar’s dialects. 

(g) Civil Infrastructure 

- All required infrastructure  
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3.3 Process Flow 

 The Call centre should have a toll free number on which the citizens/officials will call. 

The toll free number should be a land line number. The number should be capable 

enough to entertain 10 calls at a time. If any citizen wants to get any help, any 

information, he can call on that particular number and do the action as per his 

necessity. 

 When a person calls up on the number, he/she will be asked to tell his name, address, 

what information he/she wants.  

 This conversation should be voice recorded and also entered into the information 

management application simultaneously by the call centre executive receiving the 

call. 

 Many ordinary citizens may not even know what type of information to ask for. They 

would just know their problem. Call Centre staff should be trained to help and deal 

with such cases. A good amount of handholding should be required to help poor and 

illiterate people. 

 Once the detail is filled in the software application, the concerned information seeker 

should receive SMS on their registered mobile number for the feedback.  

 If applicant is not satisfied with the information received, he/she can call up the Call 

Centre again and express his dissatisfaction after telling his reference number. This 

will be recorded into the system. 

 His/her dissatisfaction should be voice recorded and typed. The application received 

earlier should be reopened and it will move automatically to the next level of 

escalating authority by the software application. 

 In addition to the above the agency also needs to formulate and implement the 

information management tool through which the system should be able to store the 

different types of information and classify that the same.  

 The system should also generate department wise reports as per the queries made by 

the information seeker.  

 

3.4 Contract Period 

Initial Contract period is 1 year. The vendor is expected to provide 10 Call center Executives and 

one Technical Supervisor at call center during the operation period in one shifts for a year and 

if required this contract may be extended upto 3 years on the same monthly rate.  

3.5 Maintenance & Handholding 

The vendor shall take the responsibility to running the call Centre. The vendor is expected to 

provide 10 Call center Executives and one Technical Supervisor at call center during the 

operation period in one shift. Working hours will be 9:30 AM to 6:30 PM (6 Working day a week). 

All operational and maintenance cost will be borne by the selected vendor. 



 Page 14 of 28 

3.6 Payment Terms 

(a) The payment to the respondent shall be made by the BRDS based on the services provided 

by the respondent to the CEO, BRDS as per the Scope of Work under this Tender and the 

Contract signed between the respondent and the CEO, BRDS.  

 

(b) All payments will be made in Indian Rupee Only. 

 

(c) The payment would be made as per the following table on submission of invoice by the 

by the respondent to the CEO, BRDS Payment would be released within two weeks of 

receipt of invoice. 

Component Payment Terms 

Call Centre 

Establishment 

 80% after the successful Implementation of the Software as 

Capex Expenditure. 

 20% after 6 months of successful Implementation of the 

Software and Operationalization of call centre.  

Monthly 

Maintenance 

 Monthly Payment will be done for PRI and Internet Lease 

Line, BULK SMS and 10+1 call centre resources.  

 

(d) The Respondent shall submit the requisite deliverables and satisfactorily perform work 

as specified under this tender to the CEO, BRDS. The requisite payment will be released 

by CEO, BRDS upon acceptance of the deliverables and satisfaction with work performed 

by the Respondent. 

 

3.7 Timeline 

The following outer dateline on major head has been for fixed for the project delivery. The 

detailed component wise date will be worked out before signing the contract with in the outer 

dateline indicated below. 

T0 = Date of Signing of the agreement 

Sl. 

No. 
Items 

 Timeline 

(from the date of signing of 

contract T0) 

1 System Requirement Study document signoff T1 T0+2 Weeks 

2 Customization and Implementation of Software T2 T1 + 2 weeks 

3 Operationalizing of the call Centre T3 T2 + 2 Weeks 

 

3.8 Penalty 

Service provider is expected to meet the time lines in the normal course of carrying out the 

activities as per the detailed scope of work. In case of unjustified delay, the CEO, BRDS will 

reserve the rights to levy penalties on the service provide i.e. 0.2% penalty on every one-week 

delay on the Project component. Overall penalty will not exceed 5 % of total cost of the project 

component. 
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4 Evaluation Criteria 

CEO, BRDS will constitute a committee, which will evaluate the RFP in different stages as per 

following criteria: 

(a) The committee will first undertake a preliminary evaluation of the pre-qualification 

eligibility criteria and with reference to completeness of the proposals and whether the 

proposals are generally in order. During the evaluation, the committee may ask the 

bidder for clarification during the time schedule mentioned in the RFP. Proposals found 

to be non-responsive for any reason or not meeting the minimum eligibility criteria, as 

specified in this RFP will be rejected and not included for further detailed technical 

evaluation. 

(b) Thereafter, the committee will undertake a detailed evaluation of the Technical Proposals 

on the basis of their responsiveness to the Terms of Reference, applying the evaluation 

criteria, sub criteria, etc. The bidder has to score the minimum cut off marks of 75% to be 

considered for qualification in the technical evaluation. During the evaluation, the 

committee may ask the bidder for clarification during the time schedule mentioned in the 

RFP. The bidder has to secure marks more than zero ‘0’ against the items mentioned in 

the technical evaluable table. 

(c) Finally, the committee will evaluate the financial bids of the technically qualified bidders 

and based on the Least cost Method the selection of the vendor will be done.  

 

4.1 Disqualification 

CEO, BRDS may in his sole discretion and at any time during the evaluation of proposal, 

disqualify any bidder, if the bidder has: 

- Made misleading or false representations in the forms, statements and attachments 

submitted in proof of the eligibility requirements; 

- Exhibited a record of poor performance such as abandoning work, not properly 

completing the contractual obligations, inordinately delaying completion or financial 

failures, etc. in any project in the preceding three years; 

- Submitted a proposal that is not accompanied by required documentation, EMD and cost 

of RFP document 

- Failed to provide clarifications related thereto, when sought;  

- Submitted more than one Proposal; 

- If secured zero ‘0’ in any items mentioned in the technical evaluable table in this RFP. 

- Submitted a proposal with price adjustment/ variation provision. 

 

 

4.2 Prequalification Criteria 

All bids will primarily be evaluated on the basis of Prequalification Criteria. The Proposal 

Evaluation Committee will carry out a detailed evaluation of the Proposals, only those who 

qualify all Prequalification criteria, shall be eligible for evaluation of technical bids.   
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Sl. 

No. 

Basic 

Requirement 

Specific Requirements Documents Required 

(i)  Legal Entity The Bidder should be an established IT 

services company, and should have been 

in operation for a period of at least 5 years 

as on 31st March 2018, as evidenced by 

the Certificate of Commencement of 

Business issued by the Registrar of 

Companies/Bihar Act. 

Registered with the Service Tax / GST/ 

Provident Fund / and the bidder must 

have cleared up‐to‐date Service Tax & 

EPF. 

Certificates of 

incorporation and MOA. 

 

 

Certificates, PAN Copy / 

GST NO & other necessary 

supporting documents like 

EPF Challan. 

(ii)  Average 

Annual 

Turnover as 

on 31st 

March 2018 

The average annual turnover of the 

bidder from IT/ITES during last three 

financial years ending at 31/03/2018 

should not be less than Rs. 5 Crores.  

Certified copy of the 

audited statement of 

accounts (PL Account & 

Balance Sheet, Certificate 

from Chartered 

Accountant, as a proof of 

annual turnover stated. 

(iii)  Net Worth The bidder company should have positive 

net worth. 

Certified copy from the C.A. 

has to be enclosed.  

(iv)  Consortiums Consortium bidding is not allowed  

(v)  Certifications The bidder must possess CMMi Level 3 

certification or above. 

Copies  of certificates 

(vi)  
Technical 

Capability 

The Bidder should have experience of 

implementation of at least one Call Center 

projects for Government/PSU (Call 

Center software development, 

Integration, Post Implementation 

Support etc. for Call Center 24X7). 

Copy of the Work Order 

and relevant certificates  

(vii)  Blacklisting  Applicants must not be under a 

declaration of ineligibility for corrupt and 

fraudulent practices issued by Govt. of 

India/ State Govt. 

A Self Declaration letter 

(viii)  Fees - The Bidder must submit Rs. 

5,000/ towards the cost of the 

Tender Document. 

- The Bidder must furnish the 

EMD of Rs. 1.0 lakhs. 

- Tender fee in 

shape of Bank 

Draft 

- EMD in shape of 

Bank Draft / 

Bank Guarantee 
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4.3 Technical Evaluation 

Bidders who meet the pre-qualifications/eligibility requirements would be considered as 

qualified to move to the next stage of Technical and Financial evaluations. Then, the committee 

will examine and compare the technical aspect of the Proposals on the basis of information 

provided by the bidder by taking into account the following factors: 

(a) Overall completeness and compliance with the requirement 

(b) Proposed work‐plan and methodology shall demonstrate that the bidder will achieve 

the performance standards within the time frame described in RFP documents 

(c) Any other relevant factors, if any, listed in RFP document, or the CEO, BRDS deems 

necessary or prudent to take into consideration 

 

In order to facilitate the technical proposal evaluation, the technical criteria laid down along with 

the assigned weights have been presented in subsequent section. The marking scheme 

presented here is an indication of the relative importance of the evaluation criteria. Bidders 

securing a minimum of 75% marks in the technical evaluation will only be considered for 

further financial bid evaluation. Bids of Tenders which don’t secure the minimum specified 

technical score will be considered technically non‐responsive and hence debarred from being 

considered for financial evaluation. However, in case less than 3 bidders get qualified after 

technical evaluation securing 75% or more marks, Bid Evaluation Committee may reduce the 

qualifying criteria up to 60%, so that minimum 3 Bidders should qualify the technical evaluation. 

 

4.4 Scoring Model & Evaluation of Bids 

Sl. 

No. 
Criteria Basis of Evaluation 

Max 

Marks 
Supporting 

(a)  Company Profile   30  

(i)  

Average annual turnover 

from System 

Integration/ICT Systems 

Development and 

Implementation Work in last 

3 financial years ending at 

31/03/2018. 

>= Rs.10 crores: 15 

Marks) 

 

> Rs.5 crores < Rs. 10 

crores: 10 Marks) 

 

< Rs.5 crores (5 Marks) 

15 

Certified copy of the 

audited statement of 

accounts (PL Account 

& Balance Sheet, 

Certificate from 

Chartered Accountant, 

as a proof of annual 

turnover stated. 

(ii)  Quality 
CMMi Level 5: 15 Marks 

CMMi Level 3 : 7 Marks 
15 

Copy of the Valid 

Certificate 

(b)  Relevant Strength  30  

(i)  

The bidder should have 

experience of 

Operationalizing call 

centre/CGRC. 

<3 Projects: 5 marks 

<5 Projects: 10 marks 

>=5 Projects: 15 marks 

15 

Work Order + relevant 

Certificate from the 

client. 

(ii)  

The bidder should have 

successfully Developed at 

least Two software 

<3 Projects: 5 marks 

<5 Projects: 10 marks 

>=5 Projects: 15 marks 

15 

Work Order + relevant 

Certificates from the 

client;   
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Sl. 

No. 
Criteria Basis of Evaluation 

Max 

Marks 
Supporting 

applications for Help desk 

Management / Grievance 

management / Call Centre.  

  

 

(c)  Financial Experience  20  

 

The Bidder Should have 

experience of Software Web 

based MIS with Call Center 

project implementation in 

Government/PSU.  

1 Project Value <= 1.0 

Cr: 5 Marks  

Project Value >1.0 Cr 

<=2.0 Cr: 10 Marks 

Project Value > 2.00 Cr : 

20 Marks. 

20 

Work Order and 

Completion Certificate 

/ Ongoing Certificate 

for the project.  

(d)  Approach & Methodology  20  

 - Solution Proposed 

Demonstration of 

understanding of the 

Department’s 

requirements 

- Approach and 

Methodology to perform 

the work in this 

assignment 

- Project work break down 

structure 

- Qualitative 

assessment based on 

Demonstration of 

understanding of the 

Department’s 

requirements 

- Understanding of the 

objectives of the 

assignment 

- Completeness & 

responsiveness 

- Timelines, resource 

assignment, 

dependencies and 

milestones 

20 A technical proposal 

and presentation 

 

The evaluation of technical bid will be done on the basis of technical evaluation criteria and 

scoring pattern. 

 

Minimum qualifying mark for opening of commercial bid is 75% (75 out of 100). Financial bid of 

only those bidders will be opened who are technically qualified in the technical evaluation.  

 

All other commercial bids will be ignored. Final selection will be based upon Lowest Cost Basis. 

The vendor with the lowest quote will be awarded the contract at the quoted price. 
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5 Instructions 

i. The tender should be submitted in Hard copies. No other form of tender submission will 

be valid for evaluation. 

 

ii. Tenders duly filled and accompanying all supporting documents, should be submitted.  

 

iii. Tenders should be fully in accordance with the requirements as the specified in this RFP 

document. 

 

iv. All offers should be made in English Language. Conditional offers and offers qualified by 

such vague and indefinite expression such as “Subject to immediate acceptance”, “Subject 

to prior sale” etc. will not be considered. 

 

v. Submitted tender forms with overwritten or erased or illegible rate or rates not shown 

in figures and words in English will be liable for rejection. In case of discrepancy between 

words and figures noted against each items of the tender and between unit rates and the 

total amount, the decision of the tender issuing authority BRDS will be final and binding 

on the bidders. Total of each item and grand total of whole tender should be clearly 

written.  

 

vi. While tenders are under consideration, bidders and their representatives or other 

interested parties, are advised to refrain from contacting Purchaser's personnel or 

representatives, on matters relating to the tenders under study. BRDS if necessary will 

obtain clarification on tenders by requesting such information from any or all the bidders 

either in writing or through personal contact as may be necessary. The bidder will not be 

permitted to change the substance of his offer after the bid submission date. Any attempt 

by any bidder to bring pressure of any kind, may disqualify the bidder for the present 

tender and the bidder may be liable to be debarred from bidding for BRDS in future also. 

 

vii. All disputes are subject to jurisdiction within the geographical and administration 

confines of Patna only. 
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6 General Conditions of Contract 

6.1 Application 

These general conditions shall apply to the extent those provisions in other parts of the Contract 

do not supersede them. For interpretation of any clause in the RFP or Contract Agreement, the 

interpretation of CEO, BRDS shall be final and binding. 

 

6.2 Relationship between the Parties 

The firm / consultant shall be fully responsible for the services performed by it or any of its 

personnel on behalf of the consultant hereunder. 

 

6.3 Standards of Performance 

The service provider shall perform the services and carry out its obligations under the Contract 

with due diligence, efficiency and economy in accordance with generally accepted professional 

standards and practices. The service provider shall always act in respect of any matter relating 

to this contract as faithful advisor to the CEO, BRDS. The service provider shall always support 

and safeguard the legitimate interests of the CEO, BRDS, in any dealings with the third party. The 

service provider shall abide by all the provisions/Acts/Rules etc. of Information Technology 

prevalent in the country. The service provider shall conform to the standards laid down in the 

RFP in totality. 

 

6.4 Applicable Law 

Applicable Law means the laws and any other instruments having the force of law in India as 

may be issued and in force from time to time. The Contract shall be interpreted in accordance 

with the laws of the Union of India and the Government of Bihar. 

 

6.5 Additional Services 

If needed, BRDS may request to increase the number of Call Centre representatives. For 

additional Call Centre representatives, same rate quoted in the Financial Bid will be applicable 

from the date of commencement. 

 

6.6 Extension of Contract 

Initial Contract period is 1 year. If required, this contract may be extended upto 3 years on the 

same monthly rate. If contact is extended beyond 3 years, annual 5% increment on monthly 

quoted rate will be given by BRDS from 4th year onwards. 

 

6.7 Modification of Contract  

If needed, Contract may be modified mutually between CEO, BRDS and authorized 

representative of the Vendor. In case of modification; modified terms and conditions should be 

explicitly signed by both parties. 
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6.8 Performance Bank Guarantee (PBG) 

- Within 7 days of notifying of the acceptance of proposal for the award of contract, the 

qualified service provider shall furnish a PBG, amounting to the 5% of contract value for 

the contract period (initially for the period of 12 months/ Contract duration or whichever 

is higher) as its commitment to perform services under the contract. 

- If the contract gets extended, vendor will provide PGB for the entire renewed period. 

- Failure to comply with the requirements shall constitute sufficient grounds for the 

forfeiture of the PBG. 

- The PBG shall be released immediately after expiry of contract provided there is no 

breach of contract on the part of the service provider. 

- No interest will be paid on the PBG. 

 

6.9 Termination of Contract 

The association of service provider with the BRDS will terminate in case of following conditions: 

- The term of contract expires 

- Termination of contract by the CEO, BRDS due to non-performance of service provider 

during execution of project. 

- The vendor commits a material breach of the agreement or Scope of Work and fails to 

cure such default to the non-defaulting party’s reasonable satisfaction within thirty (30) 

days after receipt of notice (or Ninety (90) days in the event of non-payment by CEO, 

BRDS.  

 

6.10 Termination for Insolvency, Dissolution, etc. 

CEO, BRDS may at any time terminate the Contract by giving written notice to the service 

provider, if the service provider becomes bankrupt or otherwise insolvent or in case of 

dissolution of firm/company or winding up of firm/company. In this event termination will be 

without compensation to the service provider, provided that such termination will not prejudice 

or affect any right of action or remedy, which has accrued or will accrue thereafter to CEO, BRDS 

 

6.11 Termination for Convenience 

CEO, BRDS reserves the right to terminate, by one month of prior written notice, the whole or 

part of the contract, at any time as per his convenience. The notice of termination shall specify 

that termination is for convenience of CEO, BRDS and the extent to which performance of work 

under the contract is terminated, and the date upon which such termination becomes effective. 

 

6.12 Force Majeure 

- The service provider shall not be liable for forfeiture of its PBG or termination of contract 

for default if and to the extent that it’s delay in performance or other failure to perform 

its obligations under the Contract is the result of an event of Force Majeure. 

 

- For purposes of this clause, “Force Majeure” means an event beyond the control of the 

service provider and not involving the service provider fault or negligence, and not 

foreseeable. Such events may include, but are not restricted to, wars or revolutions, riot 
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or commotion, earthquake, fires, floods, epidemics, quarantine restrictions and freight 

embargoes. 

 

- If a Force Majeure situation arises, the service provider shall promptly notify CEO, BRDS 

in writing of such condition and the cause thereof. Unless otherwise directed by CEO, 

BRDS in writing, the service provider shall continue to perform its obligations under the 

Contract as far as it is reasonably practical, and shall seek all reasonable alternative 

means for performance not prevented by the Force Majeure event. 

 

6.13 Taxes and Duties 

The taxes & duties incurred for the delivery of services under this contract shall be paid at the 

time of billing at the prevailing rate to the service provider by the BRDS. 

 

6.14 Resolution of Disputes 

If any dispute arises between parties, then these would be resolved in following ways: 

(a) Amicable Settlement: The parties shall use their best efforts to settle amicably all 

disputes arising out of or in connection with this contract or the interpretation there-of.  

(b) Resolution of Disputes: Disputes which cannot be settled amicably within thirty (30) 

days after receipt by one party of the other party’s request may be taken up by either 

party for settlement in accordance with the Applicable Law within jurisdiction of courts 

of Patna. 

 

6.15 Clarification of Bids 

During evaluation of bids, the client at its discretion may ask the bidder for a clarification of its 

bid. The request for clarification and the response shall be in writing and no change in price or 

substance of the bid shall be sought, offered or permitted. 

 

6.16 Confidentiality 

Information relating to the examination, clarification and comparison of the proposals shall not 

be disclosed to any Bidder or any other persons not officially concerned with such process until 

the selection process is over. The undue use by any Bidder of confidential information related to 

the process may result in rejection of its Proposal. During the execution of the project except 

with the prior written consent of CEO, BRDS, the Project service provider or its personnel shall 

not at any time communicate to any person or entity any confidential information acquired in 

the course of the Contract. 

Confidential information shall mean and include any and all confidential or proprietary 

information furnished, in whatever form or medium, or disclosed verbally or otherwise by the 

Bidder/ service provider and/ or the CEO, BRDS to each other including, but not limited to, the 

services, plans, financial data and personnel statistics, whether or not marked as confidential or 

proprietary by the parties.  
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7 Annexure – Proposal Formats 

 

7.1 Annexure T1- Covering letter 

[Bidders are required to submit the covering letter as given here on their letterhead] 

 

Date: __/___/____ Ref.: ____________ 

 

To, 

The CEO,  

Bihar Rural Development Society  

Patna 

 

Sub:  Proposal for Implementation of Web based Helpdesk Application & Call Centre for 

BRDS 

 

Sir, 

1. With reference to your request of proposal document, I/we, have examined the bid 

documents and understood the contents, hereby submit my/our proposal for the 

aforesaid project. The proposal is unconditional and unqualified. 

2. All information provided in the proposal and appendices is true and correct. 

3. This statement is made for the express purpose of qualifying as a bidder for 

undertaking the Project. 

4. I/We shall make available to the tendering authority for any additional information it 

may find necessary or require to supplement or authenticate the bid. 

5. I/We acknowledge the right of tendering authority to reject our proposal without 

assigning any reason or otherwise and hereby waive our right to challenge the same 

on any account whatsoever. 

6. I/We certify that in the last three years, we have neither failed to perform on any 

contract, as evidenced by imposition of a penalty or a judicial pronouncement or 

arbitration award, nor been expelled from any project or contract nor have had any 

contract terminated for breach on our part 

7. I/We declare that: 

a. I/We have examined and have no reservations to the RFP Documents, 

including any addendum issued by the tending authority. 

b. I/We hereby certify that we have taken steps to ensure that, no person acting 

for us or on our behalf have engaged or will engage in any corrupt practice, 

fraudulent practice, coercive practice, undesirable practice or restrictive 

practice. 

c. I/We declare that we are not a member of any other firm submitting a proposal 

for this project. 

d. I/We certify that in regard to matters other than security and integrity of the 

country, we have not been convicted by a Court of Law or indicted or adverse 

orders passed by a regulatory authority which could cast a doubt on our ability 
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to undertake the Project or which relates to a grave offence that outrages the 

moral sense of the community. 

e. I/We further certify that in regard to matters relating to security and integrity 

of the country, we have not been charge-sheeted by any agency of the 

Government or convicted by a Court of Law for any offence committed by us 

or by any of our Associates. 

f. I/We further certify that no investigation by a regulatory authority is pending 

either against us or against our associates or against our CEO or any of our 

Directors. 

8. In the event of my/ our being declared as the successful, I/We agree to enter into an 

agreement in accordance with the draft that has been provided to in the RFP 

document. We agree not to seek any changes in the aforesaid draft and agree to abide 

by the same. 

9. The fee has been quoted by me/us after taking into consideration all the terms and 

conditions Stated in the RFP. 

10. I/We undertake to provide Performance Security of 5 % of the order value in case the 

contract is being awarded to us. 

11. I/We agree and understand that the Proposal is subject to the provisions of the RFP 

documents. In no case, I/We shall have any claim or right of whatsoever nature if the 

project is not awarded to me/us or our proposal is not opened. 

12. I/We agree to keep this offer valid for 180 days from the proposal due date specified 

in the RFP. 

13. I/We agree and undertake to abide by all the terms and conditions of the RFP 

document. In witness thereof, I/we submit this Proposal under and in accordance 

with the terms of the RFP document. 

 

Yours faithfully, 

 

 

Date: 

Name:  

Designation:  
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7.2 Annexure-T2 (Bidder Company Profile) 

Name of the Firm/Company  

Full Address of the Company  

Year Established  

Telephone Number  

Fax Number  

E-mail Address  

Website  

Sectors’ in which the company / 

firm has provided services to 

Government Departments in 

India 

 

No. of full time personnel 

currently under employment 

Technical  

Non-Technical  

No. of years of presence in India  

Annual Turnover 

FY Turn Over (Rs.) 

2017-18  

2016-17  

2015-16  

Details of Authorized 

Representative  

Name  

Designation  

Mobile  

Office  

E-mail  

 

Signature & Seal 

                                                                                                                (Authorized Signatory) 

 

7.3 Annexure-T3 (Bidder Project Profile) 

SL# Client Name Project Name 
Year of 

Completion 

Project Cost 

(Rs.) 
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Copy of Work Order & Completion Certificate/ Ongoing project certificate must be 

attached with this Annexure. 

 

 

 

Signature & Seal 

(Authorized Signatory) 
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8 Commercial Bid 

 Dated: ___/___/_____ 

To, 

The CEO,  

Bihar Rural Development Society  

Patna 

 

Sub:  Proposal for Implementation of Web based Helpdesk Application & Call Centre for 

BRDS 

 

Dear Sir, 

We, the undersigned, offer to provide above service in accordance with your RFP. Our financial 

proposal for project is given as below: 

A: CAPEX  

Sl. No Expenditure Head 
Type of 

Unit 

Unit 

Rate 

Number 

of Units 

Total 

Cost* 

1 
Design and Development of Software 

as per the scope of the work 
One 

Time 
 1  

2 

Integrated Voice Response system 

with 10 User Licenses and One 

Supervisor License 

One 
Time 

 1  

3 SMS Gateway Integration One 
Time 

 1  

Total Amount of CAPEX  

 B: OPEX 

Sl. 

No. 
Expenditure Head 

Type of 

Unit 

Unit 

Rate 
Units Months 

Total 

Cost* 

1 

Technical Supervisor  

[B.E. / B.Tech. with an 

experience of 5 years in similar 

operations ]  

Monthly  1 12  

2 

Call Centre Executives  

[Graduate with an experience 

of 2 years in similar operations 

having Computer certifications 

(DCA).]  

Monthly  10 12  

3 Bulk SMS Facility Monthly  1 12  

4 
Rental charges for PRI and 

Internet Lease Line 
Monthly  1 12  

Total Amount of OPEX  
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* All the prices quoted are inclusive of all taxes and duties except applicable Goods & 

Service tax. Goods & Service tax will be prevailing  on the current  rate at the time of invoicing  

 

 

Total Quoted Price:   

 

Resource Total Cost 

Capital Expenditure (CAPEX - A)  

Total Amount of (OPEX – B)  

Total Project Cost (A + B )   

 

In Words…………………………………………………………………………………………………………………… 

 

Our financial proposal shall be binding upon us subject to any modifications resulting from 

contract negotiations, up to the expiration of the validity period of the proposal, i.e. 180 (days). 

 

We undertake in competing for and, if the award is made to us, in executing the above services, 

we will strongly observe the laws against fraud and corruption to force in India namely 

Prevention of Corruption Act 1988. We understand that you are not bound to accept any 

proposal you receive. 

 

The total (exclusive of all taxes) of financial bid shall be taken into consideration for selection of 

implementing agency. 

 

Yours faithfully, 

 

(Authorized signatory) 

Date: 

Name: 

Designation: 

 


