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                                             Request for Proposal (RFP) 
                                                           
                                                             For  
 
                       
 
 
 

NIT No  : Jankhari /BSEDC 2010/02 

 

  
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

Bihar State Electronics Development Corporation Limited 

(A Government of Bihar Undertaking) 

BELTRON BHAWAN, SHASHTRI NAGAR, 

PATNA, BIHAR PIN CODE-800023 

Tel No:- 0612-2281856, 0612-2281857 Fax No: - 0612-2281857 

 

Web Site: www.beltron.in 
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                                           IMPORTANT INFORMATION  

 
Non-Refundable 

Tender Cost  

Rs. 2500/-  demand draft from a scheduled bank, drawn 

in favour of “MD, BSEDC”. 

Sale of RFP 

document 

All working days during office hours starting from 23rd 

August 2010 till 23rd September 2010. During office 

hours 

EMD Rs.200000 /- in the form of Bank Guarantee / Demand 

Draft in favour of MD, BSEDC payable at Patna from a 

scheduled bank. 

Performance 

Guarantee  

 

Performance Guarantee will be submitted by successful 

bidder. The value of Performance Guarantee will be 5 % 

of Project Cost 

Last Date of 

Submission of 

written queries on 

Bid document 

15th  September  2010  at 5 Pm. 

Pre bid conference  At 3 P.M. on  16th September 2010 

Venue: Beltron Bhavan, Shastri Nagar, Patna. 

Last date for  

submission of Bids 

Up to 5.00 P.M. on   23rd September  2010 

Opening of Pre-

Qualification Bids 

 3.00 P.M. on 24th   September   2010 
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1. Introduction  
 

The Bihar State Electronics Development Corporations Ltd is a 

Government of Bihar Undertaking. BSEDC Ltd., (Beltron) is a nodal 

agency of Government of Bihar to implement e-governance projects in the 

state. Government of India has given Golden icon award for the Project 

Jankhari . Jankhari is a Call Center to implement RTI Act in the State of 

Bihar . 

 

1.1. RTI Act was passed by the Government with the hope that it would 

provide relief to the common man by making governance 

transparent. Experience shows that the process of using RTI Act has 

become very cumbersome. It is too complicated for a common man 

to use RTI. 

1.2. The most common problems being faced by the people are as 

follows: 

1. Many people are illiterate. They cannot   draft application. Due to 

this factor alone, RTI cannot be used by a huge section of 

population. 

2. People do not know which Department to approach for which kind of 

issue. And without this knowledge, it is impossible to file an RTI 

application today. 

3. Even if one knows the Department, there are so many Public 

Information Officers (PIOs) in the same Department that it would be 

quite difficult for a person to know who is the right PIO. 

4. Even if a person somehow is able to find the right PIO, the PIO 

refuse to accept application on some pretext or the other. 

5. Depositing application fee of Rs.10 is another nightmare. One has to 

either go in person to the concerned office to deposit cash or make 

a Demand Draft or a postal order to send it by post. In addition to 

having a financial cost, it also involves spending a lot of time. 

6. If one does not get right information, filing an appeal is even more 

complicated and tiring process. 
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7. In nutshell, it is extremely difficult to file an RTI application or to file 

appeal today. This is reducing RTI to be an affair of elite, urban, 

educated middle class. 

 

 

2.   Objectives of the Project  
 

1. To provide  benefits of RTI act through Call Center  

2. Process Flow Document for the Proposed Call center for 

implementation of RTI Act .  

Functional Process Flow Model – Information Dissemination and Application Filling 

Project Jankari – Bihar Chief Minister’s Right To Information Act Inititative
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• The Government will hire a call center and will give two phone nos 

to the public. One of the no would be RTI help line No (RHN) and 

the other will be RTI Application No (RAN). (BSNL PRI Line E1 

interface will be provided) 
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• RHN will be an ordinary no with normal call charges. If any citizen 

wants to get any help about how to use RTI, he/she  can use this 

no. 

• RAN will be a premium no. Anyone who whishes to file an RTI 

application will call up this no. Any call to this no will be charged 

Rs.10 in addition to normal call charges for the duration of the call. 

Rs. 10 is the application fee for RTI application. 

• So, When a person calls up RAN, he/she will be asked to tell his 

name, address, what information does he/she want and from which 

department does he/she want that information. This conversation 

will be voice recorded and also typed on computer simultaneously 

by the call center executive receiving the call. 

• If the citizen does not know the department concerned, then the call 

center staff will help him/her identify it. But in some rare cases, 

even the call center staff would not know about the exact 

department. To deal with such cases, the Government could assign 

some official to help call center staff. 

• Many ordinary citizens may not even know what type of information 

to ask for. They would just know their problem. Call Center staff 

could be trained to help and deal with such cases. A good amount of 

handholding would be required to help poor and illiterate people. 

• Once an RTI application has thus been field, the call center (CC) will 

take two copies of it and send one copy to the applicant. 

• The other copy will be sent to the concerned PIO by one of the 

following methods: 

 

• If the PIO has access to e-mail, The generate RTI application  will be 

sent through e-mail. This is the quickest and cheapest way to 

transmit application. 

• If he/she does not have access to e-mail, the application will be 

faxed to him. 

• If he/she neither has access to e-mail nor to the fax, it will be sent 

to him by registered post. 
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• The Call Center will be declared as an APIO by the Government to 

be able to accept applications and transfer them to concerned PIO. 

 

• The PIO will have 35 days (from the date of receipt of application in 

CC) to provide information. During this period, the PIO should 

prepare information and send it to the applicant directly and to the 

Call Center 

 

• If Call Center does not receive information within 33 days, it will 

remind the PIO on 34th day. 

 

• On receiving information, the Call Center will call up the applicant, if 

his/her phone no. Is available and give him the information on 

phone also (in addition to information already sent by the PIO by 

post). This will help those people who are illiterate. 

 

 

 

• If applicant is not satisfied with the information received, he/she can 

call up the Call Center again and express his dissatisfaction after 

telling his reference no. 

 

• His/her dissatisfaction will be voice recorded and typed. This will 

become his first appeal, which would be forwarded to the first 

appellate authority in the same manner as the RTI application was 

done in first place. 

 

• The first appellate will deal with the appeal as he normally does. The 

results will be communicated to the Call Center and to the applicant. 

CC will inform the applicant on phone also. 
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• If the applicant is not satisfied with the first appellate order, he/she  

can similarly file his second appeal. User Requirement Specification 

for the Call Center Software will be approved by BSEDC Ltd . 

 

Benefits of this System: 

1. Now, even an illiterate person will be able to file an RTI application-

citizen can just pickup a phone and speak out what he wants to 

know. 

2. Call center executive will help in drafting right questions for the 

citizen’s problems. 

3. No need to know the right department or the right PIO. Call Center 

will help in doing that. 

4. No need to make DD or postal order for depositing fee. 

5. Appeal can be filed on phone. 

6. No need to travel to the office of PIO-accessible from any phone 

from anywhere. 

7. Information would also be provided on phone-convenient for 

illiterate people. 

8. Application could be filed in a few minutes against a few days it 

takes today. 

9. Useful in tracking status of one’s application or appeal. 

10. Multi-lingual- people can file applications in their own languages. 

 

3. Tendering Process: 

 

1. BSEDC now invites proposals from interested vendors to 

establish Call Center in Patna for implementation of RTI Act 

through Call Center .  

 

2. Payment will be released by BSEDC Ltd in a duration of 3 year 

in 12 quarters   
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3. Bidders shall submit the prequalification details, and 

Commercial bid  through www.eproc.bihar.gov.in:  

 
4. Bidder shall submit separate pre-qualification bid and 

commercial bid for the project .   

 
5. The bidders shall submit their eligibility and qualification 

details,  Financial bid etc., in the online standard formats 

displayed in e-Procurement web site. The bidders shall upload 

the scanned copies of all the relevant certificates, documents 

etc., in support of their eligibility criteria/technical bids and 

other certificate/documents in the e-Procurement web site. 

The bidder shall sign on the statements, documents, 

certificates, uploaded by him, owning responsibility for their 

correctness/authenticity. The bidder shall attach all the 

required documents for the specific tender after uploading the 

same during the bid submission as per the tender notice and 

bid document. 

 
6. Registration with e-procurement platform For Registration and 

online bid submission bidders may contact  Help Desk of e-

Procurement system . 

 
7. Bidders may contact for e-procurement process  

 
   HELP DESK OF e-procurement system of GoB. 
Room No – 304, 3rd Floor, Road Construction Dept, 

Vishveshwaraiya Bhawan, Patna.  
Ph.No : 0612-2545306 

                              www.eproc.bihar.gov.in
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4. Letter of Invitation  
 
                                       Letter for Invitation 
 

Date of Issuance: ________________ 

Ref. No.: _______________________ 

To, 
_____________________________ 
_____________________________ 
 

 Sir, 

 

BSEDC invites proposals for establishment of Call center in Patna  

Bidders are requested to go through the document carefully and submit 

proposals as per the instructions and guidelines given in the document. 

 

 
Yours sincerely,  
 

(Vinay Kumar) 

Managing Director 

Bihar State Electronics Development Corporation Limited 

BELTRON Bhawan, Sastri Nagar, Patna,800023 

 

5. Instruction to Bidders 

 

1. “Acceptance Test Document” the document, which defines 

procedures for testing the NIT No: Jankhari /BSEDC 2010/02 

deliverables  against requirements laid down in the 

Agreement. 

 

2. “Affiliate” shall mean any holding company or subsidiary 

company of a part to the Agreement or any company, which is 
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subsidiary of such a holding company. The expressions 

"holding company" and “subsidiary company” shall have the 

meaning specified in section 4 of the Indian Companies Act 

1956 (as amended from time to time). 

 

3. “Agreement" means the Agreement to be signed between 

the successful bidder and BSEDC including all attachments, 

appendices, all documents incorporated by reference thereto 

together with any subsequent modifications, the RFP, the bid 

offer, the acceptance and all related correspondences, 

clarifications, presentations. 

 

4. “Authorized Representative” shall mean any person 

authorized by either of the parties. 

 

5. “Bidder” means any firm offering the solution(s), service(s) 

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 award of the Contract shall mean 

the successful Bidder with whom BSEDC signs the agreement 

for rendering of services for NIT No:  Jankhari /BSEDC 2010/02 

 

   

6. “Contract” is used synonymously with Agreement. 

 

7. “Corrupt Practice” means the offering, giving, receiving or 

soliciting of anything of value or influence the action of an 

official in the process of Contract execution. 

 
8.  “Default Notice” shall mean the written notice of Default of 

the    Agreement issued by one Party to the other in terms 

hereof. 
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9.  “Fraudulent Practice” means a misrepresentation of facts 

in order to influence a procurement process or the execution 

of a Contract and includes collusive practice among Bidders 

(prior to or after Bid submission) designed to establish Bid 

prices at artificial non-competitive levels and to deprive the 

BSEDC of the benefits of free and open competition. 

 

10. “GoB” means Government of Bihar. 

 

11. “Good Industry Practice” shall mean the exercise of that 

degree of skill, diligence and prudence which would reasonably 

and ordinarily be expected from a reasonably skilled and 

experienced Bidder engaged in the same type of undertaking 

under the same or similar circumstances. 

 

12. "Revenue" means the rate payable to the Bidder under the 

Agreement for the performance of the Bidder’s Contractual 

obligations. 

 

13. “Implementation Period” shall mean the period from the 

date of signing of the Agreement and upto the issuance of 

Final Acceptance Certificate  issued by  BSEDC Ltd .  

 

14. "Law" shall mean any Act, notification, by law, rules and 

regulations, directive, ordinance, order or instruction having 

the force of law enacted or issued by the Central Government 

and/ or Government of Bihar or the BSEDC or any other 

Government or regulatory authority or political subdivision of 

government agency. 

 

15. “LOI” means issuing of Letter of Intent which shall constitute 

the intention of the Tenderer to place the Purchase Order with 

the successful bidder.  
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16. "Bidder" means the company providing the supply and 

services under Agreement. 

 

17. "Party" means BSEDC or Bidder, individually and “Parties” 

mean BSEDC and Bidder, collectively. 

 

18. “Period of Agreement" means the time period will be 

defined in MSA from the date of final acceptance . 

 

19. “Proposal” means Prequalification Proposal Technical 

Proposal and the Financial Proposal. 

 

20.  “Request for Proposal (RFP)”, means the detailed 

notification seeking a set of solution(s), services(s), materials 

and/or any combination of them. 

 

21. “Requirements” 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 RFP. 

 

22. “Site” shall mean the location(s) for which the Contract has 

been issued and where the service shall be provided as per 

agreement. 

 

23. "Service" means provision of Contracted service viz., 

operation, maintenance and associated services for the NIT as 

per this RFP. 

   

24. "Third Party Agency" means any agency other than the 

successful bidder, appointed by BSEDC for monitoring the 

Scheme (NIT No: Jankhari /BSEDC 2010/02) during 
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commissioning and operation. BSEDC Ltd. has appointed Bihar 

e-Governance Services & Technologies Limited (BeST), a joint 

venture Company between Government of Bihar and 

Infrastructure Leasing and Financial Services Limited as Third 

Party Agency for monitoring the implementation process of the 

NIT No  :  Jankhari /BSEDC 2010/02 . 

 

25. “Termination Notice” means the written notice of 

termination of the Agreement issued by one Party to the other 

in terms hereof. 

 
26. SLA: Service Level agreement between BSEDC Ltd and the 

Vendor of the project. 

6. Scope of Work 

 

i. Ready to Use Call Center /Setting up a Call center for Implementation 

of Right to Information Act   

• Human Resources as a Call Center agent -12 Number 

• The Call Center would be operational 7 days (Mon-Sunday)   from 

8AM to 8 PM. The purpose of Helpdesk is to Log On the applications 

related to Right to Information Act  

• Bidder has provide 12 Brand new personal Computers,(Frequency- 2 

GHz, any Processor, 2 GB RAM, more than 160GB) ups and 

Generator for Power Back-Up facility for call center  

• Bidder has  to provide 1-server(Frequency More than 2GHz, Server 

Class Chipset & Processor, More than 2GB, More than 160GB)  for 

the network  & voice recording  Software  for call center 

ii. There would be a Project  Manager and a Specialist overseeing the 

functioning  of Call Center 

iii. The successful bidder shall make available a 12 seats computerized 

Helpline/Call Center with adequate number of dedicated/exclusive 

telephone lines. 
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iv. The Successful bidder has to provide two domain expert  of RTI Act out 

of 12 Call Center Agent  

v. The call center operator has to develop and deploy application software 

for the  functional requirement of the  call center for Implementation of 

RTI Act  .  

vi. Postage and fax charges will be paid on actual basis as per India Post 

rates. 

vii. Submitting Reports ( Report Format will be Provided by BSEDC Ltd) 

• Participating in Fortnight Reviews for enhancing the effectiveness of 

system  

viii. Successful   Bidder will provide   Services  for next 36 months . 

ix. Successful Bidder will provide MIS on weekly basis soft and hard copies 

and will also sign a SLA agreement . 

x. User Requirement Specification of the software for call center operation  

will be approved by BSEDC Ltd . 

xi. Bidder has to develop , upload and maintain  web site regarding 

Jankari Project for next 3 years . 

xii. The successful bidder shall be responsible to provide a system (for 

example, IVR) where a recipient shall be able to get an answer from a 

pre-defined set of questions and answers prepared by the successful 

bidder and duly approved by the  BSEDC Ltd  

xiii. Bidder should be responsible to store all the RTI request through call 

center for next 3 years . 

 

 

 

Notes  
 
No space will be  provided by the BSEDC Ltd  to the  Service Provider  for 
setting up the Call Center.   
 
BSEDC Ltd may increase or decrease number of call center agent during 3 
years of the implementation period   
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7. Local Conditions  

 

1.  Each Bidder is expected to fully get acquainted with the local 

conditions and factors, which would have any effect on the 

performance of the contract and /or the cost. 

 

2. The Bidder is expected to know all conditions and factors, 

which may have any effect on the execution of the contract 

after issue of letter of Award as described in the bidding 

documents. The tenderer shall not entertain any request for 

clarification from the Bidder regarding such local conditions.  

 

3. It is the Bidder’s responsibility that such factors have properly 

been investigated and considered while submitting the bid 

proposals and no claim whatsoever including those for 

financial adjustment to the contract awarded under the 

bidding documents will be entertained by the Tenderer. 

Neither any change in the time schedule of the contract nor 

any financial adjustments arising thereof shall be permitted by 

the Tenderer on account of failure of the Bidder to know the 

local laws / conditions.  

 
 

         
 

8. Eligibility Criteria  
 
  

1. The bid shall be submitted by an individual organization only. 

Consortium is not allowed. Bidder should be registered 

company as per the Indian companies act-1956. Experience of 

subsidiary will not be considered. 
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2. The bidder shall be an Information Technology and in the 

Business of Call Center /ITES 

 

3. The bidder should have average annual sales turnover of INR 

25 Lakh  and above in the last three financial years . 

 
4. The Net-worth of the bidder should be positive.  

 

5. The bidder must have successfully completed at least  call 
center for PSU/ Central Government/ State 
Government/Indian Telecom Companies/ Commercial Banks/ 
Insurance Company in India  for a Value of 5 Lakh in one 
financial Year . 

 
 

6. The bidder should have office in Bihar. In case bidder has no 

presence in Bihar, bidder shall furnish an undertaking that an 

office shall be opened in Bihar, with sufficient personnel and 

inventory of spares within a month of selection as Successful 

Bidder. 

 

7. The bidder must have company registration certificate. 

 
8. The Bidder shall provide self declaration certification for non-

engagement in fraudulent corrupt practices, non blacklisting in 

any Govt/PSU in last three financial year. 

      

 
 

9. Bid Documents 
 
Bidder is expected to examine all instructions, forms, terms, and 

requirements in the bid document. Failure to furnish all information 

required by the bid document or submit a Bid not substantially responsive 

to the bid document in every respect may result in the rejection of the 

Bid. The bids should be submitted in three parts through 

www.eproc.bihar.gov.in . 

A. Pre-qualification bid as per eligibility criteria specified  
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1. A letter on the bidder’s letter-head describing the pre-qualifying 

technical competence and experience of the bidder. 

2. Incorporation certificate issued by the register of the company.  

3. The profile of the bidder.  

Sr. 

No 

Details Description 

1 Name of the  Company   

2 Registered Office address 

Telephone Number 

Fax Number 

e-mail 

 

3 Correspondence/ contact address  

4 Details of Contact person 

(Name, designation, address etc.) 

Telephone Number 

Fax Number 

e-mail 

 

5 Is the firm registered with sales tax 

department? If yes, submit valid sales 

tax registration certificate. 

 

6 Is the firm registered for service tax with 

Central 

Excise Department (Service Tax Cell)? If 

yes, 

Submit valid service tax registration 

certificate. 

 

7 Is the firm registered under Labour Laws 

Contract Act? If yes, submit valid 

registration certificate. 

 

8 How many years has your organization 

been in business under your present 

name? What were your fields when you 
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established your organization? 

When did you add new fields (if any)? 

9 What type best describes your firm? 

(documentary proof to be submitted) 

 

� IT ES 

� Consultant 

� Service Provider (pl. specify details) 

� IT Company 

 

10 Number of Offices / Project Locations  

11 Do you have a local representation /office 

in Bihar? If so, please give the address 

and the details of staff, infrastructure etc 

in the office and no. of years of operation 

of the local office 

 

12 List the major clients with whom your 

organization has been/ is currently 

associated. 

 

 

4. Audited annual financial results certified by the Charted 

Accountant, balance sheet and profit & loss statement of the 

bidder for the last three financial years. 

Financial 

Year 

Turnover Net-worth Profit Loss 

2009-10     

2008-09     

2007-08     
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5. The bid security in the form of a Demand draft / Bank Guarantee 

issued by a Nationalized / Scheduled Bank, in favour of  Bihar 

State Electronics Development Corporation Limited. 

6. Demand Draft for Non refundable tender cost in favour of 

Managing Director Bihar State Electronics Development 

Corporation Limited.  

7. Copy of Permanent Account Number (PAN) from INCOME TAX 

authorities of area of operation of the bidder. 

8. Purchase order /LOI /agreement  and completion certificate 

regarding implementation of the Call Center of Value   Rs 5 Lakh              

 

9. The Bidder shall provide self declaration certification for non-

engagement in fraudulent corrupt practices, non blacklisting in any 

Government in India/PSU in last three financial year. 

 

  

B. Commercial bid 

• Commercial bids of those bidders who qualify the Pre-

Qualification evaluation will only be opened. The place, date and 

time for the opening of the financial bids shall be announced 

separately . 

 

 

• Bidders shall submit the Prices including all Taxes for delivery of 

services & product  mentioned in the RFP document  

 

To, 

Managing Director, 

Bihar State Electronics Development Corporation Limited , 

BELTRON Bhawan, 
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Shastrinagar, 

Patna – 800023, Bihar. 

 

Re: Jankhari Call Center  

 

Sir 

Having examined the Bid Document NIT No: Jankhari /BSEDC 2010/02. 

 we the undersigned, offer to quote the amount including all Taxes  for 

delivery of services mentioned in the tender document .  

  

 
 
CONDITIONS: 

i. We undertake, if our Bid is accepted, we will deliver services 

mentioned in the tender document .  

 

ii. If our Bid is accepted we will submit the demand draft at the office 

of MD BSEDC Ltd., Patna of a Scheduled Commercial Bank for a sum 

of equivalent to 5 % percent of the project cost for 3 year. 

 

iii. We agree to abide by this Bid for a period of 180 days after the date 

fixed for opening of the commercial bid this Bid document and shall 

remain binding upon us and may be accepted at any time before the 

expiry of that period. 

 

iv. Until a formal contract is prepared and executed, this bid, together 

with your written acceptance thereof and your notification of award, 

shall constitute a binding contract between us. 

 

v. We understand that in competing for and if the award is made to us, 

in executing the above contract we will strictly observe the laws 

against fraud and corruption in force in India namely “ Prevention of 

corruption act 1988”. 
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vi. We understand that you are not bound to accept a Lowest offer that 

you may receive 

 

 

 

 

 

Selection Criteria  Amount in words  for 1 

Month  

Amount in words for 

36 Months  

Per Seat Price   

Including all Taxes  

  

12 Seat Price  Including 

all Taxes 

 

  

 

       

BID VALIDITY 

The Bid is valid for a period of 180 days from the date of opening of Bid. 

 

Place:          

Date: 

Signature & Seal of the Bidder 
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10. Information on Bid Security 
 

 
1. The Bid Security shall be paid in Indian Rupees.  

 

2. The Bid Security will be for an amount of Rs. 200000/- 

(Rupees Twenty  Lakh Only) Demand draft drawn on a 

Scheduled Commercial Bank in favor of  BSEDC Ltd. payable 

at Patna, Bihar. 

 

3. An unsuccessful bidders’ Bid Security amount will be 

discharged/returned, as promptly as possible, after the 

expiration of the period of Bid validity. The refund of the bid 

security amount shall not carry any interest. 

 

4. The Bid security may be forfeited: 

 

i. If a Bidder withdraws his Bid during the period of Bid validity. 

 

ii. In case of a successful Bidder, if the Bidder fails to sign the 

contract agreement and furnish performance security. 

 

11. Information on Performance Security 
 

1. A Bidder, on being selected as the Successful vendor, will be 

required to furnish an amount equaling 5% of the project cost 

proposed by bidder to BSEDC Ltd as a Performance Security in 

accordance with the conditions of the Master Service 

Agreement (hereinafter terms as the “MSA”), in the form of a 

Demand draft, drawn in favor of BSEDC Ltd., within 10 (Ten) 

days of receipt of the notification of award. The Performance 

Security is to be furnished along with the MSA duly signed by 

the bidder. 
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2. If the selected Bidder does not furnish the Performance 

Security within ten days of the Notification of the Award, then 

the Bid security furnished by such Bidder shall be forfeited. 

 

3. If the successful Bidder fails to perform any contractual 

obligation specified in the MSA/RFP/Purchase order/LoI, the 

Performance Security will be forfeited & the contract will be 

canceled. 

12. Bidding Costs 
 

 
1. The Bidder shall bear all costs associated with the preparation 

and submission of its Bid, and the BSEDC Ltd., will in no case 

be responsible or liable for these costs, regardless of the 

conduct or outcome of the bid process.   

 

13. Language of Bid 
 

The Bid prepared by the Bidder and all correspondence and 

documents relating to the Bid exchanged by the Bidder and 

the BSEDC Ltd  shall be written in English language only. 

14. Amendment of Bid Documents 
 

At any time prior to the deadline for submission of Bids, the 

BSEDC Ltd may, for any reason, whether at its own initiative 

or in response to a clarification requested by a prospective 

Bidder, modify the Bid Documents through amendment/s. 

BSEDC Ltd will upload the amendment/s on the web site of the 

BSEDC Ltd Such amendment/s will be binding to bidders. 

 

 

 



25 
 

  

 

15. Bid Extension, if any 
 

BSEDC Ltd may extend the deadline for the submission of 

Bids, in order to allow prospective Bidders a reasonable time 

in which to take the amendment into account in preparing 

their Bid. 

 

16. Late Bids 
               

Bids will not be accepted by the e-Procurement system after 
the due date and time prescribed in this document.   

 

17. THE BID PROCESS 
 

Pre-bid Conference 
 

1. The Bidder or its official representative will be invited to 

attend a pre-Bid meeting, which will take place at BSEDC, 

BELTRON Bhawan, Shastri Nagar, Patna-800023, Bihar on the 

date mentioned in the RFP. 

2. The interested bidders may confirm their participation one day 

in advance.  

3. The purpose of the meeting will be to clarify issues and to 

answer questions on any matter regarding the bidding process 

or documentation that may be raised at this stage. 

4. Minutes of the meeting, including the text of the questions 

raised (without identifying the source of enquiry), and the 

responses given, will may be transmitted to all 

participants/bidders. The BSEDC Ltd shall make any 

modification of the Bid Documents, which may become 

necessary as a result of the pre-bid meeting and all the 

written responses give by the BSEDC to the requests for 

clarification on the RFP, by issuing an Addendum to the RFP. 
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5. Non-attendance at the pre-bid meeting will not be a cause for 

disqualification of a Bidder. 

 

18. Appointment of the Committee 
 

1.  The Committee of the BSEDC Ltd will  evaluate   the Bids.  

2. BSEDC Ltd decision would be binding on the Bidder. 

 

19. Opening of Bids 
           

1. Step 1: Pre-Qualification bid will be opened electronically by 

the Committee at BSEDC Limited, BELTRON Bhawan, Shastri 

Nagar, Patna-800023, Bihar. 

 

2. Step 2: Financial Bid will be opened electronically by the 

Evaluation Committee of only for those bidder who have 

qualified the technical bid.   

 

3. In the event of the date specified for Bid receipt and opening 

being declared as a holiday, the Bids will be received/opened 

the following working day at the appointed times. 

 
 

20. Pre-Qualification Bid: Evaluating  
 

1. The Pre-qualification document will be examined to determine 

whether the bidder meets the eligibility criteria, completeness 

of the bid. Any bids found to be non-responsive for any reason 

or not meeting the minimum levels of the performance or 

eligibility criteria specified in the various sections of this RFP 

will be rejected and not considered for further evaluation. 
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21.   Third Party Monitoring Agency 
 

BSEDC has appointed Bihar e-Governance Services & 

Technologies Limited (BeST) as Third Party Agency, which 

shall monitor the implementation process of the project during 

implementation, commissioning and operation. The BeST shall 

also conduct the Final Acceptance Test as per the technical 

requirement of the Agreement and shall issue the Certificate 

of Completion the sites. BeST shall verify the services 

delivered by the bidder. The bidder shall cooperate with such 

representative of BeST. BeST will be responsible for 

verification, validation of all invoices under the terms & 

conditions of the Agreement and will recommend on the 

eligible payment. BeST will be responsible for performance 

audit.   

 

 

22. Release of Payment 
 

1. BSEDC Ltd will release the payment after acceptance test   

2. BSEDC Ltd will release the payment of the project  in twelve  

Quarterly Guaranteed Revenue (QGR) 

23. Penalties  
 

 The  Operator of the Call Center  shall be paid QGR as per the 

services (i.e. availability) provided to the tenderer 

Parameter Availability during 

PBH ( Prime Business 

Hour  

Penalty 

Services of 

the Call 

>= 95% Nil 
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Parameter Availability during 

PBH ( Prime Business 

Hour  

Penalty 

Center  

 Less by 1% 0.5% of the QGR 

 Less by> 1% but < 2% Additional 1% of the 

QGR 

 Less by >2% but <5% Additional 2% for 

every %age 

 Less by >5% but <20% Additional 2.5% for 

every %age 

 <20% No payment 

 

24. Responsibility Matrix 
 
Sr. No Activity BSEDC BeST Bidder 

1 Preparation of RFP for the 
selection of vendor  

 √  

2 Tender Process for the 
Selection of vendor  

√ 
 

√ 
 

 

3 Approval for Appointment of 
vendor 

√ 
 

  

4 Review and suggestion on 
Solution offered 

√ √  

5 Site Identification   √ 
7 Site Survey    √ 
8 Installation and 

Commissioning of Call Center  
  √ 

 
9 Monitoring the Installation and 

Commissioning of the 
installation process 

√ 
 

√ 
 

 

10 Acceptance Tests √ 
 

√ 
 

√ 

11 Onsite Inspection and 
Verification of Acceptance Tests 

√ 
 

√ 
 

 

 

12 Trial Run  √ √ 
 

13 Witness of Trial Run √ √ 
 

 



29 
 

14 Issue of Final Acceptance Test 
Certificate 

√   

15 Supervision and Monitoring of 
the implementation process 
 

 √  

 


