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Bid Document/ fas g&mast

Bid Number/gyel waies (Rs geam):
GEM/2025/B/6141216
Dated/fgaiar : 30-04-2025

Bid Details/[9g faewor

Bid End Date/Time/RE s aa f al@/aag

14-06-2025 15:00:00

Bid Opening Date/Time/fas gead &I

afa/aag

14-06-2025 15:30:00

Bid Offer Validity (From End Date)/Q3 Q2reer
duar (9 A A ad@ A)

180 (Days)

Ministry/State Name/Fara /I & I

Ministry Of Finance

Department Name/[A#9r & =re1

Department Of Financial Services

Organisation Name/@316d & =1

N/a

Office Name/@aie I &l =TH

Delhi

%l $Ad/Buyer Email

dgm4-npst@npstrust.org.in

Item Category/3ig Heary

Custom Bid for Services - ----

Similar Category/@aa Avit

e Call Centre Service - Per Seat Basis

Contract Period/3i e /@iy

3 Year(s)

Minimum Average Annual Turnover of the

bidder (For 3 Years)/fdsX & gaada 3itad
A 3R (3 auf &)

3000 Lakh (s)

Years of Past Experience Required for

same/similar service/>%i/aa a3t & AT |5 vear (s)
&g Rera sgHa & af
MSE Exemption for Years of Experience and N
Turnover/ 3iHd & auf A THTHES FT ©
Startup Exemption for Years of Experience N

o}

and Turnover/ 3igHd & auf § FWIEIHT e

Document required from seller/fhar & &A@
AT GEAAS

Experience Criteria,Bidder Turnover,Certificate (Requested
in ATC),OEM Authorization Certificate,Additional Doc 1
(Requested in ATC),Additional Doc 2 (Requested in
ATC),Additional Doc 3 (Requested in ATC),Additional Doc 4
(Requested in ATC)

*In case any bidder is seeking exemption from Experience /
Turnover Criteria, the supporting documents to prove his
eligibility for exemption must be uploaded for evaluation by
the buyer
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Bid Details/f5 faaor

Do you want to show documents uploaded
by bidders to all bidders participated in No

bid?/

Bid to RA enabled/fs & Ra¥ R afshar f6am | No

Type of Bid/3 & y&R Two Packet Bid

Time allowed for Technical Clarifications
during technical evaluation/d&alidl #Fgdihd & |2 Days
3N At TAEROT ¥ AT FHT

Evaluation Method/fcaida ugfd Total value wise evaluation

Financial Document Indicating Price

Breakup Required/Hs &2t arell fair g¥&adst | yes
ST WD &

EMD Detail/3uad faaor

Required/3magehdr No

ePBG Detail/&didish Razor

Advisory Bank/tsaissl §& ICICI

ePBG Percentage(%)/sdidish ufaera (%) 5.00

Duration of ePBG required (Months)/Sdies &Y
3T 3afy (FE).

38

(a). EMD & Performance security should be in favour of Beneficiary, wherever it is applicable./$waE! 3R #urga
JATA T, ST TE I el &, et & ey gt arfew)

Beneficiary/arandf :

N/A
DELHI, Department of Financial Services, N/A, Ministry of Finance
(National Pension System Trust, New Delhi)

MIl Compliance/THSHTS 3fgurel

MII Compliance/TH3TS3TS el Yes

1. The minimum average annual financial turnover of the bidder during the last three years, ending on 31st
March of the previous financial year, should be as indicated above in the bid document. Documentary evidence in
the form of certified Audited Balance Sheets of relevant periods or a certificate from the Chartered Accountant /
Cost Accountant indicating the turnover details for the relevant period shall be uploaded with the bid. In case the
date of constitution / incorporation of the bidder is less than 3-year-old, the average turnover in respect of the
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completed financial years after the date of constitution shall be taken into account for this criteria.

2. Years of Past Experience required: The bidder must have experience for number of years as indicated above in

bid document (ending month of March prior to the bid opening) of providing similar type of services to any
Central / State Govt Organization / PSU. Copies of relevant contracts / orders to be uploaded along with bid in
support of having provided services during each of the Financial year.

3. Estimated Bid Value indicated above is being declared solely for the purpose of guidance on EMD amount and
for determining the Eligibility Criteria related to Turn Over, Past Performance and Project / Past Experience etc.

This has no relevance or bearing on the price to be quoted by the bidders and is also not going to have any
impact on bid participation. Also this is not going to be used as a criteria in determining reasonableness of
quoted prices which would be determined by the buyer based on its own assessment of reasonableness and
based on competitive prices received in Bid / RA process.

Excel Upload Required/teqid & 31Tdis fhu S &t 3@edehdr :

Annexure IV - Format for Submission of Commercial Proposal - 1746020749.xIsx

Additional Qualification/Data Required/31fait® deadr /3maas Ser

Introduction about the project /services being proposed for procurement using custom bid
functionality:1746015073.pdf

Instruction To Bidder:1746015082.pdf

Pre Qualification Criteria ( PQC ) etc if any required:1746015092.pdf

Scope of Work:1746015105.pdf

Payment Terms:1746015217.pdf

Penalties:1746015231.pdf

Quantifiable Specification / Standards of The Service/ BOQ1746015241.pdf

Project Experience and Qualifying Criteria Requirement:1746015250.pdf

Educational Qualification including Profile of SME/Consultants /Professional Resources /Technical
Resources if they are part of Project .:1746015261.pdf

GEM Availability Report ( GAR):1746015449.pdf

Undertaking of Competent Authority is mandatory to create Custom Bid for Services. Please
download standard format document and upload:1746015675.pdf

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

are :-
Parameter Name Max Marks Cutoff Marks Qualification Methodology
Document
Number of years of experience
as an entity providing Business
Process Outsourcing/ Call 10 6 View File

centre/Contact Center/ITeS
related services in India as on
the date of application

Average yearly gross Turnover
of the bidder during last 3 10 6 View File
financial years

Call centre-related services
provided to the BFSI 10 6 View File
institutions.
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https://bidplus.gem.gov.in/resources/upload_nas/AprQ225/bidding/excel/bid-7740945/1746020749.xlsx
https://bidplus.gem.gov.in/resources/upload_nas/AprQ225/bidding/biddoc/bid-7740945/1746015073.pdf
https://bidplus.gem.gov.in/resources/upload_nas/AprQ225/bidding/biddoc/bid-7740945/1746015082.pdf
https://bidplus.gem.gov.in/resources/upload_nas/AprQ225/bidding/biddoc/bid-7740945/1746015092.pdf
https://bidplus.gem.gov.in/resources/upload_nas/AprQ225/bidding/biddoc/bid-7740945/1746015105.pdf
https://bidplus.gem.gov.in/resources/upload_nas/AprQ225/bidding/biddoc/bid-7740945/1746015217.pdf
https://bidplus.gem.gov.in/resources/upload_nas/AprQ225/bidding/biddoc/bid-7740945/1746015231.pdf
https://bidplus.gem.gov.in/resources/upload_nas/AprQ225/bidding/biddoc/bid-7740945/1746015241.pdf
https://bidplus.gem.gov.in/resources/upload_nas/AprQ225/bidding/biddoc/bid-7740945/1746015250.pdf
https://bidplus.gem.gov.in/resources/upload_nas/AprQ225/bidding/biddoc/bid-7740945/1746015261.pdf
https://bidplus.gem.gov.in/resources/upload_nas/AprQ225/bidding/biddoc/bid-7740945/1746015449.pdf
https://bidplus.gem.gov.in/resources/upload_nas/AprQ225/bidding/biddoc/bid-7740945/1746015675.pdf
https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/17447210403306.pdf
https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/17447210403427.pdf
https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/17447210403531.pdf

Call centre related services
provided to Government Client -
Govt. Departments/Central,
State PSUs/ PSBs /Autonomous
Bodies during the last 3 years as
on the date of submission of
bid.

View File

Number of call centre seats
handled for the clients

10

View File

Call centre services provided in
Hindi, English and other
regional languages. (lllustration
- In case of English, Hindi and 3
Regional languages, the count
will be 5 languages and
similarly)

View File

Presentation by service
provider - Understanding of the
project, solution proposed

20

12

View File

MIS / Dashboard solution
capability showcased by the
service provider and its
functionalities

15

View File

Site Visit

15

9

View File

Total Minimum Qualifying Marks for Technical Score: 60

QCBS Weightage(Technical:Financial):70:30

Presentation Venue:NPS Trust B 302 World Trade Center, Nauroji Nagar New Delhi 110029

Pre Bid Detail(s)

Pre-Bid Date and Time

Pre-Bid Venue

20-05-2025 15:00:00

NPS Trust B 302 World Trade Center, Nauroji Nagar New Delhi 110029

Custom Bid For Services - ---- (1)

Technical Specifications/dalih fafAFar

Specification Values
Core
Description /Nomenclature of Service Proposed for procurement using custom bid functionality -
Regulatory/ Statutory Compliance of Service YES
Compliance of Service to SOW, STC, SLA etc YES

Addon(s)/us3iie

Additional Specification Documents/3ifafR® AR gras
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https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/17447210403637.pdf
https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/17447210403739.pdf
https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/17447210403841.pdf
https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/17447210403941.pdf
https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/17447210404041.pdf
https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/17447210404142.pdf

Consignees/Reporting Officer/ R /Raféar 3w

The quantity
Consignee of
S.No./&. || Reporting/Officer/ ?{?t_:uat_am:nt Additional
; Address/adar Incicates | rRequirement/3faR®
T m/mﬁ-‘" Project JTaRaHar
31 based or
Lumpsum
based hiring.
110029,NATIONAL PENSION
SYSTEM TRUST, B-302, 3RD
1 SURESH G FLOOR, WTC BUILDING, 1 N/A
NAUROJI NAGAR , NEW DELHI-
110029

Buyer Added Bid Specific Terms and Conditions/ra g 51 o Rz it fadw orf

1. Generic

1. The Seller shall not assign the Contract in whole or part without obtaining the prior written consent of
buyer.
2. The Seller shall not sub-contract the Contract in whole or part to any entity without obtaining the prior
written consent of buyer.
3. The Seller shall, notwithstanding the consent and assignment/sub-contract, remain jointly and severally
liable and responsible to buyer together with the assignee/ sub-contractor, for and in respect of the due
performance of the Contract and the Sellers obligations there under.

Disclaimer/sr=iawor

The additional terms and conditions have been incorporated by the Buyer after approval of the Competent
Authority in Buyer Organization, whereby Buyer organization is solely responsible for the impact of these clauses
on the bidding process, its outcome, and consequences thereof including any eccentricity / restriction arising in
the bidding process due to these ATCs and due to modification of technical specifications and / or terms and
conditions governing the bid. If any clause(s) is / are incorporated by the Buyer regarding following, the bid and
resultant contracts shall be treated as null and void and such bids may be cancelled by GeM at any stage of
bidding process without any notice:-

1.

N o v oA

10.

Definition of Class | and Class Il suppliers in the bid not in line with the extant Order / Office Memorandum
issued by DPIIT in this regard.

Seeking EMD submission from bidder(s), including via Additional Terms & Conditions, in contravention to
exemption provided to such sellers under GeM GTC.

Publishing Custom / BOQ bids for items for which regular GeM categories are available without any
Category item bunched with it.

Creating BoQ bid for single item.

Mentioning specific Brand or Make or Model or Manufacturer or Dealer name.

Mandating submission of documents in physical form as a pre-requisite to qualify bidders.
Floating / creation of work contracts as Custom Bids in Services.

Seeking sample with bid or approval of samples during bid evaluation process. (However, in bids for
attached cateqories, trials are allowed as per approved procurement policy of the buyer nodal Ministries)

Mandating foreign / international certifications even in case of existence of Indian Standards without
specifying equivalent Indian Certification / standards.

Seeking experience from specific organization / department / institute only or from foreign / export
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https://assets-bg.gem.gov.in/resources/upload/shared_doc/list-of-categories-where-trials-are-allowed_1712126171.pdf

experience.
11. Creating bid for items from irrelevant categories.
12. Incorporating any clause against the MSME policy and Preference to Make in India Policy.
13. Reference of conditions published on any external site or reference to external documents/clauses.

14. Asking for any Tender fee / Bid Participation fee / Auction fee in case of Bids / Forward Auction, as the
case may be.

Further, if any seller has any objection/grievance against these additional clauses or otherwise on any aspect of
this bid, they can raise their representation against the same by using the Representation window provided in
the bid details field in Seller dashboard after logging in as a seller within 4 days of bid publication on GeM. Buyer
is duty bound to reply to all such representations and would not be allowed to open bids if he fails to reply to
such representations.

All GeM Sellers / Service Providers are mandated to ensure compliance with all the applicable laws /
acts / rules including but not limited to all Labour Laws such as The Minimum Wages Act, 1948, The
Payment of Wages Act, 1936, The Payment of Bonus Act, 1965, The Equal Remuneration Act, 1976,
The Payment of Gratuity Act, 1972 etc. Any non-compliance will be treated as breach of contract
and Buyer may take suitable actions as per GeM Contract.

This Bid is governed by the General Terms and Conditions/&ran=g f@3sr 31k erd, conditons stipulated in Bid and
Service Level Agreement specific to this Service as provided in the Marketplace. However in case if any condition
specified in General Terms and Conditions/@Tar=g @z 3R oKt is contradicted by the conditions stipulated in
Service Level Agreement, then it will over ride the conditions in the General Terms and Conditions.

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

in accordance with the laws./S1 T TTHAT Al & TS 26 & TeH H A & YT HA A TN TRA arel g7 & [ T @l
W idayg & §I9 H AT & TT HqH A AST A arel T & s o =X 38 Afder & 05 a3 & fow it oy gon
9 g% a5 & arer & WREd & TH Gohgd @IS & /9T od AT WX T SHH IgUureld BT aen AR P o
T BYOT fFT ST T SHP HJUold o el U HAYT Bl debiel A XA AR Plefed & AT A S Plefell Pars
& JTUTT BT |

---Thank You/4=garg---
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https://admin.gem.gov.in/apis/v1/gtc/pdfByDate/?date=20250430
https://bidplus.gem.gov.in/bidding/bid/bidsla/59922229493025

‘f o GEM

........

—’ e i"-ﬁ.-alrke!pla:ﬁe

GEM/2025/B/6141216-C1

Bid Number: GEM/2025/B/6141216

Bid Corrigendum

Dated: 07-05-2025

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

parameters are :-

Parameter Name

Max Marks

Cutoff Marks

Qualification
Methodology Document

Number of years of
experience as an entity
providing Business Process
Outsourcing/ Call
centre/Contact Center/ITeS
related services in India as
on the date of application

10

View File

Average yearly gross
Turnover of the bidder
during last 3 financial years

10

View File

Call centre-related services
provided to the BFSI
institutions.

10

View File

Call centre related services
provided to Government
Client - Govt.
Departments/Central, State
PSUs/ PSBs /Autonomous
Bodies during the last 3
years as on the date of
submission of bid.

View File

Number of call centre seats
handled for the clients

10

View File

Call centre services
provided in Hindi, English
and other regional
languages. (lllustration - In
case of English, Hindi and 3
Regional languages, the
count will be 5 languages
and similarly)

View File

Presentation by service
provider - Understanding of
the project, solution
proposed

20

12

View File
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https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/17465956890289.pdf
https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/17465956890717.pdf
https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/17465956890923.pdf
https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/17465956891033.pdf
https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/17465956891206.pdf
https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/17465956891623.pdf
https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/1746595689217.pdf

MIS / Dashboard solution 15
capability showcased by the
service provider and its
functionalities

View File

Site Visit 15

View File

QCBS Weightage(Technical:Financial):70:30

Presentation Venue:NPS Trust B 302 World Trade Center, Nauroji Nagar New Delhi 110029

*This document shall overwrite all previous versions of QCBS parameters

This Bid is also governed by the General Terms and Conditions

2/2



https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/17465956892638.pdf
https://bidplus.gem.gov.in/bidding/bid/downloadBuyerDoc/7740945/1746595689338.pdf
https://admin.gem.gov.in/apis/v1/gtc/pdfByDate/?date=20250507
http://www.tcpdf.org
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