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QUOTATION NOTICE

It is informed that sealed quotations are invited for Hiring the services of a call centre on
24x7 basis for lodging of complaints related to Environment Issues by the citizens.

1. Last date for submitting quotations : - 15.02.2013 upto 03.30 PM
2. Opening of Quotations - 15.02.2013 at 4.00 PM

Scope of Work of Call Centre Support-

a) Language- Hindi & English.
b) Call Centre Activities.
i. Grievance Capturing.
ii. General information.
iii. Grievance re-addresal & escallation,
¢) Development of Basic CRM application for capturings caller details, transferring
grievances and pulling out reports etc.
d) Development of IVRS application - IVR will help in queue automation and also
tracking customer details and generate customized report(s) for data analysis.

Technical / Eligibility Critaria:-

1. The bidding agency should be well established and should have atleast three year
experience of handling such type of work of any Government / Semi-Govt. / PSU /
Autonomous bodies.

2. The bidder should possess valid Service Tax Registration Number.

3. The bidder should possess valid PAN Number.

4. The bidder should have a minimum annual turnover of Rs. 25 Lakh.

Two Bid Tender Process:-

1. Earnest Money of Rs. 5000/-(Five Thousand only) in form of Demand Draft in favour
Delhi Pollution Control Committee shall be enclosed with the technical quotation.

2. Self attested copies of above four documents as shown under eligibility criteria above
and EMD amout of Rs. 5000/- shal] be kept in sealed envelope which shall be superscribed
as “Technical Quotations for Hiring the service of a call centre”. A technical
quotations not accompanied with above documents shall be rejected without any further
communication in this regards.

3. Sealed financial quotation comprising consolidated / net price of “manpower cost per
seat per month (Excluding taxes)” shall be superscribed as “Financial Quotations for
Hiring the service of a call centre”. The net price quoted should be all inclusive except
the telecom, internet & SMS on actual cost which will be borne by the department.

4. Both the envelopes containing Technial Quotation and Financial Quotation shall be put in
outer envelope. The outer envelope shall be superscribed as “Quotation for Hiring the
service of a call centre” and should be addressed to Member Secretary, Delhi Pollution
Control Committee, 4" Floor, ISBT Building, Kashmere Gate, Delhi-110006 and shall
invariably be dropped in the sealed tender box at the enquiry counter, 6 Floor, ISBT
Building, Kashmere Gate, Delhi-110006 latest by 15.02.2013 at 03.30 PM.

5. The quotations not adhering with the above procedure shall be rejected.
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. The successful bidder shall be responsible to provide one dedicated seat equip with

Dedicated Telephone Number. The agency shall be responsible for lodging /
maintaining / updating of data & status of complaint received and disposed off and
shall work under the instructions, directions and guidelines as provided by DPCC
from time to time.

The agency concerned shall be responsible for compliance of all statutory / labour
law obligations under Central / Delhi state government enactments from time to time
and DPCC shall, in no way be responsible for any default with regard to any
statutory obligation, the agency concerned shall indemnity the DPCC in case of any
damage or liability, which may arise on account of non-compliance of any statutory /
labour law obligation or any action on the part of the travel agency.

. Payment will be made on monthly basis only after submission of bill duly verified

by the concerned CMC incharge dealing with complaints.

The work order / contract will be valid for one year and any request for increase in
rates will not be considered in any circumstances.

The contract can be terminated by any of the contracting parties i.e. DPCC or the
agency concerned after giving one month notice. However, DPCC reserve the right
to terminate the contract without giving any notice in case the agency concerned
commits breach of any of the terms of the contract.

Any dispute arising shall be under the jurisdiction of the courts of Delhi.

The Competent Authority, DPCC reserves the right to reject any or all the tenders
without assigning any reason, whatsoever.

This issue with the approval of competent authority vide UO No. MS/3988 dated

16.01.2013. \
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ADMINISTRATIVE OFFICER
Copy to:-
1. Incharge (IT):- with regxé to upload on DPCC website please.
2. Notice Board, DPCC.
3. Enquiry Counter, DPCC for necessary action please.





