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SECTION |

REQUEST FOR QUOTATION
1.1 GENERAL

BSES RAJDHANI Power Limited invites sealed tenders in 2 envelopes for “OUTSOURCING OF CALL CENTER”
for two years. The bidder must qualify the requirements as specified in clause 1.3 stated below. The sealed
envelopes shall be duly superscribed as-

“BID FOR OUTSOURCING OF CALL CENTER”
“CMC/BR/20-21/SV/AR/AN/879”.

1.01 BRPL invites sealed tenders from eligible Bidders for the above-mentioned Contract for two years (clause

1.01).
Estimated cost of Contract for BRPL : Rs 4,49 00,000/-
EMD in Favour of BSES Rajdhani Power Ltd : Rs.4,49,000/-
Cost of Tender form (Non- Refundable) : Rs.1180/-
Completion period of the Contract : Two Year (Initially Contract
award for 1 Year and shall be
renew for next year on
Performance basis of contractor).
Tender documents on sale : 10/11/2020
Date & Time of Pre- Bid Meeting : 23/11/2020 from 14:00 hrs to 15:00 hrs
in webex at https://bsesrajdhani.webex.com/meet/svenkat
Date & time of Submission of Tender : 01/12/2020 till 1500 HRS
Date & time of opening of Tender : 01/12/2020 till 1600 HRS

(Opening of technical bid)

The tender document can be obtained from address given below against submission of non-refundable demand
draft of Rs.1180/- drawn in favor of BSES RAJDHANI Power Ltd, payable at Delhi:

Head of Department

Contracts & Material Dept.
BSES Rajdhani Power Limited

| Floor, “C” Block, BSES Bhawan
Nehru Place

New Delhi-110019

The tender documents & detail terms and conditions can also be downloaded from the website
www.bsesdelhi.com. In case tender papers are downloaded from the above website, then the bidder has to
enclose a separate demand draft covering the cost of bid documents.

PRE-BID MEETING

A pre bid meeting will be held at https://bsesrajdhani.webex.com/meet/svenkat
as per the date mentioned above in Section —I.
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1.2 POINTS TO BE NOTED
121 Contracts envisaged under this contract are required to be executed in all respects up
to the period of completion mentioned above.

1.2.2 Only those agencies, who fulfill the qualifying criteria as mentioned in clause 1.3 should
submit the tender documents.

1.2.3 Tender document consists of the following:
a Request for quotation/ Notice Inviting Tender
b Instructions to bidders
c. Commercial terms & conditions
d Scope of contract & specifications
e Bill of Quantities/ Price Format
1.2.4 The Contract shall be governed by the documents listed in para 1.2.3 above.

1.25 BSES RAJDHANI Power Ltd reserves the right to accept/reject any or all bidders
without assigning any reason thereof and alter the amount and quantity mentioned in
the tender documents at the time of placing purchase/ Contract orders. Tender will be
summarily rejected if:

0] Earnest Money Deposit (EMD) of value INR 4,49,000/- is not deposited in
shape of Bank Draft/Pay Order/Banker's Cheque/BG drawn in favor of BSES
Rajdhani Power Ltd, payable at Delhi respectively.

(i) Complete Technical details are not enclosed.
(iii) Tender fee of Rs. 1180 in favour of BSES Rajdhani Power Ltd
(iv) Tenders received after due date and time.

1.3 Qualification Criteria:

The prospective bidder must qualify all of the following requirements to be eligible to participate in the bidding.
Bidders who meet following requirements will be considered as successful bidder and management has a right
to disqualify those bidders who do not meet these requirements

Bidder should have an average turnover of Rs. 10 Crore over the last three consecutive financial years (FY 17-18
& 18-19 & 19-20). Bidder to provide UDIN based CA certificate / balance sheet as proof of the same.

K3
o

K3

% Bidder must have 05 years of experience with knowledge and exposure w.r.t services rendered to call
center to the reputed organization with one single order with value minimum of Rs.3 Crore in any of the
last 03 years. Order copy and performance certificate shall be submitted in this regard.

®,

« From BCP DRP (Business Continuity Plan - Disaster Recovery Plan) perspective, Bidder should have 2
sites with at least one of them existing (operational) in Delhi or NCR & other operational site preferably in
Delhi or NCR.

< Bidder must have at least 150 seats in Operation in Delhi or NCR (single location) and Back Up
facilities with at least 50 seats in Operation in NCR (Single location). Relevant documentary evidence
to be submitted by the bidder.

« Bidder should have experience in handling contact center processes wrt Public Utility/ Banking / Telecom
services.

« Bidder should have valid Registration No. of GST.
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< Bidder should have PAN No & should fulfill all statutory compliances like PF, ESI registration and
minimum wages.

« An undertaking (self certificate) that the bidder has not been blacklisted/debarred by any central/state
government institution including electricity boards. The bidder should also confirm and an undertaking
(self certified) to be submitted that there is no pending litigation with government on account of executing
similar order.

« Company reserves the right to carry out capability assessment/facility audit of the Bidders and company’s
decision shall be final in this regard without assigning the reasons thereof and preference will be given to
the Bidders who have worked with utility companies.

The bidder shall submit all necessary documentary evidence to establish that the bidder meets the
above qualifying requirements.

Also, the bidder shall furnish the following commercial & technical information along with the tender:

Company reserves the right to carry out capability assessment of the bidders and company’s decision shall
be final in this regard without assigning the reasons thereof and preference will be given to the bidders who
have worked with utility companies.

The bidder should give an undertaking on the company’s letter head that all the
documents/certificates/information submitted by them against the tender are genuine. In case any of the
documents/certificates/information submitted by the bidder is found to be false or forged, action as deemed
fit, including forfeiture of EMD & blacklisting may be initiated by BRPL at BRPL’s sole discretion.

Please note that BRPL will verify the bidder's credentials like work order copies, performance certificates
etc. submitted by the bidder from the respective issuing client, in case any of the
documents/certificates/information submitted by the bidder is found to be false or forged, action as deemed
fit, including forfeiture of EMD & blacklisting may be initiated by BRPL. If required, BRPL may direct the
bidder to provide the required contact details of the client who can confirm the authenticity of the documents
submitted to facilitate the verification process within the timelines provided by BRPL.

The bidder shall submit all necessary documentary evidence to establish that the bidder meets the above
qualifying requirements.

Please Note:

i) Firms who are debarred/ blacklisted in BRPL & other utilities in India will not be considered.

i) Company reserves the right to carry out technical capability/ infrastructure assessment of the bidders
by factory/office inspection or by any other means and company’s decision shall be final in this
regard.

iii) No joint ventures/ consortiums are allowed

Also, the Bidder shall furnish the following commercial & technical information along with the tender:

Last three Financial Years (FY 17-18, FY 18-19 & FY 19-20) financial statement

Bidder to submit UDIN based CA Certificate showing upto date all statutory compliance like GST
returns/ PF and ESI returns etc. i.e upto FY 19-20

Details of constitution of the company (Proprietary/ Limited. Along with details)

Memorandum & Articles of Association of the Company

Organization Chart of the company

Experience details with credentials

UDIN No based turnover certificate issued by C.A for the last three Financial Years.

No of Employees detail

Premises Detail and addresses across India.

AN NE N N N N N

Please note: For Existing vendors of BRPL, evaluation will also include the performance in the existing
contracts via-a-vis performance in terms of HR issues, Compliance parameters and Salary disbursement by
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Vendors. BRPL reserves the right to disqualify their bid based on the above performance parameters in
spite of them meeting the above qualification criteria. The decision of BRPL shall be final & binding on the
bidder. BRPL may ask for any other document as may be required to substantiate/ justify the submissions
made by bidders.

1.4 Bidding and Award Process:-

Bidders are requested to submit their offer strictly in line with this tender document. NO DEVIATION IS
ACCEPTABLE. BRPL shall response to the clarifications raised by various bidders and the same will be
distributed to all participating bidders through website.

1.4.1 BID SUBMISSION:
The bidders are required to submit the bid in 2(two) parts and submit in original to the following address

Head of Department
Contracts & Material Dept.
BSES RAJDHANI Power Ltd
1st Floor, C Block

BSES Bhawan, Nehru Place
New Delhi 110019

PART A : TECHNICAL BID comprising of following:
] EMD of requisite amount

] Non-refundable separate demand draft for Rs. 1180/- In case the
forms are downloaded from the website

= Documentary evidence in support of qualifying criteria

. Technical Literature if any.

= Any other relevant document

] Complete Tender document, duly signed & stamped as acceptance to
Commercial Terms and Conditions viz Delivery schedule/period,
Payment terms, BG etc

= Acceptance to Technical Specifications if any

Bidder will have to submit technical bids in original + 1 copy for technical evaluation. The technical bid
shall also contain the tender Document with all pages signed & stamped with bidder’s seal

PART B: FINANCIAL BID comprising of
= Prices strictly in the Format enclosed in SECTION IV
TIME SCHEDULE

The bidders should complete the following within the dates specified as under:

S. No. Steps Comprising of Due date
All Queries related to RFQ- to be mailed to the
following:

Rajeev.b.kumar@relianceada.com
Dipankar.majumdar@relianceada.com
Ananda.raj@relianceada.com
amitava.nandi@relianceada.com
Neeraj.p.kumar@relianceada.com

1 Technical Queries, if any

apwdE

EMD of requisite amount non-refundable demand
draft for Rs. 1180/- In case the forms are
downloaded from the website documentary
evidence in support of qualifying criteria

Any other relevant document acceptance to
Commercial Terms and Conditions , Payment
terms, BG etc.

3 Submission of PART B Price strictly in the Format enclosed(Section 1V)
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Financial Bid indicating Break up regarding basic price, taxes &
duties etc.

The bid in a two part as prescribed above.

Bidders are to submit the bids in 2(two) parts, should be furnished in separate sealed covers super scribing NIT no.
DUE DATE OF SUBMISSION, with particulars as PART-A TECHNICAL BID & COMMERCIAL TERMS &
CONDITIONS and Part-B FINANCIAL BID and these sealed envelopes should again be placed in another sealed
envelope which should be super scribed with —“Tender Notice No.& Due date of opening“. The same shall be
submitted before the due date & time specified.

Part — A :: Technical Bid should not contain any cost information whatsoever and shall be submitted within the due
date as mentioned in clause 1.02. Technical evaluation qualification may be based on physical verification of the
bidder’s site. After technical evaluation, the list of qualified tenders will be posted immediately on BSES website.

PART B :: This envelope will be opened after technical evaluation and only of the technically qualified bidders and
the date of opening of the same shall be intimated in due course of time.

Notwithstanding anything stated above, the company reserves the right to assess bidders’ capability to perform the
contract, should the circumstances warrant such assessment in the overall interest of the company. In this regard
the decision of the Company is final.

FINANCIAL BID EVALUATION THROUGH REVERSE AUCTION:

Purchaser reserves the right to use the reverse auction through SAP-SRM tool as an integral part of the entire
tendering process. All the bidders who are techno-commercial qualified on the basis of tender requirements shall
participate in reverse auction.

Reverse auction shall be conducted for finalization of contract and the details of the price bid shall not be shared
with bidders.

The reverse auction process shall be governed by the terms and conditions enclosed as Annexure-A in this tender
document. Training/details shall be provided to bidders before participation in auction. In case the Reverse Auction
is not conducted for any reasons, then a “final no regret price” will be called for from the qualified bidders.

Notwithstanding anything stated above, the Purchaser reserves the right to assess bidder’s capability to perform
the contract, should the circumstances warrant such assessment in the overall interest of the purchaser. In this
regard the decision of the purchaser is final.

1.4.2 Award Decision

a) Company intends to award the business on a lowest bid basis, so contractors are encouraged to submit the bid
competitively. The decision to place order/LOI solely depends on Company on the cost competitiveness across
multiple lots, quality, delivery and bidder‘s capacity, in addition to other factors that company may deem relevant.

b) The Company reserves all the rights to award the contract to one or more bidders so as to meet the delivery
requirement or nullify the award decision without any reason.

¢) In case any contractor is found unsatisfactory during the execution process, the award will be cancelled and
BRPL reserves the right to award other contractors who are found fit.

d) The Contract shall initially be placed for a period of one year and shall be renewed next year based on
performance of the vendor as reviewed by the officer-in-charge of the project from BRPL.The decision of officer-in-
charge/competent authority in this regard shall be final and binding on the vendor.

e) “Nil/Zero” Margin or Administrative Service Charges of Bidders will be considered as “Unresponsive”.
Abnormally higher or abnormally lower bids shall not be considered with respect to estimated cost. The criteria
decided by BRPL on this shall be final and binding on the bidders and will not be open for discussion under any
circumstances. Therefore, the bidding firms are advised to quote their Margin / Administrative Service Charges
accordingly..
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1.4.3 Market Integrity

We have a fair and competitive marketplace. The rules for bidders are outlined in the Terms & Conditions. Bidders
must agree to these rules prior to participating. In addition to other remedies available, we reserves the right to
exclude a bidder from participating in future markets due to the bidder’s violation of any of the rules or obligations
contained in the Terms & Condition. Bidders who violate the marketplace rules or engage in behavior that disrupts
the fair execution of the marketplace restricts a bidder to length of time, depending upon the seriousness of the
violation. Examples of violations include, but are not limited to:

e Failure to honor prices submitted to the market place.
e Breach of the terms of the published in Request for Quotation/NIT.

1.4.4  Confidentiality
All information contained in this RFQ is confidential and may not be disclosed, published or advertised in any

manner without written authorization from BRPL. This includes all bidding information submitted.

All RFQ documents remain the property of BRPL and all bidders are required to return these documents to BRPL
upon request.

Bidders who do not honor these confidentiality provisions will be excluded from participating in future bidding
events.

15 Contact Information
Technical clarification, if any, as regards this RFQ shall be sought in writing and sent by email as per the details

below:

Technical Commercial

Head Customer Care Head C&M
Contact Person
Dipankar.Majumdar@relianceada.com | Sreedhar.Venkat@relianceada.com

BSES Rajdhani Power Ltd BSES Rajdhani Power Ltd
Address Customer Care Deptt. 15 Floor , C- C&M Deptt. 1%t Floor , C-Block,
Block, Nehru Place, New Delhi Nehru Place, New Delhi
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SECTION —1I

INSTRUCTION TO BIDDERS

A. GENERAL

1.0 BSES Rajdhani Power Ltd, hereinafter referred to as “The Company” is desirous for “Outsourcing of Call
Center Services”. The company has now floated tender for Outsourcing of Call Center in BRPL as notified earlier in
this bid document

1.1 All the Bids shall be prepared and submitted in accordance with these instructions.

1.2 Bidder shall bear all costs associated with the preparation and delivery of its Bid, and the Company will in
no case shall be responsible or liable for these costs.

1.3 The Bid should be submitted by the Bidder in whose name the bid document has been issued and under
no circumstances it shall be transferred /sold to the other party.

1.4 The Company reserves the right to request for any additional information and also reserves the right to
reject the proposal of any Bidder, if in the opinion of the Company, the data in support of RFQ requirement
is incomplete.

1.5 The Bidder is expected to examine all instructions, forms, terms & conditions and specifications in the Bid
Documents. Failure to furnish all information required in the Bid Documents or submission of a Bid not
substantially responsive to the Bid Documents in every respect may result in rejection of the Bid.
However, the Company’s decision in regard to the responsiveness and rejection of bids shall be final and
binding without any obligation, financial or otherwise, on the Company.

1.6 The company reserves the right to split the order among various successful tenders in any manner
chooses without assigning any reason whatsoever

2.0 SCOPE OF CONTRACT

The complete scope of work has been defined in relevant section of this tender document.

3.0 DISCLAIMER

3.1 This Document includes statements, which reflect various assumptions, which may or may not be correct. Each
Bidder/Bidding Consortium should conduct its own estimation and analysis and should check the accuracy,
reliability and completeness of the information in this document and obtain independent advice from appropriate
sources in their own interest.

3.2 Neither Company nor its employees will have any liability whatsoever to any bidder or any other person under
the law or contract, the principles of restitution or unjust enrichment or otherwise for any loss, expense or damage
whatsoever which may arise from or be incurred or suffered in connection with anything contained in this
document, any matter deemed to form part of this document, provision of services and any other information
supplied by or on behalf of Company or its employees, or otherwise a rising in anyway from the selection process
for the work.

3.3 Though adequate care has been taken while issuing the Bid document, the Bidder should satisfy itself that
documents are complete in all respects. Intimation of any discrepancy shall be given to this office immediately.

3.4 This document and the information contained herein are Strictly Confidential and are for the use of only the

person(s) to whom it is issued. It may not be copied or distributed by the recipient to third parties (other than in
confidence to the recipient's professional advisors).
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4. COST OF BIDDING
The Bidder shall bear all cost associated with the preparation and submission of its Bid and the company will in no
case be responsible or liable for those costs.

5. BIDDING DOCUMENTS
51 The Scope of Contract, Bidding Procedures and Contract Terms are described in the Bidding Documents.
In addition to the covering letter accompanying Bidding Documents, the Bidding Documents include:

SECTION — I: REQUEST FOR QUOTATION

SECTION — 1I: INSTRUCTIONS TO BIDDER

SECTION — Ill: TERMS AND CONDITION

SECTION — IV: BILL OF QUANTITY/PRICE FORMAT
SECTION - V: BID FORM

SECTION — VI: FORMAT FOR EMD BANK GUARANTEE

SECTION — VII: PROFORMA OF CONTRACT PERFORMANCE BANK GUARANTEE
SECTION — VIII : CHECK LIST

5.2 The bidder is expected to examine the bidding documents, including all Instructions, Forms, Terms and
Specifications. Failure to furnish all information require by the bidding Documents or submission of a bid not
substantially responsive to the bidding Documents in every respect will may result in the rejection of the Bid.

6.0 AMENDMENT OF BIDDING DOCUMENTS

6.1 At any time prior to the deadline for submission of Bids, the Company may for any reasons, whether at its
own initiative or in response to a clarification requested by a prospective Bidder, modify the Bidding
Documents by Amendment.

6.2 The Amendment shall be part of the Bidding Documents, pursuant to Clause 5.01, and it will be notified in
writing by e-mail to all the Bidders who have received the Bidding Documents and confirmed their
participation to Bid, and will be binding on them.

6.3 In order to afford prospective Bidders reasonable time in which to take the Amendment into account in
preparing their Bids, the Company may, at its discretion, extend the deadline for the submission of Bids.

7.0 PREPARATION OF BIDS
LANGUAGE OF BID
The Bid prepared by the Bidder, and all correspondence and documents relating to the Bid exchanged by
the Bidder and the Company, shall be written in the English Language. Any printed literature furnished by
the Bidder may be written in another Language, provided that this literature is accompanied by an English
translation, in which case, for purposes of interpretation of the Bid, the English translation shall govern.
8.0 DOCUMENTS COMPRISING THE BID

The Bid prepared and submitted by the Bidder shall comprise the following components:

(a) Bid Form ,Price & other Schedules (STRICTLY AS PER FORMAT) and Technical Data Sheets completed
in accordance with Technical Specification.

(b) All the Bids must be accompanied with the required EMD as mentioned in the Section-l against each
tender.
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9.0 BID FORM

The Bidder shall submit “Original” Bid Form and the appropriate Price Schedules and technical
specifications enclosed with the Bidding Documents.

EMD

The bidder shall furnish, as part of its bid, an EMD of requisite amount as already specified in the Section-l. The

EMD is required to protect the Company against the risk of Bidder's conduct which would warrant forfeiture. The
EMD shall be denominated in any of the following form:

@) Demand Draft/Pay Order drawn in favour of BSES Rajdhani Power Ltd, payable at Delhi.

(b) BG from nationalized / Scheduled bank in favour of BSES Rajdhani Power Limited valid for 6(six) months
after last date of receipt of tenders

The bidders who are not technically qualified, EMD shall be refunded after price bid opening.
Earnest money given by all the bidders who are techno commercially qualified except the lower bidder shall

be refunded within 8 (Eight) weeks after award of the work.
The amount of EMD by the successful bidder shall be returned on submission of CPBG as per tender terms.

The EMD may be forfeited in case of:

@) if the Bidder withdraws its bid during the period of bid validity specified by the Bidder in the Bid Form  or
(b) in the case of a successful Bidder, if the Bidder does not
(i) Accept the Purchase Order/Work Order, (or)
(i) Furnish the required performance security BG; within the stipulated period (or)
(C) Ifthe bidder is found to have submitted false or forged any of the documents/certificates/information .

10.0 BID PRICES

10.01 Bidders shall quote for the entire Scope of Contract with prices for individual items. The bidders is
required, at his expense, to obtain all the information he may require to enable him to submit his tender.

Prices quoted by the Bidder shall be “Firm” and not subject to any price adjustment during the performance
of the Contract. A Bid submitted with an adjustable price/PVC will be treated as non -responsive
and rejected.

11.0 BID CURRENCIES

Prices shall be quoted in Indian Rupees Only.

12.0 PERIOD OF VALIDITY OF BIDS
12.1 Bids shall remain valid & open for acceptance for a period of 120 days from the date of opening of the Bid.

12.2 Notwithstanding Clause12.01 above, the Company may solicit the Bidder‘'s consent to an extension of the
Period of Bid Validity. The request and the responses thereto shall be made in writing and sent by
post/courier
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13.0 ALTERNATIVE BIDS

Bidders shall submit Bids, which comply with the Bidding Documents. Alternative Bids will not be
considered. The attention of Bidders is drawn to the provisions regarding the rejection of Bids in the terms
and conditions, which are not substantially responsive to the requirements of the Bidding Documents.

14.0 FORMAT AND SIGNING OF BID

14.1  The original Bid Form and accompanying documents(as specified in Clause 9.0),clearly marked "Original
Bid", must be received by the Company at the date, time and place specified pursuant to Clauses15.0
and16.0.

14.2  The original copy of the Bid shall be typed or written in indelible ink and shall be signed by the Bidder or a
person or persons duly authorized to sign on behalf of the Bidder. Such authorization shall be indicated by
written Power-of-Attorney accompanying the Bid.

14.3  The Bid shall contain no interlineations, erasures or overwriting except as necessary to correct errors
made by the Bidder, in which case such corrections shall be initialed by the person or persons signing the
Bid.

D. SUBMISSION OF BIDS
15.0 SEALING AND MARKING OF BIDS

15.1 Bid submission: One original (hard copies) + one copy(photocopy) of all the Bid Documents shall be
sealed and submitted to the Company before the closing time for submission of the bid.

15.2  The Technical Documents and the EMD shall be enclosed in a sealed envelope and the said envelope
shall be superscribed with — Technical Bid & Commercial Terms & Conditions “. The price bid shall be
inside another sealed envelope with superscribed —“Financial Bid “. Both these envelopes shall be sealed
inside another big envelope. All the envelopes should bear the Name and Address of the Bidder and
marking for the Original. The envelopes should be superscribed with —“Tender Notice No.& Due date of
opening*“.

15.0 The Bidder has the option of sending the Bids in person. Bids submitted by Email will be rejected. No
request from any Bidder to the Company to collect the proposals from Courier/Airlines/Cargo Agents etc
shall be entertained by the Company.

16.0 DEADLINE FOR SUBMISSION OF BIDS

16.01 The original Bid must be timely received by the Company at the address specified in Section-I

16.02 The Company may, at its discretion, extend the deadline for the submission of Bids by amending the
Bidding Documents in accordance with Clause9.0,in which case all rights and obligations of the Company
and Bidders previously subject to the deadline will there after be subject to the deadline as extended.

17.0 ONE BID PER BIDDER

Each Bidder shall submit only one Bid by itself. No Joint Venture is acceptable. A Bidder who submits or
participates in more than one Bid will cause all those Bids to be rejected.

18.0 LATE BIDS

Any Bid received by the Company after the deadline for submission of Bids prescribed by the Company,
pursuant to Clause 16.0, will be declared "Late" and rejected and returned unopened to the Bidder.
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19.0 MODIFICATIONS AND WITHDRAWAL OF BIDS

19.01 The Bidder is not allowed to modify or withdraw its Bid after the Bid's submission.

E. EVALUATION OF BID

20.0 PROCESS TO BE CONFIDENTIAL

Information relating to the examination, clarification, evaluation and comparison of Bids and
recommendations for the award of a contract shall not be disclosed to Bidders or any other persons not
officially concerned with such process. Any effort by a Bidder to influence the Company's processing of
Bids or award decisions may result in the rejection of the Bidder's Bid.

21.0 CLARIFICATION OF BIDS

To assist in the examination, evaluation and comparison of Bids, the Company may, at its discretion, ask
the Bidder for a clarification of its Bid. All responses to requests for clarification shall be in writing and no
change in the price or substance of the Bid shall be sought, offered or permitted.

22.0 PRELIMINARY EXAMINATION OF BIDS / RESPONSIVENESS

22.1 Company will examine the Bids to determine whether they are complete, whether any computational
errors have been made, whether required sureties have been furnished, whether the documents have
been properly signed, and whether the Bids are generally in order.

22.2  Arithmetical errors will be rectified on the following basis. If there is a discrepancy between the unit price
and the total price per item that is obtained by multiplying the unit price and quantity, the unit price shall
prevail and the total price per item will be corrected. If there is a discrepancy between the Total Amount
and the sum of the total price per item, the sum of the total price per item shall prevail and the Total
Amount will be corrected.

22.3 Prior to the detailed evaluation, Company will determine the substantial responsiveness of each Bid to the
Bidding Documents including production capability and acceptable quality of the Goods offered. A
substantially responsive Bid is one, which conforms to all the terms and conditions of the Bidding
Documents without deviation.

22.4 Bid determined as not substantially responsive will be rejected by the Company and/or the Company and
may not subsequently be made responsive by the Bidder by correction of the non -conformity.

23.0 EVALUATION AND COMPARISON OF BIDS

23.1  The evaluation of Bids shall be done based on the delivered cost competitiveness basis.

23.2  The evaluation of the Bids shall be a stage-wise procedure. The following stages are identified for
evaluation purposes: In the first stage, the Bids would be subjected to a responsiveness check. The

Technical Proposals and the Conditional ties of the Bidders would be evaluated.

Subsequently, the Financial Proposals of Bidders with Techno-commercially Acceptable Bids shall be
considered for final evaluation.

23.3  The Company's evaluation of a Bid will take into account, in addition to the Bid price, the following factors,
in the manner and to the extent indicated in this Clause:

(a) Contract completion schedule
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(b) Conformance to Qualifying Criteria
(c) No Deviations from Bidding Documents

Bidders shall base their Bid price on the terms and conditions specified in the Bidding Documents. No
deviations from the terms and conditions and specifications of the tender shall be acceptable.

23.4 Any adjustments in price, which result from the above procedures, shall be added for the purpose of
comparative evaluation only to arrive at an "Evaluated Bid Price”. Bid Prices quoted by Bidders shall remain
unaltered.

F. AWARD OF CONTRACT
24.0 CONTACTING THE COMPANY

24.1 From the time of Bid opening to the time of contract award, if any Bidder wishes to contact the Company
on any matter related to the Bid, it should do so in writing.

24.2  Any effort by a Bidder to influence the Company and/or in the Company's decisions in respect of Bid
evaluation, Bid comparison or Contract Award, will result in the rejection of the Bidder's Bid.

25.0 THE COMPANY ’S RIGHT TO ACCEPT ANY BID AND TO REJECT ANY OR ALL BIDS

The Company reserves the right to accept or reject any Bid and to annul the Bidding process and reject all
Bids at anytime prior to award of Contract, without thereby incurring any liability to the affected Bidder or
Bidders or any obligation to inform the affected Bidder or Bidders of the grounds for the Company‘s action.

26.0 AWARD OF CONTRACT

The Company will award the Contract to the successful Bidder whose Bid has been Determined to be the
lowest-evaluated responsive Bid, provided further that the Bidder has been determined to be qualified to
satisfactorily perform the Contract. Company reserves the right to award order to other bidders in the
tender, provided it is required for progress of project & provided he agrees to come to the lowest rate.

Please note that abnormally higher or abnormally lower bids shall not be considered with respect to
estimated cost. The criteria decided by BRPL on this shall be final and binding on the bidders.

27.0 THE COMPANY ’S RIGHT TO VARY QUANTITIES

The Company reserves the right to vary the quantity i.e. increase or decrease the numbers/quantities, to
any extent without any change in terms and conditions during the execution of the Order.

28.0 LETTER OF INTENT/ NOTIFICATION OF AWARD
The letter of intent/ Notification of Award shall be issued to the successful Bidder whose bids have been
considered responsive, techno-commercially acceptable and evaluated to be the lowest (L1). The
successful Bidder shall be required to furnish a letter of acceptance with in 7 days of issue of the letter of

intent /Notification of Award by Company.

29.0 CORRUPT OR FRADULENT PRACTICES

29.01 The Company requires that the Bidders observe the highest standard of ethics during the procurement and
execution of the Project. In pursuance of this policy, the Company:

(a) Defines, for the purposes of this provision, the terms set forth below as follows:
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"Corrupt practice" means behavior on the part of officials in the public or private sectors by which they
improperly and unlawfully enrich themselves and/or those close to them, or induce others to do so, by
misusing the position in which they are placed, and it includes the offering, giving, receiving, or soliciting of
anything of value to influence the action of any such official in the procurement process or in contract
execution; and

"Fraudulent practice" means a misrepresentation of facts in order to influence a award process or the
execution of a contract to the detriment of the Company, 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 Company of the benefits of free and open competition.

(b) Will reject a proposal for award if it determines that the Bidder recommended for award has engaged in
corrupt or fraudulent practices in competing for the contract in question ;

(c) Will declare a firm ineligible, either indefinitely or for a stated period of time, to be awarded a contract if it
at any time determines that the firm has engaged in corrupt or fraudulent practices in competing for, or in
executing, a contract.

29.02 Furthermore, Bidders shall be aware of the provision stated in the Terms and Conditions
of Contract.
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SECTION —1Il:

COMMERCIALTERMS AND CONDITIONS
BSES Rajdhani Power Limited is a COMPANY (having license) in the business of distribution and retail supply of

Electricity in the areas of its Distribution Network in South and West Delhi. Total TWENTY TWO (22) divisions are
covered under BRPL.

The COMPANY is desirous of engaging a third party and wants to assign the OUTSOURCING OF CALL CENTER
works in BRPL.

DEFINITIONS & INTERPRETATION:
1. Definition: The following terms & expressions as used in this Contract order shall have the meaning defined

and interpreted here under:

1.1. Company: The terms "Company" shall mean BSES RAJDHANI Power Limited having its office at BSES
Bhawan, Nehru Place, New Delhi-110019 and shall included its authorized representatives, Agents, successors

and assigns.

1.2 Contractor: shall mean the successful tenderer / vendor to whom the contract will be awarded and

shall include its authorized representative, agents, successors, and assigns.

1.3 CONTRACT SPECIFICATION: The terms "CONTRACT Specification" shall mean the Technical specification
of the work as agreed by contractor and description of work as detailed and all such particulars mentioned
directly/referred to or implied as such in the contract.

1.4 SITE: The terms "Site" shall mean the working location in BRPL area.

1.5 ENGINEER IN CHARGE:"Engineer In-charge" means the Company's authorized representative for the purpose
of carrying out the work. For this Work Order Engineer In-charge shall be Head Call Centre or his nominated
representative.

1.6 Good Industry Practice: means the exercise of that degree of skill, diligence and prudence which is expected
from a skilled, experienced and recognized contractor engaged in the same type of undertaking similar to the one
undertaken by the Contractor and acting generally in accordance with the prevailing laws, rules, regulations, codes
and industry standards.

1.7 Effective Date: means the date when Contractor through its authorized representative places its signature on
the duplicate copy of this contract.

1.8 Rate: The unit rates for the work to be carried out at site shall be as per finalized unit rates through tender and
payable by the Company to the Contractor for the due, complete and proper performance of the jobs covered
under this contract.

2.0. EXAMINATION OF SITE AND LOCAL CONDITIONS:

The contractor is deemed to have visited all the sites comes under BRPL licensed area under the Contract order
and ascertained therefore all site conditions and information pertaining to his Contract. The company shall not
accept any claim whatsoever arising out of the difficulties at site/terrain/local conditions, if any.
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3.0. LANGUAGE AND MEASUREMENT:

The Contract order issued to the contractor by the company and all correspondence and documents relating to the
Contract order placed on the Contractor shall be written in English language. Metric System shall be followed for all

dimension, units etc.
4.0 Not used

5.0 CONTRACTOR’s SCOPE OF WORK:

The Bidder shall provide agents of good quality & Skilled for call center operations for handling of inbound calls,
outbound calls and emails for BSES Rajdhani power limited. The agents should be having language proficiency in
Hindi or English or both.

a) Total number of headcounts (seats operating) in a month as per contract services shown for the period.
Rate for one number of seats is settled on the basis of 8 hours shift duty per month with one weekly off.

b) BRPL Head Call Center will inform for any increase in headcounts at least 30 days notice and service
provider shall arrange these changes on the date specified.

¢) Receiving and Courteous attendance of consumer’'s complaints for matters related to Supply of Electricity,
Fire or Shock, Street Light, Billing, Metering, Web complaints, Commercial policy of BRPL, Theft,
Harassment, KEY consumers call and any other General queries. Consumers should be notified with
complaint numbers.

d) Obtain and maintain general information of BRPL supply and break down status, Billing and commercial
matters and inform consumers on request.

e) Make outbound calls to customers for surveys, collections, payment of demand note, status check for
complaints made, etc. or any other initiative as decided by BRPL.

f) The Call Centre shall get update status and feedback for No-supply; Commercial & Meter related
complaints from.
i) O&M & commercial offices in the divisions.
i)  Circle coordinators in the Circle offices.
iii) SCADA centre located at BSES Balaji Estate, Kalkaji, Office.
iv) MMG deptt. in the division & circle offices.
v) New connection cell of BRPL.
vi) Key Consumer Cell of BRPL.

Attempt to segregate calls from genuine consumers and unauthorized consumers and politely inform the latter of
inability to register his complaint.
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Scope of work:

The offered solution should be designed to be used as an enterprise resource for managing BSES contact center
for below service channels.

e Inbound calls

e  Outbound calls

e Back office operations including email and O&M support

1 | Service ( Operational Attributes | Requirement

)

1.1 | Inbound Call Handling

Operational Time Window 24*7*365

Language support Hindi, English

Note: Call should be routed to an agent as per language option chosen by
customer in IVR.

Cross Functional Set of Agents has to be trained on multi skills (e.g. technical, commercial
and other processes)

Number of multi skilled Agents details (Login ID, Name , EMP ID) needs
to be reported monthly to BRPL.

Supervisory Span of Control Ideal 1:25

Tired support Support delivery design is :
Level 1 : Agent
Level 2 : Escalation Desk / Supervisor

Routing to escalation desk is an escalation from Agents in case he/she is
not able to handle the call. Some examples of an Escalation Trigger are: -
Knowledge Issue (No update available) - Skill (Unable to handle; Irate
Customer).

Role of escalation desk is to handle the escalated calls along with general
incoming calls. Identify support area of individual CSRs Mentor and coach
CSRs. Provide input and support training team w.r.t GAPs identified.
Conduct floor trainings (Optional) Bottom line is: Supervisors need to own
up the business metrics and drive the same. Role of all personnel related
to service delivery needs to be documented and provided with "Contact
Center Solution" document as a response to RFP.

Audits to be conducted Calls (both inbound & outbound) and e-Mail Audit

Call Handling, e-Mail drafting, Account action, Process & Product
Knowledge.

Any other significant parameter category can be added.

Dedicated Audit Team 1QME : 80 CSR
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Audit Targets As per process Requirement.( Mutual Agreement )

Differentiated Service Desk A subset of the floor strength called as Group A.( Escalation Desk +
Tenured CSR)

Approximately 1000 customers are tagged in system as VVIP & Premium
Customers. Their registered phone numbers will be hard coded in system
as well as a facility will be provided to them so as to jump the queue in
IVR. Calls generating from either the registered number or which did a
queue jump needs to be handled by this group (A).

Internal Escalation process Internal Escalation Process:
AGENTS - TL >Operation Manager - BRPL.

Team Leader needs to take up customer escalation or a call back is
promised, if he/she is not available real-time. Internal Escalation Process
needs to be documented and provided with "Contact Center Solution"
document as a response to RFP.

Inbound Call Volume Peak volume Inbound is 40,000 daily averages (ball park) from Apr to
Sept & 13,500 (ball park) from Oct to Mar. Peak on a given day can have
80,000 calls during summer period.

Outbound Volume 4000 Per day (ball park) with 180 sec of AHT & additional 10000 Per day
(ball park) with 120 sec of AHT in Q4

Type of out calling Various services like Surveys, Supply restoration, Collections, Service
Promotion, Welcome call and Bill explanation.

Call Quality Checks to be Provision to barge in and listen to survey out calling.
conducted

1.2 | Customer care email

Operational Time Window 24*7*365
Cross Functional All agents
Audits to be conducted Call Audit (Drafting, Account Action, Process & Product Knowledge) Any

other significant parameter category can be added.

Shared Audit Team with voice It's suggested to have a common audit team for any mode.
process

Internal Escalation process AGENTS - TL ->Operation Manager - BRPL.

There should be a screening process before escalating any issue to
BRPL. E-Mail process receives major bulk for issues which are "non
routine" in nature and distinct from each other. Such cases need to be
escalated to BRPL for resolution. In case there is insufficient screening
and Service Representative is not tenured or low in Knowledge curve
possibility of wrong issues getting escalated goes high. TL needs to be
actively involved so as to determine - Correct issues are getting escalated
& capture frequently escalated issues/scenarios as knowledge GAP and
highlight to Ops Team.
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13

Back office Process

L2 Desk to coordinate with
different department for
resolution

Separate desk with access of outbound calling.

MIS

Daily & Monthly MIS on transaction handled.

Service ( Miscellaneous
Attributes )

Individual Spike Contingency
and Scalability Matrix

Diluted SL metrics w.r.t load (Call Offered ) Scalability for seasonal ramp
ups and short term deployment.

Provision for SOW audit

Provision of conduct 2 yearly "SOW audit" at vendor site. Redundancy
Checkpoints -BCP - DRP Process Audit - Recruitment - Training ( Ramp
up ) - OJT - Backfill Training - Operations : Escalation Exception Handling
Alert Mechanism System Downtime Process Roll Outs. - Knowledge
Management - Quality Monitoring - Performance Management - Bottom
Quartile Management -Executive Escalation Management - Inter
Departmental Calibration Ops - Training - Process - Quality - Compliance
Methodologies etc.

Vendor support for
implementing ISO quality
requirements

ISO Audit & COPC certification will be a plus point. (ISO certification
mandatory)

Knowledge Base and Process
Development

Knowledge base details will be provided by BRPL with as is content and
facility so as to upload any data and/or update. Vendor should have a
team Contracting to convert: - "Any update" provided from Outsourcer -
"Solution provided" by outsourcer w.r.t any GAP identified. - "Modifications
Suggested" w.r.t existing processes..........c...ue.... a. To a process
document and/or FAQ

b. To derive an issue handling script based on the process.

Process Roll Out

Mutually defined and documented "Process rollout plan” .Needs to be
documented and provided with "Contact Center Solution" document as a
response to RFP.

Capturing of interactions

100% interactions for inbound, outbound and e-Mail should be captured in
system. The same can be validated as and when required with Agent
productivity report.

Productive Staff : Non
Productive Staff

As per mutual agreement

Forecasting

One time raw data will be provided by BRPL. Projections of headcount +
calls will be given by BRPL. Post which yearly forecasting sampling may
also be done at vendor end. Derived forecasted figures needs to be
approved by BRPL. BRPL will be providing the business events planned
for the year and the customer base so as to derive CPC ( Calls Per
Customer ) required for forecasting. "Contact Center Solution" document
as a response to RFP should contain "call forecasting” as a solution
offering.
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E- Mail Handling

Service Levels

Support Professional Web Peak volume : From Apr/May through Sep 800 per day Off Peak volume:
Complaints Resolutions Oct to Mar — 200 per day

Outbound Calling Unit

"n" successful interactions/Day | As per requirements

Audis to be conducted Provision to barge in and listen to survey out calling.

4 | Solution Overview Response to RFP should indicate that vendor will own up the following.

Outsourced vendor should
provide

Recruitment

Training

Development of the necessary
software/knowledge database

Outsourced vendor should
provide : Real-time access to
key performance indicators

Scalability ( Details with IT /
Cost specs etc )

Location

Data Security

NDA

Back Up

Performance Review

5 | Implementation

Level of involvement that would
be required from BRPL
personnel

6 | Vendor Financial and Business
Overview

Public or Private Company

Parent Company Name
&Registered Address

Year established in market
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Major Shareholders & % of
equity each holds

Company ‘s core business BPO ( Major : Voice Support )

How long in call centre industry | 5 Yrs in Operations

List of Prominent Clients .
Company a member of any
industry associations

Turnover > 10 Crores

Experience overview as call Established Voice Support Processes > 5 Yrs Operational in utility/

centre service provider banking/ telecom services.

Facility - Location Primary Minimum 150 Operational seats only in Delhi or NCR (single location)
Facility - Location Back up Minimum 50 Operational seats preferably in NCR Region, Gurgaon/Noida

(single location)

Call types your company Voice. Inbound : Customer Services ( Mandatory )

experience in managing
Voice Outbound & Email

Operational performance Systemic ( Least manual intervention )
measures and how are these
measured or monitored

Clients and what is the
approximate value of your
major accounts

Offer to improve outsourcing
results and effectiveness

Operative market segments Service Industry

7 | Customer Support Experience

Technologies Used to Deliver
Service

Knowledge management

Data analysis

Standard operating
environment

Shift Adherence /Compliance If possible IEX/ICMS

Process Adherence / Mandatory
Compliance
Provision of data and voice Mandatory
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continuity and disaster recovery

connectivity

Firewall technology deployed in | Mandatory
the net Contract

Inbound access restrictions Mandatory
supported

DND compliance policies Mandatory
Virus protection system Mandatory
deployed

Procedures to ensure business | Mandatory

Quality Standards
Followed/Certification

COPC/ISO is desirable

Quality Practices

ISO is desirable

8 | Management Processes

Model for relationship
management

Sample Reports typically
provided

"Contact Center Solution" document as a response to RFP should contain
sample standard report.

Systems and Tools for different
real time reporting

Mandatory.

How you provide clients access
to reports on the call centers
key performance indicators
(KPIs)

Note: Needs to be mentioned clearly whether it's a part of standard
solution or not. "Contact Center Solution" document as a response to RFP
should contain vendor comments/solution w.r.t the requirement. .Also real
time connectivity for accessing reports

9 | Recruitment ,People
Management and Training

Recruitment methodology

Final agents hiring based on client approval.

Any accreditation standards
you require

Min qualification Under Graduate (12" Pass)

Actual number of paid and
Contracting hours (gross and
net)

Entitlement to different leaves

Selected knowledge bank
transfer readiness

Essential

Quality assurance processes
used
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Attrition rate (1 Yr)

Churn (1Yr)

Average Tenure

6 months ( Approx ,tolerance levels can be defined )

Absenteeism statistics (1 Yr)

How do you track, manage,
and minimize agent attrition

Training programs - On
Recruitment

Requirement: Class room, Defined training process for Ramp Up and
Backfill "Contact Center Solution" document as a response to RFP should
contain the process to be followed in case of contract being

offered/renewed.

Training programs - Ongoing

"Contact Center Solution" document as a response to RFP should contain
Defined process for floor training. Frequency and Triggers so as to initiate

floor training.

10 | Transition Methodology

11 | Pricing

Pricing Model

Separate for Inbound, Outbound, email support and technology cost.

FTE and Per Minute basis

Flat for Skill Based

FTE definition

8 Hrs of Log in Time on daily basis

Unit price

Per FTE

Cost Per Min

Locking Period of contract

Is price fixed or dependent over
a variable?

Misc Charges

Invoice Clearance Timeline

Contract Termination

Cost of Transition

13 | RFQ closure timeline

14 | Project Implementation

Within 30 days after awarding of Contract
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2) KPls:
a) Inbound call services.

i)  90% of the calls to be answered in less than 30 seconds provided the call flow is uniform.

ii) Average hold time per agent to be less than 15 seconds.

iii) Average waiting time of the customer to be less than 30 seconds in off peak period & 120 seconds in
peak period provided the call flow is uniform.

iv) Calls Abandon Percentage to be less than 5% for a month provided there is a uniform call flow.

v) Average handling time not to exceed 240 seconds.

vi) Average after call work time not to exceed 15 seconds.

vii) Customer satisfaction with regard to call centre services to be more than 90%.

viii) Call Quality audit score - 85%. Quality metric allows seeing directly how agents are performing.
Monthly Quality Analyst MIS

b) Outbound Call services

i)  Average Handling Time / Response time - Mutually agreed for different campaigns.

i)  Productivity per agent - Productivity is a measurement of the amount of work accomplished during a
specified time frame which is the total number of outbound calls per day by an agent. Target may be
derived basis average handling time of different processes.

iii) Quality - 85% Quality metric allows seeing directly how agents are performing. Monthly Quality MIS

¢) Email services
i) SLA:90% of email to be answered in 24 Hrs
i)  AHT : 10 Minutes
iii) Backlog — 3rd SLA : less than 3%
iv) Quality Score : 85%

3) Service provider to ensure deployment of 85% agents every day after factoring 15% shrinkage on account of
week offs/Leaves/National Holidays etc. Attendance below 98% of deployed agents post shrinkage on daily
basis shall attract penalty.

4) Review meeting with BSES Team fortnightly. To be available for any other meeting as desired and called by
BSES.

5) Call Centre up time (functional) at 99.5% of the time.

6) Complete paperless environment on the floor.

7) MIS report on call center operation compliance as per below.
a) Ramp up plan and deployment confirmation.
b) Monthly report of Resources Turnover and the Training provided to the resources shall be submitted by
the service provider on 1st of every month.
c) Biometric attendance report. (Face recognition mode)
d) Behavioral & Domain training of agents by the service provider as required and mutually agreed.
e) Quality Calibration.
f)  Schedule adherence (Roster vs actual)
g) Any exigency reporting.
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8) Any increase in head count will be intimated 30 days in advance for necessary arrangements including hiring,
training and certification.

9) Agent’s certification will be done by BRPL agent certification team. Post that agents will be allowed to take
calls.
10) Monthly Penalties:

a)
b)
c)
d)

e)

Call center uptime (Functional) shall be at 99.5%. Failing to achieve 99.5% up time penalty of Rs 1250 per
hour will be levied.

Failing to achieve attendance (98%) on daily basis, Rs 500/- per agent will be levied per short agent in
monthly bill.

Service Level: Failing to achieve MTD agreed service level will attract penalty of Rs. 200000/- on monthly
basis.

Agent quality: Failing to achieve MTD agreed Agent quality score will attract penalty of Rs.200000/- on
monthly basis.

For any escalation of Rude behaviour (Abusive language), if proven will attract penalty of Rs.100000/- per
incident. The call center employee has to be terminated from BRPL process.

11) COVID - 19 Compliance as per MHA guidelines. (National Directive Annexure for COVI D — 19 management)

Annexure |

a)
b)

c)
d)

Wearing of face cover is compulsory in all public places & work places.

All work place shall have adequate arrangements for temperature screening and provide sanitizers at
convenient places.

Use of Arogya Setu will be encouraged for all employees.

All organizations shall sanitize their work places between shifts.

Annexure Il - SOP for social distancing for offices, workplace, factories & establishments.

a)

All areas in the premises including the following should be disinfected completely using user friendly
disinfectants mediums.
i Entrance gate of the building, office etc.

ii. Cafeteria and canteens.

iii. Washroom, toilet, sink, and water points etc.

iv. Walls / all other surfaces.
Workers coming from outside, special transportation facility will be arranged without any dependency on
the public transport system. These vehicles should be allowed to work only with 30-40% passenger
capacity.
Mandatory thermal scanning of everyone entering and exiting the work place to be done.
Medical insurance for the workers to be made mandatory.
Provision for hand wash & sanitizer preferably with touch free mechanism will be made at all entry and
exit points and common areas. Sufficient quantities of all the items should be available.
Seating at least 6 feet away from others on job sites, meeting and training sessions.
There should be strict ban on gutka, tobacco etc and spitting should be strictly prohibited.
There should be total ban on non-essential visitors at sites.
Hospitals/clinics in the nearby areas, which are authorized to treat COVID-19 patients, should be identified
and the list should be available at work place all the times.
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12) IT Infrastructure compatibility for CISCO Finesse:
a) Antivirus
Function Software

McAfee Virus Scan Enterprise 8.8i

Symantec Endpoint Protection 12.1 and above minor versions
Antivirus

Trend Micro Office Scan 10.6

Trend Micro Deep Security Version 9.0

CuIC
Reporting Microsoft Excel Versions 2007 and 2010: used for exporting reports

Java Runtime Environment (JRE) Requirements

JRE Version: (JRE) 7 Update 51.

b) Router & Firewall
Router - Cisco ISR4331/K9 or equivalent

Firewall - ASA5506-SEC-BUN-K9 or equivalent

c) Jabber DNS — Soft phone
Cisco Jabber uses domain name system (DNS) servers during start-up, DNS servers are mandatory for
Cisco Jabber setup.

d) Desktop
Agent & Supervisor Configuration Details

Sr.

No Name Configuration
1 CPU: Intel Core 2 Duo 2.6 GHz or higher
2 RAM: 2GB
3 NIC 10/100Mbps
4 HDD 50Gb minimum
5 Partitioning: Primary label — C; Format — NTFS;
6 Screen Resolution: 1024 x 768
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Agent and Supervisor Desktop

Sr.No | CTI Option OS type
Windows 7 (Professional,
1 Enterprise and Ultimate)
2 Cisco Finesse CUITE BT )
Windows 10
3 Mac OS X

Support DESKTOP configuration details

e) Backup for Router/Firewall/Switches & other IT hardware & software to be made available in case of
failure. UPS should be in redundant mode with power backup with UPS + Genset.

f)  Security Clause:

i)  Service provider shall ensure that the data provided by BSES shall not be shared with any third party
without written consent of BSES. Non-Compliance of it will result in termination of Contract without
any notice.

i) IT and Telecom architecture should have secured backup.

i)  All software's used should be licensed.

iv) IT Infrastructure requirements any change w.r.t. operation of the system will be intimated from time to
time by the Head Call Center.
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EXCLUSIONS :

Following are excluded from the scope of work of bidders. These are already installed at Data center Nehru Place
and DR site Scada.

e  MPLS connectivity (Data and voice link)

e Telecom connectivity (PRIS)

Bidders has to only provide router as mentioned in scope of work for MPLS connectivity.

5.0 NOT USED

6.0 CONTRACT PRICE:

The contract is on unit rate basis .Unit Rate shall be as finalized through this tender and this rate will be remain firm
and final for the entire duration of work to be carried out by the Contractor, and are not subject to any escalation
and variation for any reason whatsoever.

Contractor shall, at no point of time, claim or have the right to claim any additional fees, expenses or charges of
any nature whatsoever, other than the rates set out above . In the event that Contractor is at any time in material
breach of any provision of this Contract, then notwithstanding any provision to the contrary contained herein, and
without prejudice to any of its rights under this Contract or under any applicable law, BRPL shall have no obligation
to make payments to Contractor in respect of the Services until such material breach is cured to the satisfaction of
BRPL in accordance with the provisions of this Contract.

7.0 TAXES & DUTIES:

Prices shall be inclusive of all taxes and duties including labour cess (Except GST). However, IT as per applicable
rate will be deducted from your bills as Tax Deduction at Source (TDS).

GST at actual shall be paid on submission of GST Registration and self declaration on your letter head stating that
you have deposited/or will deposit the Tax as per the applicable GST laws. You shall furnish your GST registration
number.

Any statutory variations i.e. increase/decrease in Taxes / Duties introduces by central Govt. / State Govt. of shall
be reimbursed/recovered to/from Contractor against documentary evidence and proof.

8.0 TIMELY DISBURSEMENT OF WAGES

The contractor shall ensure that monthly wages for the manpower are disbursed timely.

Salary / Wages to be distributed not later than 5th of each month. Though the company endeavors’ to process
contractors’ bills on time as per the payment timelines mentioned in the clause no. 04 (payment terms), under no
circumstances delay in disbursement of wages shall be acceptable, it is the contractors responsibility to ensure the
same, accordingly the bidders are expected to quote their rates to fulfill their obligations towards the timely
disbursal of wages and all other benefits including PF/ESI/Bonus/leave pay/allowances etc.

It may please be noted that BRPL reserves the right to terminate the contract in case of delay in disbursal of the
wages at more than one instance.

9.0 TERMS OF PAYMENT:

The payment shall be made as under:
9.1 Contractor shall raise monthly bills for the jobs performed under this Contract.
9.2 The contractor shall submit following documents to VSC for claiming payment.
i.  Monthly Invoice.
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ii. Documents of statuary compliances.

iii.  All required Documents Listed in Annexure-4 which may be amended as per instruction of Engineer In-
charge BRPL

9.3 100% Payment shall be made to the CONTRACTOR with-in 30 Days of submission of certified Bills at
Vendor Support Cell subject to fulfillment of contractual obligations.

9.4 BRPL shall make payments of the bills either by crossed cheque; or by electronic transfer directly to
Contractors designated bank account, at BRPL sole option.

Payment shall be released after Tax deduction at Source (TDS) as per the prevailing rules & TDS certificates shall
be issued to the

10.0 PERFORMANCE SECURITY BANK GUARANTEE:

10.1 CONTRACTOR shall furnish the Security Performance Bank Guarantee in the prescribed format (Appendix I)
within 15 days from the date of issue of Order for due performance of the provisions of Contract Order.

10.2 The Security Performance Bank Guarantee shall be of 10% of the annual contract value and shall be valid till
completion of the contract period, plus three (3) months towards claim period.

10.3 The Security Performance Bank Guarantee shall be issued from any nationalized bank as per company
format.

10.4 The Company shall reserve the right to invoke the bank guarantee unconditionally and without recourse to the
Contractor, if there is failure to perform any part of the Contract for whatsoever reason. This clause is pertaining to
performance of contractual obligations and the decision of Company shall be final in this regard.

10.5 In the event, in Company sole judgment, the Contractor has fulfilled all its obligations under this Contract,
Company shall release the security performance bank guarantee without interest, within seven (7) days from the
last date up to which the performance bank guarantee is to be kept valid or if it is assessed by the Company that
Contractor has not fulfilled its obligation then the performance bank guarantee shall be extended by the Contractor
till that period as requested by the Company.

11 SUB-CONTRACTING / SUBLETTING:

CONTRACTOR shall not assign or transfer the whole or any part of this Work Order or any other benefits accruing
there from nor shall it subcontract / sublet the whole or any part of the Works.

12 PENALTY:
Monthly Penalties:

1  Call center uptime (Functional) shall be at 99.5%. Failing to achieve 99.5% up time penalty of Rs
1250 per hour will be levied.

2 Failing to achieve attendance (98%) on daily basis, Rs 500/- per agent will be levied per short
agent in monthly bill.

3 Service Level: Failing to achieve MTD agreed service level will attract penalty of Rs. 200000/- on
monthly basis.

4 Agent quality: Failing to achieve MTD agreed Agent quality score will attract penalty of
Rs.200000/- on monthly basis.

5 For any escalation of Rude behaviour (Abusive language), if proven will attract penalty of
Rs.100000/- per incident. The call center employee has to be terminated from BRPL process.

13.0 LIQUIDATED DAMAGES:

The parties agree that the above amounts, including the amounts set out in the provisions relating to penalty, are a

reasonable estimate of the additional expenses required to be incurred by the Company due to the breach by
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Contractor of the terms of this Contract. The Company shall be entitled to set off the entire amounts due from the

Contractor against the Rates payable by Company to the Contractor.

14.0 HUMAN RESOURCE ISSUES:

1. The Vendor would execute these works through their own resources.

2. The Vendor shall bear all expenses/cost to be incurred towards salary, allowances, perks, traveling allowances,
advances, insurance, safety measures, annual increment, security, transportation, conveyance reimbursement,
telephone expenses, leave pay and all other misc. expenses etc. of their employees/ workmen during the
currency of this Agreement. Also, the Vendor shall be sole responsible for making payment for Hospitalization,
Compensation thereof in case of any accident & injury.

3. ID CARD: No contractor will issue any ID cards to their staff on their own .All ID Cards for the workforce will be
issued by BRPL Security ID Card Cell only. Contractors should maintain the records of Identity Cards of their
employees and whenever any employee quits / is removed then his/her Identity card should be collected &
submitted to BRPL Security ID Card Cell. Penalty will be imposed on the vendor in case of violation of the
above rule.Contractors shall submit the detail list of the employees that they are going to be hire to BRPL
Security before start of the contract.

The detailed penalty clause related to employee’s ID card shall be as under:

1.1 It is agreed by the vendor that within_five (5) days from the commencement of agreement/ date of award
of work order/ date of renewal of agreement, the vendor shall be bound to intimate BRPL the details of manpower
deputed by vendor for the performance of task under this agreement in an agreed format, the draft of the same is
attached to this agreement and marked as SCHEDUE-1.

1.2 It is agreed by the vendor that in case of change of manpower deputed by the vendor under this instant
agreement, the vendor shall promptly but not later than_twenty four (24) hours of such change intimate BRPL in
writing about the said change and submit the revised details in the format as specified in SCHEDULE-1.

1.3 It is further agreed by the vendor that it shall promptly but not later than_seven (7) working days from the
commencement of agreement/ date of award of work order/ date of renewal of agreement, ensure the issuance of
the photo identity cards, issued by BRPL Security, to all the personnel deputed by the vendor. The ID Cards shall
also bear the name of the employer/ vendor, the contact details of the personnel and the employer and shall
ensure that all the personnel, during the performance of task under the agreement, shall wear/ display those 1D
Cards.

1.4 That in addition to the events of default as specified above, it has been agreed by the parties to the
agreement that the following events shall also be counted as events of default and the vendor shall ensure not to
commit the same:

1.4.1  # of staff found working without valid ID Cards (ID Cards issued by BRPL Security) / Not carrying ID cards
to the workplace

1.4.2  # of staff carrying validity lapsed (expired) ID Cards as against the number of staff billed for

1.4.3  # of staff found carrying vendor issued ID Cards, instead of through BRPL Security — Vendors cannot
issues ID cards for the manpower deployed on BRPL work.

That the failure by the vendor in compliance of the terms stated in section 1.4 above and/ or the commission of
defaults as notified above, i.e. non issuance of ID Cards, non-display of ID Cards by the personnel of the vendor
and/ or the commission of any of the defaults, shall attract an agreed penalty for the sum of Rs. 1000 per person
per day and the same shall be deducted from the monthly bill of the vendor without any advance intimation to
vendor by BSES.

Certification of penalty (defaults and sum penalized) shall be through BRPL Security, along with intimation to
concerned User Department, C&M, F&A. A notice shall be sent to vendor/ agency.

15 That in addition to the penalty as specified above, in case of the occurrence of any blacklisted manpower
during enrolment (proposed by vendor, identified by BRPL Security or through system-based verification) or found
working on the field shall incur a penalty of 1% or Rs Fifty Thousand (50000), whichever is lower, from the monthly

bill of the vendor.
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15.1  Even for 1 blacklisted staff identified

1.5.2 Security shall share list of blacklisted staff with BRPL Vigilance, C&M and VSC departments.

1.5.3  VSC shall share the list with respective vendors.

154 New vendors shall not be penalized for enrolment of blacklisted staff through BRPL Security. However,
subsequent enrolment proposal will come under penalty.

1.6 It is further agreed that in case of repeated default as specified above, beyond 6 months, the same,
without prejudice to other penalties/ remedies that can be resorted under the terms of this agreement, shall attract
the encashment of the 50% of the BG amount of the vendor by BRPL as additional penalty. It is agreed by the
vendor that the encashment of 50% of the sum is recorded as pre-agreed liquidated damages and the vendor, shall
not be having any right to dispute/ deny the same.

1.7 It is further agreed by the vendor that the imposition of penalty and the quantum thereto shall be the sole
jurisdiction of BRPL and no claim/ dispute by Vendor, challenging the imposition of penalty and/ or the quantum
thereto shall be maintainable.
BRPL may review/revise ID card Policy including penalty which would be implemented during the tenure
of contract. This shall be at the sole discretion of BRPL and contractor shall fully comply with this at every
stage.

4. The Vendor to deploy their manpower immediately for carrying out the work as specified above.

5. The Vendor should ensure that there are no disputes regarding service, payment etc of the persons engaged
by him, anytime during the currency of the contract. At no point of time during the currency of contract, the
Vendor's employees shall insist upon the Company for employment, wages, and allowances or any other
related matter, payment etc.

6. The Vendor shall not deploy the manpower below the age of 18 years or above the age of 58.
7. The CONTRACTOR shall not deploy the female manpower between 7 PM to 6 AM.

8. The Vendor shall be directly responsible for any / all disputes arising between him and his persons and keep
the Company indemnified against all losses, damages and claims arising thereof. The Vendor shall resolve any
dispute of their manpower. All the legal dues of their manpower is to be paid on due date or within 8 days on
the termination of manpower.

9. All safety wears required for the Vendor's manpower during the execution of work must be provided by the
Vendor at his own cost and he shall ensure that his employees regularly use such safety gears.

10. The Vendor shall be responsible for discipline of his manpower and shall adhere to the disciplinary procedure
set by the Company. The Company shall be at liberty to object to the presence of any representative or
employees of the Vendor, if in the opinion of the Company such manpower has done any act of misconduct or
negligence or otherwise undesirable, then the Vendor shall remove such a person objected to and provide a
competent replacement immediately. .The Vendor will ensure that none of the associate is engaged in any
unlawful activities or any other activity subversive of the Client’s interest failing which suitable action may be
taken against the Vendor as per the terms & conditions of the Agreement. The Vendor will ensure that none of
the manpower engaged by them will demonstrate before the offices of the Client with respect to their
grievances. In case any of the manpower engaged by Vendor is found indulging in such activities, the Vendor
will take suitable action against such of their employees.

11. The Vendor shall ensure compliance with minimum wage requirements of the correct category and ensure the
following

a) Timely payment of minimum wages to deployed manpower as per the rate notified from time to
time by the Government of National Capital Territory of Delhi.Compliance with all other relevant
PF, ESI and Insurance laws as applicable per statute. Challans / Receipt issued by Statutory
Authorities like Regional Provident Fund Commissioner (RPFC)/including their own Pension
Provident Fund Trust for previous month & proof of payment towards compliance of other
statutory provisions like E.S.I.,GST etc. VENDOR will also produce challan/receipt with respect
to payment of GST as a proof for such statutory payment before the same is released by the
Client.
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b) Vendor shall comply with provisions of the Payment of Wages Act. 1936, Minimum wages Act-
1948, Employees Provident Fund & Miscellaneous Provision Act. 1952, ESI Act 1948,
Employer’s Liability Act 1936,, Industrial Dispute Act 1947, Maternity Benefit Act 1961, Contract
Labour (Regulations & abolition) Act 1970, Delhi Shops & Establishment Act or any modification
thereof or any other Act relating to rules made hereunder from time to time. For the said purpose
the vendor shall get itself covered under the Employee’s Provident Fund & Miscellaneous
provision Fund 1952 & ESI directly with the appropriate Regional Provident Fund
Commissioner, if not done so far and shall intimate to the Client the Code No. allotted by the
RPFC & ESI Authorities within one month from the date of commencement of the assignment.

c) Contractor shall disburse the salary of his staff through ECS only on or before 7t of every month

12. The Company reserves the right to demand the Vendor's services on holidays as well as beyond the
normal working hours.

13.The Vendor will ensure that none of their person is engaged in any unlawful activities subversive of the
Company's interest failing which suitable action may be taken against the Vendor as per the terms and
condition of this order.

14. The Vendor shall be liable for payment of all taxes and duties as applicable, to the State/ Central Govt. or any
local authority.

15. The Vendor's employees shall not be treated as Company's employees / persons for any purpose
whatsoever & facilities/ benefits applicable to the Company's employees shall not be applicable to  Vendor's
employees. If due to any reasons whatsoever the Company is made liable to meet any obligation under any of the
laws & enactment etc, for any reason whatsoever the same shall be recovered from the Vendor or from any of the
invoices payable to him or failing which it shall be recovered as per law.

16. The Vendor shall confirm in writing that he will follow and comply all the statutory acts applicable including
but not limited to the following acts where special attention of the CONTRACTOR is required to be drawn
towards the compliance of provision (along with the latest amendments/additions).

- The Child Labour (Prohibition and Regulation) Act, 1986.
- The Contract Labour (Regulation and Abolition) Act, 1970.
- The Employee's Pension Scheme, 1995.

- The Employee's Provident Funds and miscellaneous provisions Act, 1952.
- The Employees State Insurance Act, 1948.

- The Industrial Disputes Act, 1947.

- The Maternity Benefit Act 1961.

- The Minimum Wages Act, 1948.

- The Payment of Bonus Act, 1965.

- The Payment of Gratuity Act, 1972.

- The payment of Wages Act, 1936.

- The Delhi Shops & Establishment Act, 1954.

- The Workmen's Compensation Act. 1923.

- The Employer's Liability Act, 1938.

Further the contractor shall be liable to comply with all the amendment in existing acts / upcoming new
comprehensive labour acts related to applicable labour laws.

17. The Vendor shall obtain all registration/permissions licenses etc., which are/may be required under any labor or
other legislations for providing the services under this Agreement.

18. Vendor shall take insurance policy under the Workmen Compensation Act to cover workers, not covered under
ESI Act 1948, engaged by it and Accident Liability Insurance for its employees for payment of compensation on
account of injury, fatal or otherwise due to accident during service. Copies of these insurance policies will be
submitted to company before claiming any payments for reference and records and these insurance policies
shall be kept valid at all times.
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19.In case it is desired by any Labour authorities to produce the records with respect to salary/ PF/ESI/EDIL/Bonus
etc, the said record/register will be made available by the Vendor.

15.0INSPECTION & QUALITY CONTROL:

151 Inspection shall be performed by an inspector / consultant authorized by BRPL Engineer appointed by the
company.

15.2 The contractor at his sole expenses shall correct defective work.

15.3 Such certification needs to be done / completed immediately after completion of work and sent to
respective office within 5 working days.

16.0 TIME ESSENCE OF CONTRACT:

Time is the essence of the contract and the contractor shall be responsible for performance of his works in
accordance with the specified construction schedule. if at any time, the contractor is falling behind the schedule for
reasons attributable to him, he shall take necessary action to make good for such delays by increasing his work
force or by working overtime or otherwise to accelerate the progress of the work and to comply with schedule and
shall communicate such actions in writing to employer, satisfying that his action will compensate for the delay. The
contractor shall not be allowed any extra compensation for such action.

Time shall be the essence of the Contractor. Contractor shall complete his work in accordance with the time-lines/
Schedules specified or as may be instructed by the Company from time to time.

17.0 STATUTORY PERMISSION/ APPROVALS:

The CONTRACTOR shall take all steps as may be necessary to comply with the various applicable laws/rules
including the provisions of contract labour (Regulation & Abolition Act) 1970 as amended, Minimum wages Act,
1948, Workman Compensation Act, ESI Act, PF Act, Bonus Act and all other applicable laws and rules framed
there under including any statutory approval required from the Central/State Governments, Ministry of Labour and
produce the documents whenever necessary. Broadly, the compliance shall be as detailed in ANNEXURE-B
enclosed.

18.0 REPRESENTATION, WARRANTIES AND GUARANTEES:

The Contractor hereby represents warrants and guarantees that:
i) Itis a legally recognized entity under the laws of India;
il) The Contract contains valid and binding obligations and is enforceable in accordance with the terms hereof;

iii) It has studied the technical feasibility, Site conditions and other prevailing conditions and all other operational
details and based on these studies carried out, has agreed to provide to the Company the services as
contemplated in this Contract;

(iv) It has appraised itself of all applicable rules and regulations, and shall at all times comply with such rules and
regulations;

v) It shall procure vehicles and manpower suitable for the purposes of this Contract to render services as
contemplated in this Contract;

vi) The Services would be conducted in a safe and efficient manner at the Site and at all times in compliance with
Good Industry Practices and requirements of the Company;

vii) It shall duly pay the duties, taxes and levies as are set out in this Contract, which are to be paid by the
Contractor;

There is no action, suit or proceeding, at law or in equity, or to the best of its knowledge, any official investigation
before or by any governmental authority, arbitration tribunal or other body pending or, to the best of its knowledge,
threatened against or affecting it or any of its property, rights or assets, which could reasonably be expected to
result in a material adverse effect on its ability to perform its obligations under this Contract or on the validity or
enforceability of this Contract;

NIT: CMC/BR/20-21/SV/AR/AN/879 dated 10.11.2020 Page 34 of 50 Bidders seal & signature



BSES

BSES Rajdhani Power Ltd.

19.0 TECHNICAL INFORMATION/DATA:

The COMPANY and the CONTRACTOR, to the extent of their respective rights permitting to do so, shall exchange
such technical information and data as is reasonably required by each party to perform its obligations and
responsibilities. The COMPANY and the CONTRACTOR will keep each other in confidence and to use the same
degree of care as it uses with respect to its own proprietary data to prevent its disclosure to third parties of all
technical and confidential information. The technical information, drawings, records and other document shall not
be copied, transferred, traced or divulged and / or disclosed to third party in full / part not misused in any other
form. These technical information, drawing etc. shall be returned to the COMPANY

with all approved copies and duplicates. In the event of any breach, the CONTRACTOR shall indemnify the
COMPANY against any loss, cost of damages or claim by any party in respect of such breach.

20.0 CONFIDENTIAL INFORMATION

That any information concerning the COMPANY which is designated in writing as proprietary and confidential, the
VENDER shall not publish or otherwise disclose it to others.

The VENDER shall, at all times use their best endeavour to keep confidential all information. Accordingly, the
VENDER shall not disclose the same to any other person, provided that the provisions of this section shall not
apply to information which:

was furnished prior to the signing of Agreement / issuance of this tender document, without restriction ;

is or becomes knowledge available within the public domain (other than by breach of the foregoing obligation of
confidentiality) ;

is received by either the COMPANY or the VENDER from a third party without restrictionis independently
developed by either the COMPANY or the VENDER provided that (i) nothing herein shall limit the right of the
COMPANY to provide any information regarding the VENDER or any other person who has executed a
confidentiality undertaking to the COMPANY covering the VENDER confidential information that is substantially
similar to the provision of this section or otherwise with the VENDER's consent; and (ii) the VENDER may
provide to their employee any information necessary to carry out the services.

21.0 ASSIGNMENT:

Notwithstanding anything contained here to the contrary, the CONTRACTOR shall not assign or sublet or transfer
all or any of its rights or obligations under this Agreement to any other party The CONTRACTOR shall perform its
obligations in a manner consistent with the job requirements to the satisfaction of the COMPANY.

22.0 COMPLIANCE OF APPLICABLE LABOUR LAWS INCLUDING SAFETY RULES AND REGULATIONS:

The CONTRACTOR confirms and undertakes to comply with all applicable Labour Laws/Model Standing Orders
and other statutory provisions as applicable in discharging its functions and duties under these presents and under
specific Work Orders and fully observe applicable safety rules and regulations. The CONTRACTOR will provide
protective safety equipments to its employees / workmen deployed. It will be also obligatory on the

The CONTRACTOR shall ensure adequate safety precautions at site as required under the law of the land and
shall be entirely responsible for the complete safety of its workmen as well as other workers, public, equipment,
structures etc. at site.

23.0) FORCE MAJEURE:

1 General:

An “Event of Force Majeure” shall mean any event or circumstance not within the reasonable control, of the Party
affected, but only if and to the extent that:

Such event or circumstance, despite the exercise of reasonable diligence, could not have been prevented, avoided
or reasonably foreseen by such Party;

NIT: CMC/BR/20-21/SV/AR/AN/879 dated 10.11.2020 Page 35 of 50 Bidders seal & signature



BSES

BSES Rajdhani Power Ltd.

Such event or circumstance materially and adversely affects the ability of the affected Party to perform its
obligations under this Contract, and the affected Party has taken all reasonable precautions, due care and
reasonable alternative measures in order to prevent or avoid the effect of such event on the affected partys ability
to perform its obligations under this Contract and to mitigate the consequences thereof. For the avoidance of
doubt, if such event or circumstance would not have materially and adversely affected the performance of the
affected party had such affected party followed good industry practice, such event or circumstance shall not
constitute force majeure.

Such event is not the direct or indirect result of the failure of such Party to perform any of its obligations under this
Contract; and

Such Party has given the other Party prompt notice describing such events, the effect thereof and the actions being
taken in order to comply with Article 14.1

2. Specific Events of Force Majeure:

Subiject to the provisions of Article 14.1, Events of Force Majeure shall include only the following to the extent that
they or their consequences satisfy the above requirements:

The following events and circumstances:

Effect of any natural element or other acts of God, including but not limited to storm, flood, earthquake, lightning,
cyclone, landslides or other natural disasters, and Explosions or fires Public disorder, insurrection, rebellion,
sabotage, riots or violent demonstrations of a local character; Declaration of the Site as war zone. Any order,
regulation, directive, requirement from any Governmental, legislative, executive or judicial authority.

3. Notice of Events of Force Majeure:

If a force majeure event prevents a party from performing any obligations under the Contract in part or in full, that
party shall :

Immediately notify the other party in writing of the force majeure events within 2 working days of the occurrence of
the force majeure event

Be entitled to suspend performance of the obligation under the Contract which is affected by force majeure event
for the duration of the force majeure event

Use all reasonable efforts to resume full performance of the obligation as soon as practicable

Keep the other party informed of all such efforts to resume full performance of the obligation on a regular basis
Provide prompt notice of the resumption of full performance or obligation to the other party.

4. Mitigation of events of force majeure:

The Contractor shall:

0] Make all reasonable efforts to prevent and reduce to a minimum and mitigate the effect of any delay
occasioned by an Event of Force Majeure, including applying other ways in which to perform the Contract;

(ii) Use its best efforts to ensure resumption of normal performance after the termination of any Event of
Force Majeure and shall perform its obligations to the maximum extent practicable as agreed between the Parties;
and

(iii) Keep the Company informed at regular intervals of the circumstances concerning the event of Force

Majeure, with best estimates as to its likely continuation and what measures or contingency planning it is taking to
mitigate and or terminate the Event of Force Majeure.
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5. Burden of proof:

In the event that the Parties are unable in good faith to agree that a Force Majeure event has occurred to an
affected party, the parties shall resolve their dispute in accordance with the provisions of this Contract. The burden
of proof as to whether or not a force majeure event has occurred shall be upon the party claiming that the force
majeure event has occurred and that it is the affected party.

6. Terminations for certain events of force majeure:

If any obligation of any Party under the Contract is or is reasonably expected to be delayed or prevented by a
Force Majeure event for a continuous period of more than 1 (one) month during the Term of the Contract the
Contract shall be terminated at the discretion of the Company and neither Party shall be liable to the other for any
consequences arising on account of such termination.

24.0 RISK & COST :

If the Contractor fails to execute the work as per specification / as per the direction of Engineer's In-change within
the scheduled period and even after the extended period, the contract shall got cancel and company reserves the
right to get the work executed from any other source at the Risk & Cost of the Contractor. The Extra Expenditure so
incurred shall be debited to the Contractor.

25.0 _Environmental, Health & Safety Plan:
Contractor will make ensure that the Environment, Health & Safety (EHS) requirements are clearly understood and
faithfully implemented at all levels at site as per instruction of Company.

Contractors must comply with these requirements:

a) Comply with all of the elements of the EHS Plan and any regulations applicable to the work

b) Comply with the procedures provided in the interests of Environment, Health and Safety

c) Ensure that all of their employees designated to work are properly trained and competent

d) Ensure that all plant and equipment they bring on to site has been inspected and serviced in accordance
with legal requirement and manufacturer's or suppliers' instructions

e) Make arrangements to ensure that all employees designated to work on or visit the site present
themselves for site induction prior to commencement of work

f) Provide details of any hazardous substances to be brought onsite

9) Ensure that a responsible person accompanies any of their visitors to site

All contractor's staff are accountable for the following:

1 Use the correct tools and equipment for the job 2 Keep tools in good condition

3 Report to the Supervisor any unsafe or unhealthy condition or any defects in plant or equipment

4 Develop a concern for safety for themselves and for others

5

6 Not to operate any item of plant unless they have been specifically trained and are authorized to do so.

26. SAFETY CODE:

The Contractor shall ensure adequate safety precautions at site as required under the law of the land to facilitate
safe working during the execution of work and shall be entirely responsible for the complete safety of their
workmen as well as other workers at site and premises during execution of contract.

The contractor shall observe the safety requirements as laid down in the contract and in case of sub-contract (only
after written approval of company), it shall be the responsibility of main contractor that all safety requirements are
followed by the employees and staff of the sub-contractor.

The contractor employing two hundred employees or more, including contract workers, shall have a safety
co-coordinator in order to ensure the implementation of safety requirements of the contract and a contractor with
lesser number of employees, including contract workers, shall nominate one of his employees to act as safety -
coordinator who shall liaise with the safety officer on matters relating to safety and his name shall be displayed on
the notice board at a prominent place at the work site.
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The contractor shall be responsible for non-compliance of the safety measures, implications, injuries, fatalities and
compensation arising out of such situations or incidents.

In case of any accident, the contractor shall immediately submit a statement of the same to the owner and the
safety officer, containing the details of the accident, any injury or causalities, extent of properly damage and
remedial action taken to prevent recurrence and in addition, the contractor shall submit a monthly statement of the
accidents to the owner at the end of each month.

27.0 WORKMEN COMPENSATION:

The Contactor shall take insurance policy at his own cost under the Workman Compensation Act to cover such
workers who are not covered under ESI and PF by the CONTRACTOR however engaged to undertake the jobs
covered under this order and a copy of this insurance policy will be given to Company for reference and records.
This insurance policy shall be kept valid at all times. In case there are no worker involve other than those who are
covered under ESI and PF by the CONTRACTOR, the CONTRACTOR shall certify for the same.

The CONTRACTOR shall keep the COMPANY indemnified at all times, against all claims of compensation under
the provisions of Workmen Compensation Act 1923 as amended from time to time or any compensation payable
under any other law for the time being involving workmen engaged by the CONTRACTOR in carrying out the job
involved and against costs and expenses, if any, incurred by the COMPANY in connection therewith and without
prejudice to make any recovery.

The COMPANY shall be entitled to deduct from any money due to or to become due to the CONTRACTOR,
moneys paid or payable by way of compensation as aforesaid or cost or expenses in connection with any claims
thereto and the CONTRACTOR shall abide by the decision of the COMPANY as to the sum payable by the
CONTRACTOR under the provisions of this clause.

28.0 THIRD PARTY INSURNACE:

Before commencing the execution of the work the CONTRACTOR shall take third party insurance policy at his own
cost to insure against any damage or loss or injury which may occur to any property or to any person or any
employee or representative of any outside Agency/ the COMPANY engaged or not engaged for the work of the
COMPANY, by or arising out of the execution of the work or temporary work or in carrying out of this Agreement.
For third party insurance policies, the contractor shall be responsible for settlement of claims with the underwriters
without any liability on the purchaser / owner and will arrange replacements / rectification expeditiously without a
waiting settlement by insurance claim at contractor's own cost.

29.0 ACCIDENTAL INSURANCE POLICY:

Before commencing the execution of the work the CONTRACTOR shall take Accidental insurance policy for the
staff engaged by him for this work to insure against any loss of life which may occur during the contract for the work
of the COMPANY. The policy shall have coverage of Rs. 10 Lacs (Table C- Death + Permanent Total Disability +
Partial permanent Disability due to external accidents). The Contractor shall be responsible for on the spot same
day claim settlement with the victim's legal heirs without waiting for settlement by insurance claim without any
liability on BRPL. The premium amount for such life cover policy shall be bourne by the contractor. The contractor
shall furnish copy of policy when demanded by BRPL.

30.0 COVID Guidelines:

Looking to the present Covid19 situation, Vendor will ensure that the work carried out in the field by their staff shall
be as per the guidelines issued by MHA from time to time. Further vendor shall be required to provide to their staff
masks/ sanitizers/ all PPE required for working in Covid19 situation. The vendor shall further ensure to work as per

the guidelines of BRPL as per the instruction of the Engineer in charge.
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31.0 Covid Insurance policy

Before commencing the execution of the work the CONTRACTOR shall take insurance policy for covering death
against Covid 19 for the staff engaged by him for this work to insure against any loss of life which may occur during
the contract for the work of the COMPANY. The contractor has to take "No fault liability policy" which shall have
coverage of Rs. 10 Lacs per employee. The Contractor shall be responsible for on the spot same day claim
settlement with the victim's legal heirs without waiting for settlement by insurance claim without any liability on
BRPL. The premium amount for such life cover policy shall be bourne by the contractor. The contractor shall

furnish copy of policy when demanded by BRPL.

32.0 ARBITRATION:

To the best of their ability, the parties hereto shall endeavor to resolve amicably between themselves all disputes
arising in connection with the proposed Agreement. If the same remain unresolved, within fifteen (15) days of the
matter being raised by either party, either party may refer the dispute for settlement by arbitration. The arbitration to
be undertaken by a sole arbitrator to be appointed by the company. The decision of the arbitrator is final and
binding upon both the parties. The arbitration proceeding shall be conducted in accordance with the provisions of
the Indian Arbitration & Conciliation Act, 1996 and the venue of such arbitration shall be New Delhi only.

33.0 INDEMNIFICATION:

Contractor shall indemnify and save harmless COMPANY against and from any and all liabilities, claims, damages,
losses or expenses arising due to or resulting from:

a) any breach non-observance or non-performance by contractor or its employees or agents of any of the
provisions of this Work Order.

b) any act or omission of contractor or its employees or agents.

c) any negligence or breach of duty on the part of contractor, its employees or agents including any wrongful
use by it or them of any property or goods belonging to or by COMPANY.

Contractor shall at all times indemnify COMPANY against all liabilities to other persons, including he employees or
agents of COMPANY or contractor for bodily injury, damage to property or other loss which may arise out of or in
consequence of the execution or completion of Works and against all costs charges and expenses that may be
occasioned to COMPANY by the claims of such person.

34.0 GOVERNING LAWS AND JURISDICTION:

This proposed Agreement shall be construed in accordance with and governed by Laws of India. The courts of
Delhi shall have the exclusive jurisdiction in all matters arising under this Agreement.

35.0 NOTICE:

All notices required or provided for in this Agreement shall be in writing and shall be deemed to have been duly and
properly served upon the parties hereto if delivered against acknowledgement or by registered mail with
acknowledgement due at the address mentioned herein:

BSES Rajdhani Power Ltd.
BSES Bhawan, Nehru Place,
New Delhi-110 019

36.0 PERFORMANCE:

The performance of the CONTRACTOR shall be reviewed by the company for the work done by the
CONTRACTOR. If the performance of CONTRACTOR not found to be satisfactory, the contract shall be terminated
and communicated to all concerned.
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37.0 ENTIRE AGREEMENT:

This Agreement including all Schedules attached hereto contains the complete understanding between the
COMPANY and the CONTRACTOR with respect to the matters contained herein and supersedes all other
agreements, whether written or oral with respect to the matters contained herein.

38.0 AMENDMENT:

Any madification, amendment or other change to this Agreement shall be affected only by a written instrument
signed by the authorized representatives of both the COMPANY and the CONTRACTOR.

39.0 EFFECTIVE DATE AND VALIDITY:

The award of work shall become effective for all purposes from the releasing the LOI / contract and shall remain
valid for Two year. The contract performance shall be reviewed after 1 year from the date of issuance for continuity
of the validity of the contract based on the performance assessment.

After expiry of the validity period, it may be extended/renewed/replaced for such further period on such terms and
conditions as may be mutually agreed to between the COMPANY and the CONTRACTOR. If no agreement is
reached between the parties before the expiry of this Agreement, the said Agreement shall automatically lapse
after expiry of the contract.

40.0 TERMINATION:
The Agreement can be terminated by the Company before the expiry of its term under the following conditions:

40.1 The Contractor fails to install the meters as per requirement of the Company.
40.2 The Contractor fails to install the meters as per procedure mentioned here with;

40.3 It is found by the Company that the Contractor has intentionally manipulated the meter installation or
corrupted the data, or disclosed any of the contents of the details to any third party.

40.4 The Contractor repudiates this order or otherwise evidences intention not to be bound by this order;

40.5 The Contractor assigns, mortgages, or charges or purports to assign, mortgage, or charge any of its
obligations or rights in contravention to the provisions of this order; or, transfers or innovates any of its obligations
in contravention to the provisions of this order.

40.6 The Contractor breaches the Secrecy Clause.

40.7 If at any stage during the tenure of the work order , Contractor is found to be involved or indulging or even
attempting illegal, unlawful action or activities or some fraudulent or even trying to take or ask bribe from any
consumer or to give bribe official/staff or misuse or abuse any mater of the Company.

40.8 The Company shall be entitled to deduct from any money due or to becomes due to the Contractor,
money paid or payable by way of compensation as aforesaid or cost or expenses connection with any claims there
to and the Contractor shall abide by the decision of the Company as to the sum payable by the Contractor under
the provision of this clause.

40.9 BSES reserve the right to blacklist you for a period of 2 years in case of unsatisfactory work or non-
compliance with any of the above stated terms and 3 years in case of serious complaints, during the period no
review shall be entertained.

40.10 Amounts required to be adjusted / reimbursed pursuant to this clause shall be duly adjusted and/or
reimbursed as the case may be at the BRPL option. For the sake of clarity, reference to terms shall include pricing
and commercial terms.

41.11 Wherever mentioned, Relevant Clauses of Score Card & Malpractice are also applicable of Termination of
Contract.
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40.12 Contract may also be terminated if contractor is found guilty in 3 or more cases by Vigilance department.

41.0 VENDOR CODE OF CONDUCT :

Contractor confirms to have gone through the Policy of BRPL on legal and ethical code required to be followed by
contractor encapsulated in the “Vendor Code of Conduct” displayed on the official website of BRPL
(www.bsesdelhi.com) also, which shall be treated as a part of the contract.

Contractor undertakes that he shall adhere to the Vendor code of Conduct and also agrees that any violation of the
Vendor Code of Conduct shall be treated as breach of the contract.

In event of any such breach, irrespective of whether it causes any loss/damage, company (BRPL) shall have the
right to recover loss/damage from Contractor.

The Contractor herby indemnifies and agrees to keep indemnified the company (BRPL) against any claim/litigation
arising out of any violation of Vendor Code of Conduct by the Contractor or its officers, agents & representatives
etc.

42.0 PRIORITY OF CONTRACT DOCUMENTS:

The several documents forming the Contract are to be taken as mutually explanatory of one another, but in case of
ambiguities or discrepancies, the same shall be explained and adjusted by the company, who shall thereupon
issue to the Contractor, instructions thereon..In such event, unless otherwise provided in the Contract, the priority
of the documents forming the Contract shall be as follows:

(I) This Contract Agreement

(i) The Letter of Acceptance/ Intent

(iif) Agreed Minutes of the Tender Negotiation Meetings.

(iv) Agreed Minutes of the Tender Technical Meetings .

(v) The Priced Bill of Quantities

(vi) The Technical Specifications / Scope of work

(vii) The Tender document , including all Appendices and/or Addenda, Corrigendum the latest taking precedence.

In the event of any conflict between the above-mentioned documents, the more stringent requirement or conditions
which shall be favourable to the owner shall govern and the Owners decision shall be final and binding upon the
parties.

43.0 ACCEPTANCE:

Acceptance of the CONTRACT implies and includes acceptance of all terms and conditions enumerated in the
CONTRACT in the technical specification and drawings made available to Contractor consisting of general
conditions, detailed scope of work, detailed technical specification & detailed equipment, drawing. Complete scope
of work and the Contractors and Company contractual obligation are strictly limited to the terms set out in the
CONTRACT. No amendments to the concluded CONTRACT shall be binding unless agreed to in writing for such
amendment by both the parties.
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ANNEXURE B

The Contractor should obtain and submit the following details before commencement of work.
e Certificate of registration under Contract labour (R & A) Act 1970.
e PF Code No. and all employees to have PF A/c No. under PF Act, 1952
e All employees to have a temporary or permanent ESI Card as per ESI Act.
e ESI Registration No.
e To follow Minimum Wages Act prevailing in the state.
e Salary/ Wages to be distributed not later than 5th of each month in presence of
e Engineer in Charge. A certificate to this effect should be certified & enclosed with the bill.
e To maintain Wage cum Attendance Register.
e To maintain First Aid Box at Site.
e  GST registration number.
e Workmen compensation policy.
e Third party Insurance Policy.
e Accidental Insurance Policy
e Covid Insurance Policy

e Registration of Contractors & Contractual Employees under Building & other Construction Worker Welfare
Cess Act 1996 & The Building & other Construction Workers (Regulation of Employment & Conditions of
services ) Act 1996.

e The Delhi Building and other Construction Worker (Regulation of Employment and Conditions of Services)
Rules 2002(B.0.C.W.).

e The CONTRACTOR shall give a written declaration / undertaking on or before 15th of the following month
that he has complied with the following:

> Has paid minimum wages to his manpower.

> Deduct and deposited ESI/PF contribution. Copy of the same shall be submitted.
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SECTION-IV:

BILL OF QUANTITY/ PRICE FORMAT

Sr. No. Item Description UNIT Per Unit Rate* GST %

Call centre Services in the state of Delhi Per

01
CSR
Call centre Services in the state of Per
02 Haryana (Gurgaon / Faridabad) CSR
Call centre Services in the state of Uttar Per
03 Pradesh (Noida / Gr. Noida) CSR

Note: * Rate shall be valid for 24 months from LOI date. Rate shall be FIRM, no changes shall be applicable

during the contract period under any circumstances.

** No rate escalation will be applicable due to change in min wages.

The bidder has to provide detailed costing break-up for the unit rate quoted, indicating manpower costing,

infrastructure expenses, operating and running expenses, training & development expenses, Administrative
Expenses, Contingency Expenses , Margin etc.
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TERMS & CONDITIONS FOR REVERSE AUCTION

In a bid to make our entire procurement process more fair and transparent, BRPL intends to use the reverse
auctions through SAP-SRM tool as an integral part of the entire tendering process. All the bidders who are found
as techno commercially qualified based on the tender requirements shall be eligible to participate in the reverse
auction event.

Reverse auction shall be governed by following terms and conditions:

1) BRPL shall provide the user id and password to the authorized representative of the bidder. (Duly signed
Authorization Letter in lieu of the same shall be submitted along with the bid).

2) BRPL will make every effort to make the bid process transparent. However, the award decision by BRPL
would be final and binding on the bidder.

3) The bidder agrees to non-disclosure of trade information regarding the purchase, identity of BRPL, bid
process, bid technology, bid documentation and bid details.

4) The bidder is advised to understand the auto bid process to safeguard themselves
against any possibility of non-participation in the auction event.

5)  Bidders are further advised to ensure availability of the entire infrastructure as required at their end to
participate in the auction event. Inability to bid due to telephone line glitch, Internet

response issues, software or hardware hangs; power failure or any other reason shall

not be the responsibility of BRPL.

6) In case the bidder fails to participate in the auction event due any reason whatsoever, it
shall be presumed that the bidder has no further discounts to offer and the initial bid as
submitted by the bidder as a part of the tender shall be considered as the bidder's final
no regret offer. Any offline price bids received from a bidder in lieu of non-participation in
the auction event shall be out rightly rejected by BRPL.

7) The bidder shall be prepared with competitive price quotes on the day of the bidding event.

8) The prices as quoted by the bidder during the auction event shall be inclusive of all the
applicable taxes, duties and levies and shall be FOR at BRPL site/ store

9) The prices submitted by a bidder during the auction event shall be binding on the bidder.
10) No requests for time extension of the auction event shall be considered by BRPL.
11) The bidder shall submit a detailed price breakup sheet of the final prices in the format as

required by BRPL within two days of completion of the auction. In the detailed price
breakup; in case, the bid for any line item is more than that submitted in the initial bid
(received as a part of tender), the item rate as mentioned in the initial price bid shall be
binding on the bidder.
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SECTION V
BID FORM
To

Head of Department
Contracts & Material Dept.
BSES Rajdhani Power Ltd
1st Floor, C Block

BSES Bhawan, Nehru Place
New Delhi 110019

Sir,

1 We understand that BRPL is desirous of servicing of .........cccocoiiviiiiiiiiininnnne in it's licensed
distribution network area in Delhi

2 Having examined the Bidding Documents for the above named works, we the undersigned, offer to deliver
the goods in full conformity with the Terms and Conditions and technical specifications or such other sums as may
be determined in accordance with the terms and conditions of the contract .The above amounts are in accordance
with the Price Schedules attached herewith and are made part of this bid.

3 If our Bid is accepted, we undertake to deliver the entire goods as per delivery schedule mentioned in
Section IV from the date of award of purchase order/letter of intent.

4 If our Bid is accepted, we will furnish a performance bank guarantee as mentioned in the RFQ for due
performance of the Contract in accordance with the Terms and Conditions.

5 We agree to abide by this Bid for a period of 120 days from the due date of bid submission and it shall
remain binding upon us and may be accepted at any time before the expiration of that period.

6 Unless and until Letter of Intent is issued, this Bid, together with your written acceptance thereof, shall
constitute a binding contract between us.

7 We understand that you are not bound to accept the lowest, or any bid you may receive.

8 There is provision for Resolution of Disputes under this Contract, in accordance with the Laws and

Jurisdiction of Contract.
Dated this.......c.ccoocuvveeeeiiiinnnn. day Of ..o 2020

Signature........ccceeeeeeeiicieeeee e In the capacity of .............cooiiiiiiiis
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SECTION VI

FORMAT FOR EMD BANK GUARANTEE

(To be issued in a Non Judicial Stamp Paper of Rs.50/-purchased in the name of the bank)

Whereas [name of the Bidder] (herein after called the “Bidder) has submitted its bid dated[date of submission of
bid] for the supply of [name and/or description of the goods] (here after called the “Bid”).

KNOW ALL PEOPLE by these presents that WE [name of bank] at [Branch Name and address],having our
registered office at[address of the registered office of the bank](herein after called the “Bank®),are bound unto
BSES Rajdhani Power Ltd., with it's Corporate Office at BSES Bhawan Nehru Place, New Delhi -110019 ,(herein
after called —the “Purchaser®)in the sumof ........................ (RUPEES v only) for
which payment well and truly to be made to the said Purchaser, the Bank binds itself, its successors, and assigns
by these presents.

Sealed with the Common Seal of the said Bank this day of 2020

TH E CONDITIONS of this obligation are:

If the Bidder withdraws its Bid during the period of bid validity specified by the Bidder on the Bid Form; or

2. If the Bidder, having been notified of the acceptance of its Bid by the Purchaser during the period of bid validity:
(@ Fails or refuses to execute the Contract Form ,if required; or
(b) Fails or refuses to furnish the performance security, In accordance with the

Instructions to Bidders/ Terms and Conditions;

We undertake to pay to the Purchaser up to the above amount upon receipt of its first written demand, without the
Purchaser having to substantiate its demand, provided that is its demand the purchaser will note that amount
claimed by it is due to it, owing to the occurrence of one or both of the two condition(s), specifying the occurred
condition or condition(s).

This guarantee will remain in force up to and including Ninety(90) days after the due date of submission bid, and
any demand in respect thereof should reach the Bank not later than the above date.

(Stamp & signature of the bank)

Signature of the witness(s)

Bank Guarantee will be submitted by the qualified bidders in due course for BRPL.
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SECTION VI

PROFORMA OF CONTRACT PERFORMANCE BANK GUARANTEE

(TO BE ISSUED ON RS 100/- STAMP PAPER)
Bank Guarantee No.

Place:

Date:

To

BSES Rajdhani Power Limited

Whereas BSES RAJDHANI POWER LTD (hereinafter referred to as the "Purchaser”, which expression shall
unless repugnant to the context or meaning thereof include its successors, administrators and assigns) has
awarded to M/s.. with its Registered/ Head Office at

(hereinafter referred to as the "Supplier" which expression shall unless repugnant to the context or meaning
thereof, include its successors administrators, executors and assigns), a contract no. dated (the Contract);

And whereas the value of the Contract is Rs. ( The Contract Value).

And whereas it is a condition of the Contract that the Supplier shall provide a Performance Bank Guarantee for the
due and faithful performance of the entire Contract for a sum equivalent to - % of the Contract Value to the
Purchaser on or before

And whereas the Bank under instructions from the Supplier has agreed to guarantee dle due performance of the
Contract.

Now it is agreed as follows:
1. we (Name of the Bank) having its Head Office at

(hereinafter referred to as the Bank, which expression shall unless repugnant to the context or meaning thereof,

include its successors, administrators, executors and assigns) shall indemnify and keep indemnified the Purchaser

for, and guarantee and undertake to pay to the Purchaser immediately on written demand, a sum equivalent to
% of the Contract Value as aforesaid at any time upto (day/month/year) without any demur, reservation,

contest, recourse or protest and/or without any reference to the Supplier, against all losses, damages, costs and
expenses that may be caused to or suffered by the Purchaser by reason of any default on the pall of the Supplier in
performing and observing any and all the terms and conditions of the Contract or breach on the part if the Supplier
of terms or conditions of the Contract.

2. The demand shall consist only of an original letter issued by Purchaser stating that the Supplier has failed
to fulfill its obligations under the Contract. Such demand made by the Purchaser on the Bank shall be conclusive
and binding notwithstanding any difference or dispute between the Purchaser and the Supplier or any difference or
dispute pending before any Court, Tribunal, Arbitrator or any other authority.

3. The Bank undertakes not to revoke this guarantee during its currency without previous written consent of
the Purchaser and further agrees that the guarantee herein contained shall continue to be enforceable during the
period that would be taken for satisfactory performance and fulfillment in all respects of the Contract or in the event
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of any dispute between the Purchaser and Supplier until the dispute is settled (provided that dle claim! demand
under this guarantee is lodged /referred during the currency of this guarantee) or till the Purchaser discharges this
guarantee whichever is earlier.

4. The Purchaser shall have the fullest liberty without affecting in any way the liability of the Bank under this
guarantee from time to time to extend the time for performance of the Contract by tbe Supplier. The Purchaser
shall have the fullest liberty, without affecting the liability of the Bank under this guarantee, to postpone from time to
time the exercise of any powers vested in them or of any right which they might have against the Supplier, and to
exercise the same at any time in any manner, and either to enforce or to forbear to enforce any covenants,
contained or implied, in the Contract. or any other course or remedy or security available to the Purchaser. The
Bank shall not be released of its obligations under these presents by any exercise by the Purchaser of its liberty
with reference: to the matters aforesaid or any of them or by reason of any other act or forbearance or other acts of
omission or commission on the part of the Purchaser or any other indulgence shown by the Purchaser of by any
other matter or thing whatsoever which under law would, but for this provision, have the effect of relieving the Bank.

5. The Bank agrees that the Purchaser and its option shall be entitled to enforce this guarantee against the Bank
as a principal debtor, in the first instance without proceeding against the Supplier and notwithstanding any security
or other guarantee that the Purchaser may hive in relation to the Supplier's liabilities.

6.Notwithstanding anything contained hereinabove the liability of the Bank under this guarantee is restricted to

a sum equivalent to % of the Contract Value ie. Rs.(Rupees)
and it shall remain in force upto and including .Unless a demand to enforce a claim under this guarantee is made
against the Bank within 3 months from the the above date of expiryi.e.upto  all the rights of the Purchaser
under the said guarantee shall be forfeited and the Bank shall be released and discharged from all liabilities
thereatfter.

7. This Performance Bank Guarantee shall be governed by the laws of India.

Dated this Witness

day of 2020 at
1. For Bank
2 Signature Name Power of

Attorney No:

Banker's Seal
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SECTION VI
CHECK LIST
SI No Item Description YES/NO
1 INDEX YES/NO
2 COVERING LETTER YES/NO
BID FORM (UNPRICED) DULY
3 SIGNED (2 COPIES IN YES/NO
DUPLICATE)
TENDER DOCUMENTS SEALED &
STAMPED AS AN ACCEPTANCE
4 TO COMMERCIAL TERMS AND YES/NO
CONDITIONS
FINANCIAL BID (IN SEALED
S ENVELOPE - 1 ORIGINAL) YES/NO
6 EMD IN PRESCRIBED FORMAT YES/NO
DEMAND DRAFT OF RS 1180/-
DRAWN IN FAVOUR OF BSES
! RAJDHANI POWER LTD, YES/NO
Payable at New Delhi
POWER OF
9 ATTORNEY/AUTHORISATION YES/NO
LETTER FOR SIGNING THE BID
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Communication Details

Bidder should furnish the below details for future communication:-

GENERAL INFORMATION

NAME OF COMPANY

POSTAL ADDRESS

FOR TECHNICAL QUERY:

CONTACT PERSON & DESIGNATION | NAME DESIGNATION
E-MAIL MOBILE NO TELEPHONE NO
FOR COMMERCIAL QUERY:

CONTACT PERSON & DESIGNATION | NAME DESIGNATION
E-MAIL MOBILE NO TELEPHONE NO
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