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SECTION - 1

 NOTICE INVITING TENDER

               On behalf of the Bharat Sanchar Nigam Limited, the Chief General Manager Telecom, Orissa Telecom Circle invites superscribed sealed tenders with supporting documents from registered, experienced and competent manufacturers, suppliers, firms, companies etc for   "Supply, Installation, integration, testing, commissioning and operation of Computerized Call center with application Software”.
-----------------------------------------------------------------------------------------------------------------------------------------

	1. Description of the Work
	Tender   for turnkey solution   including system design engineering, supply, installation, integration, testing, commissioning and operation of all necessary hardware (servers, agents, data network / voice network for agents, etc.), software of computerized   call center   for Orissa Telecom Circle and operation of call centre for one year extendable upto two years.


	2.  Tender No.
	Tender No. CGMT/IT-39-II  /2004-05       Dated – 07.09.2005


	3.Procurement of items
	Supply of hardware, installation, testing/commissioning and operation of all the hardware items like servers, routers, switches, agents terminals etc, development of necessary software, customising, and making over the system with source code to BSNL Orissa Telecom Circle.



	4.Sale of Tender Documents
	On production of a simple application, in duplicate, along with DD of Rs 2000/-  from SDE(IT), O/o CGMT , BSNL , 4th Floor , Door Sanchar Bhawan , Unit-IX , Bhubaneswar -22  up to 10.10.2005 during all working days between 10.00 hrs. and 16.00 hrs . Tender document can be downloaded from our website and used for bid participation. Such bidder must enclose the cost of bid document in the form of Demand Draft of Rs 2000/-  in favour  of Sr Accounts Officer ( A & P ) , O/o CGMT , BSNL . Orissa Telecom Circle , Bhubaneswar.

Website:-  http://www.orissa.bsnl.co.in


	5.Cost of Tender Documents
	Rs.2000/-(Rupees one thousand only) payable in demand draft favouring the Sr Accounts Officer ( A & P ) , BSNL ,O/o CGMT , Orissa Telecom Circle , Bhubaneswar which is not refundable.



	6.Earnest Money Deposit (EMD)
	Rs 2, 00,000 /-    (Rupees two lakhs only) payable in the form of Demand Draft in favour of Sr Accounts Officer ( A & P ) , O/o CGMT , BSNL , Orissa Telecom Circle , Bhubaneswar or in the form of a bank guarantee valid for one year from the date of  NIT and from a Nationalised / Scheduled bank.




	7.Eligibility Criteria 
	1. Prior experience in satisfactory supply, implementation, performance and maintenance of similar Call Center having at least 25 agents each in two or more cites in India.


	8.Selection Process
	a)  It will be a "Two Bid Tender Process", namely

· TECHNICAL BID AND 
· FINANCIAL BID
b) The Technical  bid shall be opened on the prescribed date and time. The technical bid will be containing proof of eligibility to apply along with EMD. The substantially responsive technical bids meeting the eligibility criteria shall be evaluated on the basis of their technical solutions offered, experience , work plan  and schedule for delivery and installation. By this process, vendors who fulfill the eligibility criteria and qualify technically will be short-listed.

d) Financial bid of those short-listed bidders only shall be opened on due date and time.



	9.Last Date for Receipt of Tenders (Both Technical & Financial Bids)


	11.10.2005  up to 11.00 hrs



	10.Place of Submission
	Deputy General Manager (IT),  o/o CGMT , BSNL ,  3rd  Floor , Door Sanchar Bhawan , Unit-IX , Bhubaneswar-751 022

Phone:-0674-2541333 , 2546555 , FAX: 0674-2546444.



	11.Date of Opening of Tenders


	1. 11.10.2005  at 11.30 hrs opening of TECHNICAL BID.
2. 25.10.2005  at 11.30 hrs opening of FINANCIAL BID.




Deputy General Manager (IT)

Office of the Chief General Manager

3rd Floor, Door Sanchar Bhawan

Bhubnaeswar – 751022

Phone: +91 674 2546555

Mobile: +91 94390 22366

               Fax: +91 674 2546444
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SECTION II 

 INSTRUCTIONS TO TENDERERS

1.SEALED TENDER


Tenders shall be submitted in wax sealed covers superscribed prominently as “TENDER FOR SUPPLY OF HARDWARE AND DEVELOPMENT / CUSTOMISE OF SOFTWARE FOR ESTABLISHMENT OF CALL CENTRE FOR BSNL ORISSA TELECOM CIRCLE “and addressed to Deputy General Manager (IT),  o/o CGMT , BSNL ,  3rd Floor , Door Sanchar Bhawan , Unit-IX , Bhubaneswar-751 022 hereinafter referred to as the DESIGNATED OFFICER.  Tenders received without proper sealing are liable to be rejected.

2.DEFINITIONS

2.1.The term "Orissa Telecom Circle" appearing in this document refers to the CGMT , BSNL Orissa Circle , Bhubaneswar, which refers to the BHARAT SANCHAR NIGAM LIMITED. Corporation or any form it assumes.  Both the Orissa Telecom Circle and BSNL., as referred to in this document, are primarily represented by the Chief General Manager , BSNL, Orissa Telecom Circle, Unit-III , Bhubaneswar-751001  or any of his subordinate units. 

2.2.The term "Tenderer" means the individual, manufacturer, firm or company, which responds / submits substantive bids to this tender and subsequently interacts with Orissa Telecom Circle. However for the purpose of experience, inspection of facilities in the premises of the supplier etc, it shall also mean the tenderer or his subcontractor.

2.3.The term "Purchaser" means the  CGMT , BSNL, ORISSA TELECOM CIRCLE.

2.4.The term "Supplier" means the individual, manufacturer, firm or company supplying the goods under this contract.

2.5.The terms like ”Supplier”, “Tenderer”, “Vendor”,” Bidder”, “Successful tenderer”, “Contractor”, etc., along with the corresponding adjectives , have been used in this document as if all of them refer to individual male  entrepreneurs.  Unless repugnant to context , these terms may be interpreted to mean  women entrepreneurs , partnership firms, companies, organizations, agencies etc., as relevant , depending upon the tenderer's business status.

2.6.The term "Contract" means the documents forming part of the tender and acceptance thereof, the formal agreement executed between the Chairman and Managing Director, BSNL BOARD (represented  by an Officer of the BSNL  Orissa Telecom Circle ) and the contractor (successful  tenderer), together with all the documents  and conditions referred to in this tender, the specifications, the designs, the drawings and the instructions issued from time to time by the officer who controls the work.

2.7.The term "Work" means the work executed or to be executed by virtue of the contract to be executed by the contractor, whether such works be temporary or permanent and whether original or altered or substituted or additional.

2.8.The term “site” or "locations" means the land and /or building and/or other places in/through which the work is to be executed.

2.9.The term "Goods" means all the equipment, machinery, and/or other materials, including hardware and software, which the supplier is required to supply to the Purchaser under this contract.

2.10.The term "Validation" means a process of testing the equipment as per the generic requirements in the specifications. Validation is carried out in simulated field environment and includes stability, reliability and environmental tests.

2.11. The term “Installation” means a complete process of delivery, installation, commissioning and operation of the equipment to put into use at the respective site(s).

3. SCOPE OF THE WORK

3.1. The prime objective of setting up the call center by BSNL, Orissa is to offer the better service to the customers. BSNL proposes to offer automated or agent assisted services on all kind of commercial and billing information , complaint booking , meter reading service  , status information , payment reminders , changed number services , national directory , information services and registration of additional facilities and action taken. The subscriber can access the call center in person, by   telephone, by post, through FAX, Email , internet  and by sending SMS. These facilities could be offered in phases and as the requirement and needs grow.


For BSNL, Orissa Telecom Circle the current requirement is of 12 seats (number of operator position) call center which also can be extended upto 24 seats in future. The offered solution should be upgradable and should protect the investment in the sense that the proposed infrastructure be fully utilized while upgrading the facility. The offered solution should be such that without any disruption in the call center operation, seamless upgradation should be feasible.

Operation of call center shall be made by the bidder in accordance with the terms specified by the department in its schedule of requirements and special condition of contract and the operation shall remain at the risk of the bidder until completion of the contract. The operation of the call centre will be for one year initially and extendable upto two years if desired by CGMT, BSNL, Orissa.

QUALITATIVE REQUIREMENTS:-

      The call center should comply to the provisions of the TEC specifications GR No . G/CLC-01/01 DEC’ 1999 and any amendments issued subsequently.

The supplier shall have quality Management system supported and evidenced by the following 

· A Quality Policy

· A management representative with authority and responsibility for fulfilling QA requirements and for interfacing with purchaser in matter of quality.

· Procedure for controlling design/production engineering, materials, choice of components/vendors, manufacturing and packaging process for supplying quality products.

· System of inward good inspection.

· System to calibrate and maintain required measuring and test equipment,

· System for tracing the cause for non-conformance (traceability) and segregating product which does not conform to specifications.

· Configuration management and change control mechanism.

· A quality plan for the product.

· Periodical internal quality audits.

The bidder should be capable of connecting the call centre to the WAN of Orissa Telecom circle when WAN is implemented. 

The bidder should give dimensioned layout drawings and infrastructure required in terms of air conditioning, power supply, UPS capacity, civil works like sound proofing, recommended furniture etc for setting up the call center at BSNL identified site.


The selected vendor shall be required to carry out the following work for establishing call center for BSNL Orissa Telecom Circle. 

· Supply of hardware, installation, testing / commissioning, training, acceptance testing of all the hardware items like servers, electronic EPABX / ACD switches, agents terminals etc including configuration of all the networking equipments followed by operation for a period of one year from the date of commissioning.

· Development of necessary software, customising, making trial run etc and making over the system with application source code to BSNL Orissa Telecom Circle.



· The contractor shall undertake maintenance of the supplied hardware / software items for a period of three years after the expiry of the warranty period of TWO years
.

The actual requirements with detailed specifications are given under Section V of this document.

3.3. The scope of the work to be covered under this tender is given below:

i) To supply the hardware / software   other components ordered as per the time schedule.

ii) To establish, configure and commission all the Call Center components at the specified locations in Bhubaneswar. Initially the call center will be integrated with the existing servers (DQ, FRS, Billing and Commercial ) of Bhubaneswar SSA and it has to be tested for  perfect functioning . Later on when Wide Area Network (WAN) will be implemented in Orissa Telecom Circle along with the DOTSOFT then the call center has to be integrated with the Wide Area Network (WAN) and again tested for perfect functioning with all the criteria. In case the WAN is not implemented in near future BSNL , Orissa may go for  extending  the connectivity of Call Center to other  SSAs  ( Balasore , Baripada ,Bhawanipatna  , Bolangir , Berhampur , Bhubaneswar , Cuttack , Dhenkanal , Keonjhar , Rourkela , Sambalpur  Koraput , Phulbani ) .BSNL Orissa shall provide adequate accommodation equipped with suitable electrical wiring, furniture etc. along with stable power supply through UPS.

iii) To develop/customize appropriate software for  extracting data from the relevant servers and for effective functioning of the proposed Call center and making over the application source code (excluding system software of EPABX, ACD, CTI, IVRS etc) to Orissa Telecom Circle. 

iv) To under take systems analysis  for not more than a month,  after award of work to the successful tenderer for the user requirements and subsequent preparation of High Level Plan, Statement of Work all of which should be forwarded to BSNL , Orissa Telecom Circle. The successful bidder shall interact with different departments / authorities of Orissa Telecom Circle to prepare the above Systems Requirement Study. The Systems Requirements Study (SRS) shall contain 

a) Call Routing definitions

b) Functional requirements.

c) User Interface definitions like IVR Call Flow, Screen Pop Design etc.

d) Business Logic Definitions

e) Host Interface definitions

f) MIS definitions


The successful tenderer shall make a presentation to summarize BSNL Orissa Telecom Circle, System Requirement Study which will be reviewed by BSNL Orissa Telecom Circle SRS Panel specifically set up for the same and an agreement shall be drawn up to finalize the issue.

v) To ensure that the final product handed over to the purchaser to fulfill the business expectations, the solution provider will undertake systems analysis after the contract is awarded. They shall conduct a thorough analysis of the requirements and prepare the High Level Plan, Statement of Work and Requirement Study Questionnaire, all of which should be forwarded to the purchaser. The Statement of Work discussed in the Technical Section of the Proposal will bind the scope of the study. The BSNL will respond to the Requirement Study Questionnaire at the earliest.



Upon receipt of the completed questionnaire, the bidder would need to interact with the different departments/ authorities of BSNL. Based on the outcome of the analysis, the bidder would prepare a  

document called the Software Requirements Document (SRD). The SRD will define the exact requirements of the purchaser in the following terms

a) Call routing definitions

b) Functional requirements

c) User Interface definitions like IVR Call flow, Screen pop design etc.

d) Business logic definitions

e) Host Interface definitions

f) MIS definitions

 The bidder shall make a presentation to summarize the purchaser’s requirements as understood. The SRD will be reviewed by an internal group of experts before the same is handed over to the purchaser for sign off. 

The SRD would have to be signed by the representatives of BSNL and the bidder to agree upon the requirements. After it is signed, the SRD would be the basic guiding document for design and development of the applications. 

v) To impart comprehensive training to nominated personnel of Orissa Telecom Circle for day-to-day maintenance.

vi) To carry out all kinds of equipment cabling work at the call center location.

vii) The system proposed shall accommodate the expansion by the addition of additional hardware, but without the need to replace any existing hardware.

viii) To tune the call center system for optimal performance.

vii) 
To provide support to Orissa Telecom Circle in all matters relating to managing and monitoring the performance, hardware/software upgrading and overall optimal tuning of the call center etc.

ix) To provide a free on-site comprehensive two years warranty for Maintenance of the  hardware including supply of spare parts. To undertake Annual Maintenance of the hardware/ software for a further period of three years on approved rates.



4.  ELIGIBILITY CRITERIA:
i. 
The tenderer shall obtain a written commitment from the manufacturer for supply of long-term spares for at least five years. The manufacturer should authorise the bidder for supply & satisfactory maintenance of the products supplied. He shall also submit a certificate from the OEM stating that the proposed product with part numbers will be supplied for the purposes of this tender. The successful tenderer shall submit another certificate from the OEM stating that the proposed products with serial numbers and part numbers have been supplied for the purposes of this tender. 
ii. Prior experience in satisfactory supply, implementation, performance and maintenance of similar Call center having at least 25 agents each in preferably two or more cites in India for the tenderer or his subcontractor. 

iii. The bidder has to undertake the AMC for three (3) years after expiry of two (2) years of warranty and willingness for undertaking AMC shall form part of the bid.

iv. Any individual/manufacture/company who has been black listed by any Govt./PSU is not eligible to participate in the tender.

5. DUE DATE AND MODE OF SUBMISSION

  5.1. The Tenderers shall ensure that properly sealed (preferably with wax) outer cover superscribed as “Tender for supply, installation, integration, testing, commissioning and operation of computerised call centre with allocation software for BSNL, Orissa Telecom Circle” reach the Designated Officer on or before 11.00 hrs.  on 11.10.2005  by depositing in the sealed Tender box kept in the office of the Designated Officer furnished below: 
                      Deputy General Manager (IT), 

 O/o CGMT, BSNL, 3rd Floor,              

 Door Sanchar Bhawan , Unit-IX , 

 Bhubaneswar-751 022

5.2. Tenders shall not be accepted from the tenderers or their representatives IN PERSON.
5.3. Tenders received after the Due date and time shall not be entertained.

5.4.  Orissa Telecom Circle may, at its discretion, extend the date for submission of tenders suitably.

5.5. The outer cover referred to at Clause5.1 above shall contain two separate properly sealed (preferably with wax)  , as indicated below:


Technical Bid containing the documents referred   i.e Clause 12.10 of Section II.
a)  Financial bid containing the documents referred   i.e Clause 13.10 of Section II.
5.6. These two sealed covers shall be kept in an outer cover along with a covering letter and sealed properly.

6. SIGNATORY FOR THE TENDER


Each page of tender shall invariably be signed and dated by the duly authorised representative of the Firm/company tendering and the firm/company shall be responsible for the satisfactory completion of the contract. 


The signatory shall indicate the capacity in which he/she is signing the tender, and enclose proof of being authorised signatory of the firm/company, along with the tender.

7. EARNEST MONEY DEPOSIT (EMD)

7.1. Earnest money deposit of Rs2, 00,000/- (Rupees Two Lakhs only) shall accompany the tender offer.  EMD shall be paid in the form of a Crossed Demand Draft drawn on any scheduled bank and made payable to   “Sr. Accounts Officer ( A & P ) , O/o CGMT , BSNL , Orissa Telecom Circle , Bhubaneswar.”

The demand draft shall be enclosed along with the tender offer.

7.2.The EMD can also be made in the form of a bank guarantee issued by a scheduled bank in favour of CGMT , BSNL , Orissa Telecom Circle  valid for one year from the date of opening of the technical bid and shall be attached to the tender offer.

7.3. Payment of EMD in any other form will not be accepted.

7.4. EMD of the unsuccessful tenderers shall be refunded within the reasonable time after finalisation of the tender on production of an application to this effect.

7.5.

EMD of the successful tenderer shall be refunded after submission of Performance Bank Guarantee (PBG).
7.6. EMD shall be forfeited if any tenderer withdraws the offer before finalisation of the tender. However, EMD of those short listed vendors who have withdrawn before opening of financial bids or unsuccessful bidders shall be refunded after finalisation of the tender. EMD of the successful tenderer shall also be forfeited if the tenderer fails to pay Security Deposit when required to do so.

7.7. EMD shall not carry any interest.

7.8. Tenders received without EMD or exemption certificate for EMD from the competent authority will be summarily rejected.

7. ADDITIONAL / AMBIGUOUS CONDITIONS, Etc., NOT PERMISSIBLE.



Tenderers shall not stipulate any additional conditions other than those stipulated by this office in this tender and it’s Annexure.  If any tender contains such additional conditions, which are at variance with the conditions of this tender or are in any way ambiguous or vague or uncertain or contains any price variation clause, the CGMT, BSNL, Orissa reserves the right to reject such tenders summarily.
9.
AMENDMENTS TO TENDER DOCUMENTS

9.1.At any time, prior to the last date of submission of tender, the Purchaser may, for any reason, whether at its own initiative or in response to a clarification requested by a prospective tenderer in the vendors' conference, modify the tender documents by amendments.

9.2. The amendments shall be notified in writing or by FAX or e-mail to all prospective tenderers on the address intimated by them at the time of purchase of the tender documents and these amendments shall be binding on them. These amendments shall form part of the tender documents.
9.3 Any amendments to the bid document or changes in specification will be uploaded in our website www.orissa.bsnl.co.in and also be intimated to all prospective bidders who have directly purchased the document, by FAX. There shall be normally no advertisement of corrigendum / amendments in the newspapers as such bidders are to look for the amendments in the website regularly in their own interest.

9.4 In order to afford prospective bidders reasonable time in which to take the amendments into account in preparing their bids, the purchaser may, at its discretion, extend the deadline for the submission of bids suitably, information regarding which will be available in our website only.

10. OPENING OF TENDER:

10.1.At the first phase, the outer cover and the cover containing technical  bid only shall be opened at 11.30 hrs on  11.10.2005 by the Designated Committee, in the office of  Deputy General Manager (IT),  o/o CGMT , BSNL ,  3rd  Floor , Door Sanchar Bhawan , Unit-IX , Bhubaneswar-751 022 , in the presence of such tenderers or their authorised representatives present at the time of opening of tenders. 

10.2. AT THIS POINT OF TIME, FINANCIAL BIDS SHALL NOT BE OPENED, BUT PRESERVED BY THE DESIGNATED OFFICER FOR OPENING AT A LATER STAGE. 

10.3. A maximum of two representatives for any tender shall be authorized and permitted to attend the tender opening. Persons not participating in the tender shall not be permitted.

10.4. The tenderers' name and addresses and other details as the Purchaser, at its discretion, may consider appropriate, shall be announced at the time of opening.

10.5 After evaluation of TECHNICAL BID  , the FINANCIAL bids of short listed vendors  shall be opened on  the pre announced date and time in the office of  Deputy General Manager (IT), DGM(IT), o/o CGMT , BSNL ,  3rd Floor , Door Sanchar Bhawan , Unit-IX , Bhubaneswar-751 022 in the presence of short-listed tenderers or their authorised representatives . The Purchaser shall duly intimate, in writing, all the short-listed vendors the changes   if any, in the venue, date & time of opening of financial bids. 

10.6. A maximum of two representatives of short-listed vendors shall be authorised and permitted to attend the opening of financial bids. Persons not participating in the tender or persons representing the tenderer, who is not-short listed, shall not be permitted at the time of opening of financial bids.

10.7. The prices as furnished in the quotation and such other details as the Purchaser, at its discretion, may consider appropriate, shall be announced at the time of opening of financial bids.

10.8. Those short listed vendors who have withdrawn before opening of financial bids shall get back their EMD after finalisation of the tender. The unopened sealed covers containing the financial bids of those who have not been short-listed shall be returned to them and their EMD shall be refunded after finalisation of the tender.

11. CGM, Orissa Telecom Circle reserves the right to reject the tenders in the following cases:

i. All the bids clubbed together or found in a single cover.

ii. Tenders received not in accordance with the prescribed procedure.

iii. Conditions prescribed in the tender document are mandatory and tenders submitted not in accordance with the above will be summarily rejected.

iv. Demand draft towards the cost of the document is not enclosed, in case the document is downloaded from website.

NB:-All the prospective tenderers are advised, in their own interest, to ensure proper covering and wax sealing of the bids / tenders.

12. TECHNICAL BID 

12.1 The Technical Bid is mainly intended to ensure that only those tenders, which meet the eligibility criteria, indicated in Clause 4 above will be considered for further processing. However the records called for in the following sub-paragraphs will also be taken in to consideration while short-listing the tenders for further processing. The CGM Orissa Telecom Circle reserves the right to reject the tender offers that do not meet the eligibility criteria and the sealed covers containing the financial bids received from them will not be opened. 

12.2 Commitment to supply equipment of the most recent series / models incorporating the latest improvements in design. The models should have been in successful operation for at least six months as on the date of tender opening. NO REUSED OR REFURBISHED MACHINE PARTS, COMPONENTS OR SUB ASSEMBLY SHALL BE QUOTED FOR. SUCH BIDS WILL BE DISQUALIFIED. 

12.3 Information on all past supplies and satisfactory performance in the proforma furnished below for the vendor or his subcontractor like : Type of CALL CENTRE established / the Equipment supplied, installed and commissioned and the appropriate software developed / used for the call centers during last 2 years in the following proforma:-

	Name of the equipment
	Capacity/ 
Size

number of agents
	Qty. supplied
	Name of the project
	Name of the Company to whom the equipment was supplied
	Name, Designation & Phone no. of the authority who can authenticate / certify the claim





This information shall be supported with documentary evidence in support of the satisfactory supply, implementation, performance and maintenance of such call center systems with preferably 25 Agents or more each, in preferably at least two or more sites in India. This prior experience clause is applicable to all tenderers.

12.4  a) The tenderer shall have strong skills in building voice response applications especially in the Telecom sector. 

b) The tenderer shall also have adequate experience for integrating and deploying voice processing, CTI and call center solutions on various telecom platforms.

c) Vendor should have implemented solutions for multi-lingual systems.

d) At least two references from the major customers for whom the vendor or his subcontractor has performed similar scale of work shall be enclosed. These references shall contain the name and addresses of each customer, phone numbers and points of contact, details of the system in use such as type of call center established, brand, model, capacity, number of agents, type of and brand of the switching system used, operating systems, etc. A responsible person of the organisation shall sign these references indicating the level of performance of the systems supplied to them. Such references shall be clear and unconditional without any ambiguity.

12.5 Copies of original documents defining the constitution or legal status, place of registration and principal place of business of the company or firm or partnership etc. (This shall include Certificate of Incorporation, Memo of Articles and Association etc.)  should be provided.

12.6 List of equipments, installed in the tenderer's premises and the R& D facilities existing in his factory / premises for inspection and testing, which shall be made available to the Purchaser or his representative for inspection.

12.7 Company's Profile with details of establishment etc. This shall include the details of the subcontractors also.

12.8 Details of service centres and information on service support facilities that would be provided during / after the warranty period. Adequate specialized hardware, related software expertise are already available or shall be made available following the execution of the contract to ensure that the support services should be indicated. The bidder should have local presence with full support capability in case the local office is not available at Bhubaneswar.

12.9 The tenderers shall ensure that the documents listed below are enclosed in the wax sealed cover super scribed “Technical Bid”. 

12.10 The bidder shall furnish the following documents in technical bid to establish it’s eligibility:
i. General power of attorney in favour of Signatory of tender offer
ii. Certificate of Incorporation
iii. Memorandum of Articles and Association
iv. Proof of Manufacturer of Goods or Authorised dealership
v. Certificate of Registration
vi. Approval from RBI/ SIA in case of foreign collaboration
vii. Experience certificate as per section –XII
viii. Certificate of OEM for supply of the hardware if applicable as per Section XIII.
ix. Declaration regarding no relatives working in BSNL as per Section-XIV
x. Undertaking for being responsible for  2 years’ warranty & 3 years’ post warranty  AMC  as per Section – XV

xi. Copy of the bid document duly signed in each page.
xii. Technical Brochures for each item quoted , highlighting the product specification as per  NIT
Note:-  If any one of the above documents required to be submitted  along with the technical bid is found wanting , the offer is liable to be rejected at that stage. However , the purchaser may at it’s discretion call for any clarification regarding the document. The  purchaser may seek for the submission of any additional /  missing documents  within a stipulated time period. In such case(s) , the bidder shall have to comply the purchaser’s  requirement within the specified time. In case of non-compliance to such queries , the bid will be out rightly rejected without entertaining further correspondence in this regard
All the above documents except EMD have to be self attested .The documents will be verified with the originals as and when required.  

In order to enable the Purchaser to assess the proven-ness of the system offered, the bidder shall provide documentary evidence regarding the system being offered by him.

12.11 Technical Solutions containing complete information, as considered relevant by the tenderer about the Call Center components, environment requirement of the hardware / software and other software packages/ tools offered in response to this tender. This should be accompanied by a verifiable pro-forma bill of materials showing full details of the items that will be invoiced at the time of supply including part number, description, web-site reference, quantity but  excluding the price.
12.12 Note:  While the specification is complete in a functional sense, it is the responsibility of the vendor to make sure that all the items required to make the networking system functionally complete as per the specifications and operate in the proposed environment. Accordingly, the vendor should quote system, subsystem, assembly, subassembly components, subcomponents, cable, connector and such other items and accessories from their product line(s) to make the system functionally complete and fully operational.

12.13.The Technical bid should not contain anything even remotely connected with the costing or such other financial information regarding the systems / services offered. The CGMT , BSNL , Orissa  reserves the right to reject the tender summarily in case of violation of this condition by any tenderer.

12.14.The vendor’s quoting should provide documentary evidence in support of the use of the equipment, components etc., proposed, along with equipments..

12.15.The vendor should quote for all the items. Partial quotes of certain items will be rejected by the Purchaser.

12.16.There is no bar on the tenderer to offer more than one solution. In such cases, the tenderer shall obtain two or more tender forms and submit independent bids with different EMD etc. Such bids shall be distinctly super scribed as " Technical Bid I and Financial Bid I " and with a clear superscription on the outer cover as "SOLUTION I" and so on. Two or more solutions found in the same bid/cover will be summarily rejected. The vender may quote for both switched based and server based call center solution and the cost effective one will be considered if it is found technically suitable.
12.17.The completed Technical bid kept in a sealed cover along with a covering letter indicating its contents should be super scribed " TECHNICAL BID".

12.18. The tenderer shall include with the offer a detailed description of the work to be done to fulfil the requirements of this tender including target dates for the completion of each task. The work plan must include, but not necessarily be limited to, the following items:

· A statement of the vendor's understanding of the objective and scope of the requested work.

· A detailed description of each major task associated with the project, including the total number of man-days and elapsed time.

· A project organization chart that shows the involvement of purchaser and the vendor's staff.

· The vendor's willingness to accommodate changes during installations.

12.19. In addition, the vendor shall submit a list of subcontractors to whom the vendor intends to subcontract for the purpose of completing the project described in this tender. It shall contain the details of the work against which they are to be utilized in the project and their work experience in the respective field. Upon selection, the vendor may not change subcontractors without notifying purchaser  in writing.

13.
FINANCIAL BID:

13.1.The Financial Bid shall be submitted in two parts as follows:

· The entire procurement  will be treated as single lot. Quotation showing the summary of prices in the prescribed format as per tender document .

· Price Schedule showing the break up of cost quoted such as duties, taxes, insurance   etc. for each item separately as per the tender document .The verifiable pro-forma bill of material as stated above should be attached to the price schedule with the price column also filled up.

13.2 The vendor should quote his price for all the items. Partial quotes of certain items will be rejected by the Purchaser.

13.3.The Financial Bid should contain the firm and final rates in clear and unambiguous terms both in figures and words rates quoted in the price schedule shall prevail.

13.4.If there is any variation between the unit price and the total price worked out, the unit price shall prevail and the total price shall be corrected by the Purchaser. 

13.5.In case, any difference is found between the rates quoted in figures and words, the price quoted in words only shall be considered. If the supplier fails to accept the correction of errors, his tender shall be rejected.

13.6.All prices, terms, warranties and benefits granted by the tenderer in this tender shall be comparable to or better than the equivalent terms offered by the tenderer to any other public or private entity purchasing equipment of the same quality. If the tenderer offers, during the terms of the contract, greater benefits or more favourable terms to any other public or private entity, those benefits and terms shall be made available to purchaser  upon their effective date. Failure to do so shall constitute a breach of this contract.

13.7.The Price Schedule should also incorporate the particulars of  "Add-Ons". These Add-Ons may comprise of items like taxes, duties, tolls, transport etc., if applicable. The details of such items shall have to be given in Price Schedule proforma.  If any such Add-On item is dynamic, the current rates and the factors that may influence their change from their current value should be indicated. The Financial bids shall be evaluated taking into account the effects of Add-Ons.

13.8.The Financial bid kept in a separate sealed cover along with a covering letter indicating its contents should be super scribed " FINANCIAL BID".

13.8.If more than one solution is offered, separate financial quotes for each solution shall be furnished distinctly super scribed as " Financial Bid I & Financial Bid II ” and so on and enclosed along with respective technical bids.

13.10 The documents to be sent along with the Financial Bid are listed below:

1. Price Schedule as in  Section VII 
14 .EVALUATION

 Evaluation of  Technical  Bid 

14.1 The committee nominated by CGM Orissa Telecom Circle  shall determine whether the bids received meet the conditions stipulated under Clause 4 and 12 ,  above.  The tender offers which meet the requirements will be short listed for further consideration.

14.2.A tender shall be determined as substantially non-responsive if it fails to fulfill the conditions envisaged and shall be rejected by the committee . Such bids will not be considered further.

14.3.The committee may, however, waive any minor infirmity or non-conformity in a tender, which does not constitute a material deviation and without any prejudice to the interests of other bidders.

14.4.To assist in the examination, evaluation and comparison of the tenders, the committee may, at its discretion, ask the tenderer for the clarification of his tender. The request for such clarification shall be in writing. HOWEVER, NO POST TENDER CLARIFICATION AT THE INITIATIVE OF THE TENDERER SHALL BE ENTERTAINED.

14.5. Predominantly, the evaluation shall be in-house.  Evaluation criteria shall be the following:

· Understanding the technical requirements and the magnitude of the work to be accomplished as evidenced by the proposal and subsequent presentation, if any.

· Arranging the demonstration of a similar system currently in use at a customer's site. (Optional for the Purchaser)

· The completeness of the proposal with regard to the information requested in the tender, its level of detail and conformance to specifications.

· The vendor's ability to respond with regard to the  information requested in the tender, its level of details, and conformance to specifications.

· The vendor's willingness to accommodate changes during installations.

· The experience, qualifications and professionalism of the vendor's staff proposed to be assigned to the project.

· The vendor's work plan for delivery, installation, and acceptance testing.

· The willingness of the vendor to provide information relating to organizational structure and departmental or workgroup capabilities that affect customer service.

· Willingness by the vendor to demonstrate at any time during the evaluation process that all aspects of the tender requirements can be met or exceeded.

14.6.This evaluation process is intended to screen out incomplete tenders and to allow the evaluation committee to concentrate its efforts on those, which are technically responsive and complete in all aspects. The reasons for rejecting the proposals shall be carefully documented but not released.

14.7.During the evaluation process, the committee shall reject  the tender if the bidder fails to technically qualify. 

14.8.The committee shall examine to its satisfaction the documentary evidence produced by the vendor quoting for use of the equipment, components etc., proposed.

14.9.The committee will be vested with full powers to evaluate the bids in terms of evaluation criteria prescribed as above, solution offered, proof of concept ,  technical competence, kind of experience of the bidders taking into account the number of call centers, type of clients etc. and seek the advice of the subject-experts, in the capacity of co-opted members nominated for the purpose.

14.10.The committee shall, after completing its detailed examination of the technical bids and short-listing exercise, submit its report / recommendations to the CGM, Orissa Telecom Circle. The decision of the CGM, in this regard, shall be final and binding on all tenderers.

14.11.The Purchaser shall send a simple intimation, in writing, to the tenderers, who were not short-listed in the afore-said process, without indicating the reasons for rejection.

FINAL EVALUATION

14.12 The Purchaser shall evaluate in detail and compare the bids previously determined to be substantially responsive pursuant to clauses in the technical evaluation.

14.13 The evaluation and comparison of responsive bids shall be done on the price of the goods offered inclusive of Levies & Taxes i.e., Sales Tax & Excise Duty, packing, forwarding, freight and insurance etc. as indicated in the Price Schedule of the Bid Document but exclusive of octroi / entry tax which will be paid extra as per actual, wherever applicable.

14.14. AMC charges will  be taken into consideration for evaluation purpose.

14.13. In the evaluation process, the total amount of each item in the quote will be arrived at by multiplying the unit price by the quantity required . Then grand total will be arrived  by adding the total amount of all items and AMC charges quoted  for three years (for all items) . Thus, the committee will evaluate and select the lowest bid. 

14.14.The committee may co-opt other members either belonging to or nominated by Orissa Telecom Circle for assistance in tender evaluation, but such co-opted members shall only be assisting the committee as subject-experts. 

14.15.At the end of the evaluation, the committee shall submit its report, which shall be recommendatory in nature, to the CGM. 

14.16.The CGM, Orissa Telecom Circle reserves the right to:

· Reject any or all tenders received in response to this "Notice Inviting Tender' without assigning any reasons.

· Enter into a contract with a vendor other than the one whose quote was the lowest.

· Adjust any vendor's proposed costs based on a determination that selecting a particular vendor shall involve incurring additional or hidden costs.

· Waive or change any formalities, irregularities, or inconsistencies in the proposal format or delivery.

· Select the next most responsive vendor if negotiations with vendor of choice fail to result in an agreement within a specified time frame.

14.17.The decision of the CGM, Orissa Telecom Circle shall be final and binding on all tenderers.

15. AWARD OF CONTRACT

SELECTION OF CONTRACTOR

15.1.On selection of the successful tenderer, herein after called the contractor, a letter of acceptance shall be sent to him. There shall be no obligation to disclose to any vendor the results of the evaluation process or the reason why particular vendors were or were not successful.

15.2.The issue of an Advance Purchase order(APO) shall constitute the intention of the Purchaser to enter into the contract with the tenderer. However, it carries with it no obligation to follow through with an actual purchase and as such it may be cancelled at any time. 

15.3.The tenderer shall within 14 days of issue of APO, convey his acceptance along with performance security prescribed.

15.4 The successful vendor shall not be permitted to issue press releases or public statements of any kind about the project under the tender without prior approval of Orissa Telecom Circle.

16.
CONTACTING THE PURCHASER

16.1.No tenderer shall try to influence the Purchaser on any matter relating to his tender from the time of tender processing till the time the contract is awarded.

16.2.Any effort by the tenderer to influence the Purchaser in the Purchaser's evaluation process and award of contract shall result in the rejection of his tender.

16.3 BSNL will have the right to increase or decrease up to 25% of quantity of goods  or services specified in the schedule of requirements  , without any change at the time of award of contract.

16.4 In exceptional situation  where the requirement is of an emergent nature and it is necessary to ensure continued supplies from the existing vendor , the purchases reserves the right to place repeat order up to 50% of quantities  of goods and services  contained in the running tender / contract within period of 12 months from the earliest date  of acceptance of APO at the same rate  or a rate negotiated  ( downwardly)  with the existing vendor considering the reasonability of rate based on prevailing market condition and the impact of reduction in duty and taxes etc.
*****
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SECTION III 

 GENERAL CONDITIONS OF CONTRACT

17.QUALITY MANAGEMENT SYSTEM

       The supplier shall have a Quality Management System supported and evidenced by the following:

· A Quality Policy.

·   A management representative with authority and responsibility for fulfilling Quality Assurance requirements and for interfacing with the Purchaser in matters of quality.

·   Procedure for controlling design/ production engineering, material, choice of components/vendors, manufacturing and packaging process for supplying quality products.

·   System of Inward Goods Inspection.

·   System to calibrate and maintain required measuring and test equipment.

·   System for tracing the cause for non-performance and segregating products, which do not conform to specifications.

·   Configuration management and change-control mechanism.

·   A quality plan for the product.

·   Periodical internal quality audits.

·   A "Quality Manual" detailing the above.

18.
STANDARDS

18.1.The goods supplied under the contract shall conform to the standards prescribed in the Technical Specifications .
18.2.When the contractor is not the manufacturer of a particular item, he shall clearly indicate the details such as brand name, OEM, specifications, arrangements for warranty / servicing / spares etc. For software packages supplied, the tenderer shall ensure legality of the copies supplied and also ensure supply of complete set of original documentation issued by the original suppliers.

18.3.The contractor shall not obliterate the original markings of the OEM in respect of all systems / components / branded equipment or stand alone pieces so as to enable easy reference to the documentation by the Purchaser.

18.3 The general conditions shall apply in contract made by the department for the operation of call center also.

18.4 The operator under this contract should be sophisticated and shall conform to the standards prescribed in the system requirements. 
18.5 The Annual Operation Contract of the call center shall start immediately and valid for only one year.  

19.
INSPECTION AND TESTS

19.1.The Purchaser or his representative or the authorised agencies of the Purchaser shall have the right to inspect and test the goods as per prescribed test schedules for their conformity to the specifications. Where the Purchaser decides to conduct such tests in the premises of the supplier or its sub-contractor, the supplier shall provide all reasonable facilities and assistance to the Purchaser.

19.2.Should any inspected or tested goods fail to conform to the specifications, the Purchaser may reject them and the supplier shall either replace the rejected goods or make all alterations necessary to meet the specification requirements free of cost to the Purchaser.

19.3.Notwithstanding the pre-supply tests and inspections prescribed above, the equipment and accessories on receipt in the Purchaser's premises shall also be tested during and after installation before "Take Over" and if any equipment or part thereof is found defective, the same shall be replaced free of cost to the Purchaser.

19.4.If any equipment or any part thereof, before it is taken over is found defective or fails to fulfill the requirements of the contract, the nominated officer shall give the supplier notice setting forth details of such defects or failure and the supplier shall make the defective equipment good or alter the same to make it comply with the requirements of the contract forthwith and in any case within a period not exceeding one month of the initial report. The supplier shall make the replacements free of all charges at site. Should it fail to do so within this time, the Purchaser reserves the discretion to reject and replace at the cost of the supplier the whole or any portion of the equipment as the case may be, which is defective or fails to fulfil the requirements of the contract. The cost of any such replacement made by the Purchaser shall be deducted from any amount payable to the supplier.

19.5.When the performance tests called for have been successfully carried out, the nominated officer / ultimate consignee shall forthwith issue a "Taking Over Certificate". The nominated officer / ultimate consignee shall not delay the issue of "Taking Over Certificate" contemplated by this clause on account of minor defects in the equipment which do not materially affect the commercial use thereof provided that the supplier shall make good the same in a time period not exceeding two months. The Taking Over Certificate shall be issued by the nominated officer / ultimate consignee within six weeks of successful completion of tests.

19.6.Nothing in the above clause shall, in any way, release the supplier from any warranty or other obligations under this contract.

19.7.There shall not be any additional charges for carrying out such inspection and testing by the Purchaser.

20.WARRANTY

20.1.The supplier shall warrant that the goods supplied under this contract are new, unused, of the most recent and current models and incorporate all recent improvements in design and materials unless provided otherwise in this contract. 

20.2.The vendor shall undertake to supply, install, maintain and ensure uninterrupted operations for the duration of warranty and beyond as envisaged in the tender and subsequent AMC.

20.3.Whenever the vendor is not the manufacturer of parts or whole of the equipment, he shall produce documentary evidence of support from the manufacturer wherever applicable, which enables him to discharge such responsibility.

20.4.The supplier shall further warrant that the goods supplied under this contract shall have no defect arising from design, materials or workmanship (except insofar as the design or material is required by the Purchaser's specifications) or from any act or omission of the supplier, that may develop under normal use of the supplied goods in the conditions obtaining in the country of final destination.

20.5.The supplier shall also warrant that the goods supplied shall perform satisfactorily as per the requirements provided for in this contract.

20.6.The supplier shall also provide the following warranties:

· The equipment proposed is complete in all aspects

· No reused or refurbished machines, parts, components or sub assembly shall be supplied.

· The hardware / software specification, capabilities and performance characteristics are as stated in the tenderer’s proposal and accompanying documentation.

· The supplier shall offer to the Purchaser all technological updates, cost reductions and facilities, which are offered to other clients, in India, during the currency of the contract.

20.7.Warranty shall be for FREE on-site comprehensive maintenance including supply of spare parts. Warranty period shall be for a period of Two Years for the systems and hardware items supplied by the contractor from the date of installation and acceptance to the satisfaction of the Purchaser. 

20.8.In case any defect is noticed within this period, the Purchaser shall promptly notify the supplier in writing of any claims arising under this warranty. The contractor should replace the defective materials within the specified time of three hours for critical faults and 18 hours in case of non-critical faults as indicated in the succeeding clauses.

20.9.The criticality of the fault shall be decided as follows:

	Call Center Components: Hardware for call center, CTI Server, IVRS, PABX Voice Logger,  SMS Server , CRM Server , Wall board Server , Out Bound dialer, Agent Phone Agent terminals, all related software etc
	Any fault, which affects the Call Center and its operations, shall be treated as CRITICAL.

	Others
	NON-CRITICAL




The decision of the Purchaser in determining the type of fault either critical or non- critical shall be final.

20.10.Downtime shall commence from the time of initial notification of the vendor that maintenance is required. 

20.11.An aggregate downtime of critical component of the hardware/software during the warranty period from the date of handing over the system after successful implementation

· exceeding 1% but not exceeding 5% shall entail forfeiture of 10% of the amount of security deposit.

· exceeding 5% but not exceeding 10% shall entail forfeiture of 15% of the amount of security deposit.

· exceeding 10% but not exceeding 15% shall entail forfeiture of 25% of the amount of security deposit.

· exceeding 15% shall entail forfeiture of 50% of the amount of security deposit.

20.12.The Purchaser reserves the right to condone / waive the downtime if any for reasons beyond the control of the contractor.

20.13.Busy Business Days:

All the working days, declared holidays and Sundays have been identified as " BUSY BUSINESS DAYS" in Orissa Telecom Circle

20.14.During these days, if the fault cannot be rectified within three hours of initial notification to the vendor, the downtime recovery shall be double the normal rate arrived at in the preceding clauses. 

20.15.If any defects be not rectified within a reasonable time, the Purchaser may proceed to do the work at the contractor's risk and expense but without prejudice to any other rights which the Purchaser may have against the contractor in respect of such defects.

20.15.The contractor shall make replacement free of all charges at site including freight, insurance and other incidental charges under this warranty clause.

21. PRICES

21.1 Price charged by the supplier for goods delivered  and services performed under the contract shall not be higher than the price quoted by the supplier in his bid.

a) Price will be fixed at the time of issue of the purchase order as per taxes and statutory duties              applicable at that time .
b) In case of reduction of taxes and other statutory duties during  the scheduled delivery period ,  purchaser shall take the benefit of decrease in these taxes /duties for the supplies made from the date of  enactment of revised duties / taxes.
c) In case of increase in duties / taxes during the scheduled delivery period , the purchaser shall revise the prices as per new duties/taxes for the supplies , to be made during the remaining delivery period as per terms and conditions of the purchase order.
21.2  Any increase in taxes and other statutory duties / levies after the expiry of scheduled delivery date  shall be 

        to the supplier account. How ever , benefit of any decrease in these taxes /duties shall be passed  on  to the    

        purchaser  by the supplier.
ANNUAL MAINTENANCE CONTRACT (AMC)


The terms and conditions of the Annual Maintenance Contract are shown in  Section VIII.

22.
LIQUIDATED DAMAGES (LD)
22.1.If the vendor fails to deliver / install all the equipment within the time schedule specified in the purchase order, including the special features and accessories on the same order, the vendor shall, without prejudice to other remedies available to the Purchaser under this contract, pay to Orissa Telecom Circle liquidated damages, for each week's delay, beginning with the scheduled delivery / installation date, 0.5% of the total value of the purchase order for a delay of every week or part thereof  for  a period upto 10(ten) weeks and thereafter at a rate of 0.7 % of the total value for each week or part thereof for another 10 (ten) weeks of delay in supply / installation and commissioning. 

22.2.If the delivered goods / services cannot be put to use without the undelivered parts and /or services, the damages shall be calculated using the total price of the component or subsystem that cannot be put to use.

22.3.If Orissa Telecom Circle operates any units of equipment during the time that liquidated damages become applicable, liquidated damages shall not accrue against the equipment in use.

22.4.If the delay is more than 30 days, Orissa Telecom Circle may consider termination of the contract with the vendor and enter into an agreement with another vendor. In this event, the terminated vendor shall be liable for liquidated damages until the substitute vendor's equipment is installed, from the original delivery / installation date.

22.5.The liquidated damages imposed shall be recovered against any sum due to the vendor including security deposit. 

22.6.Any incremental taxes and levies on account of delay in performance of the contract by the supplier shall be to the supplier's account. 

22.7.The CGMT , BSNL , Orissa  reserves the right either to impose the penalty or to waive the same taking into consideration the reasons put-forth by the contractor.

22.8 Quantum of liquidated damage assessed  and levied by the purchaser shall be final and not challengeable by the supplier.

23. RIGHTS RESERVED FOR ORISSA TELECOM CIRCLE

23.1 CGMT , BSNL , Orissa Telecom Circle reserves   the   right   to    modify  the  quantities / drop any of the lots  indicated in the  tender.  Whenever the quantity needed is increased, the tenderer is bound to supply  the  increased quantity  of items at rates quoted by him in this Tender.  Whenever the quantity needed is decreased, the tenderer is bound to short-supply the items as requested and bill for the supplied quantity only.                                                                                                                           

23.2. CGMT , Orissa Telecom Circle also reserves the right to order  all  or  part or additional items  based on the rates finalised as a result of this tender. For this purpose, the rates shall be current upto one year from the date of acceptance of financial bid. Further extension of this period shall be decided upon by mutual agreement between the tenderer and Orissa Telecom Circle.

24.
SUB CONTRACTS

24.1.If the tenderer engages any sub-contractor for any portion of the work under this tender, he shall keep the CGMT , BSNL , Orissa  informed of all such sub-contracts he has entered into from time to time. However, the contractor shall be fully responsible for carrying out the work under this tender and his sub-contracting the work shall not relieve him from any obligation to this department under this tender / contract.

24.2.The CGMT , BSNL , Orissa  shall have authority to bar the tenderer from sub-contracting to any such specific person/firm/company, if in the considered opinion of the CGMT , BSNL , Orissa  , it is not in the interest of the government to sub contract the work to that specific person/.firm/company.

24.3.The tenderer shall be bound to accept the said advice of the CGMT , BSNL , Orissa  and may engage any other person/firm/company, whose engagement is not prejudicial to the interest of the government.

25.
DISQUALIFICATION

25.1.No vendor is permitted to offer his quote against this tender, if any officer responsible for award and execution of contract, if any of his near relatives is/are posted/working as Assistant Accounts Officer/Sub Divisional  Engineer or as any other officer in any rank above these two, and is an incumbent of any office which is responsible for the award and execution of this contract which would cause an unfair bias in favour of the vendor.  The term near relatives means wife, husband, parents, grand parents, children, brothers, sisters, uncles and cousins.

25.2.After the award, the contractor shall intimate the names of the persons who are working with him or are subsequently employed by him and who are near relatives to any of the  Officer in the office responsible for award and execution of the work on this tender. The term, near relative means the same as explained in the preceding paragraph.

25.3.The awarded work shall be cancelled if any of the above conditions are violated and for the consequential losses, if any, to the successful tenderer, the purchaser is not responsible.

26.
TERMINATION

26.1.Default: Orissa Telecom Circle may, without prejudice to any other remedy for breach of the contract, within 30 days prior written notice of default to the vendor, terminate the whole or any part of this contract in any one of the following circumstances:

· If the vendor fails to perform the services within the time frame specified in the contract or within the time specified under subsequent extensions.

· If the vendor fails to perform any of the other provisions of this contract, or fails to make satisfactory progress in the performance of this contract in accordance with its terms or the vendor does not remedy such failure within 30 days or as mutually agreed to in writing after receipt of notice from Orissa Telecom Circle specifying the failure.

26.2.If this contract is terminated pursuant to the provisions above, BSNL , Orissa Telecom Circle  sole obligation shall be to: (a) continue any installment contracted payments due for products previously delivered and accepted, (b) purchase for title, as agreed and products previously delivered and accepted for payment.  Orissa Telecom Circle may in addition procure from the vendor goods specifically procured or acquired by the vendor for the performance of such part of this contract as has been terminated.

26.3.The decision of the Purchaser to terminate so shall be final. The Purchaser shall not be responsible for any loss, damage etc., incurred to the contractor as a result of the termination of the contract. The Purchaser shall be free to take due action for appointment of a new contractor during the notice period or thereafter.

26.4.Insolvency: The Purchaser may at any time terminate the contract by giving written notice to the supplier, without any compensation to the supplier, if:

· the supplier becomes bankrupt or otherwise insolvent,

· the supplier being a company is wound up voluntarily by the order of a Court Receiver, Liquidator or Manager appointed on behalf of the debenture holders or circumstances shall have arisen which entitle the court or debenture holders to appoint a Receiver, Liquidator or Manager provided that such termination will not prejudice or affect any right of action or remedy which has accrued or will accrue thereafter to the Purchaser.

27.
ARBITRATION

In the event of any dispute or difference arising under this contract / agreement or in connection therewith except as to the matter, the decision of which, is specifically provided under this agreement, the same shall be referred to sole arbitration of the Chief General Manager, Orissa Telecom Circle, or, in case his designation is changed or his office is abolished, then, in such case to the sole arbitration of the officer, for the time-being, entrusted whether in addition to the functions of the Chief General Manager, Orissa Telecom Circle or by whatever designation, such officer may be called (herein after referred to as the said officer and if the Chief General Manager, Orissa Telecom Circle, or the said officer is unable, or, unwilling to act as such, to the sole arbitration of some other persons, appointed by the Chief General Manager or the said officer, there shall be no objection to any such appointment that the arbitrator is Government Servant or that he has to deal with the matter to which the agreement relates, or that, in the course of his duties as Government Servant he has expressed views on all or any of the matters under dispute.  The award  of the arbitrator shall be final and binding on the parties.  In the event of such arbitrator, to whom the matter is originally referred to, being unable to act for any reason whatsoever, such Chief General Manager, Orissa Telecom Circle, or the said officer shall appoint another person to act as, such arbitrator in accordance with such terms of the tender/contract and the person so appointed shall be entitled to proceed from the stage at which it was left out by his predecessors.

a) The arbitrator may from time to time, with the consent of the parties, enlarge the time for making and publishing the award, subject to the Indian arbitration act in force, and the rules made there under, any publication on this for the time being in force, shall be deemed to apply to the arbitration proceedings under this clause.

b) The venue of the arbitration proceedings shall be within Bhubaneswar.

28.
LIABILITIES

28.1.Patent / Proprietary Rights - The vendor shall warrant that the products furnished under this contract do not infringe upon or violate any patent, copyright, trade secret, or the proprietary rights any third party. In the event of any claim by any party against Orissa Telecom Circle / BSNL, the vendor shall defend the claim in the name of Orissa Telecom Circle /BSNL, but at the vendor's expense and shall indemnify Orissa Telecom Circle /BSNL against any loss, cost, expense or liability arising out of the claim, whether or not the claim is successful. If any furnished product is likely to or does become the subject of a claim of infringement of a patent or copyright, then, without negating or diminishing the vendor's obligation to satisfy the final award, vendor may, at its discretion, obtain for Orissa Telecom Circle /BSNL the right to continue using the alleged infringing product or modify the product so that it becomes non-infringing. In the absence of these options, or if the use of the product by Orissa Telecom Circle / BSNL is prevented by permanent injunction or any other order of the courts, the vendor shall agree to take back the product and furnish a replacement that closely matches the performance of infringing product.

28.2.Hold harmless - The vendor shall hold harmless and defend Orissa Telecom Circle / BSNL and assigns from all claims, suits, or actions brought for or on account of any damages, injury, or death, loss, expense, civil rights or discrimination claims, inconvenience or delay which may result from the performance of this contract.

29.
RIGHTS AND OPTIONS

29.1.Equipment upgrades: Orissa Telecom Circle may at any time, upon demand, shall require the vendor to substitute upgraded equipment for any component purchased under the provisions of this contract. Orissa Telecom Circle shall pay the base price of the original items as well as the difference between the price in effect for the upgraded equipment.

29.2.Equipment changes and attachments: Orissa Telecom Circle shall have the right to make changes and attachments to the equipment and any software, provided that such changes or attachments do not lessen the performance or value of the equipment or prohibit the proper maintenance from being performed.

30.
MECHANICAL CLAUSES

30.1.Heading not controlling: The headings and table of contents used in this contract are for reference purposes only and shall not be deemed a part of this contract.

30.2.System configuration: The equipment and any software components to be supplied under this tender and contract, for purposes of delivery and performance shall be grouped together in one or more configurations as defined in this tender, Any such configuration shall be deemed incomplete and undelivered if any component in that configuration has not been delivered or if delivered, is not operable.

31.
RELIABILITY 
31.1.Acceptance testing: In addition to operational performance testing by the vendor, Orissa Telecom Circle reserves the right to perform additional testing prior to acceptance, to ensure compliance with the requirements and specifications of this contract. All attachments may be inspected for compliance with the Bureau of Indian Standards registration program.

31.2.Change order /additional work: Without invalidating this contract, Orissa Telecom Circle may order extra work or make changes by altering, adding to, or deducting from the work and causing the contract sum to be adjusted accordingly. 

31.3.The change shall be on account of any of the following:

· The configuration / specifications

· The place of delivery

· The delivery schedule

· The services to be provided by the supplier

31.4.All such work shall be executed under the conditions of the original contract by a change order. Under no circumstances shall extra work or any change be made in the contract unless through a written change order to the vendor stating that Orissa Telecom Circle has authorized the extra work or change. Any change involving a ten percent deviation from the total contract amount may require an equitable adjustment in the price or delivery schedule, which shall be determined by mutual agreement.

31.5.Use of premises by vendor: The vendor shall confine all apparatus, store materials and perform this work to the limits specified by law, ordinances or permits and shall not unreasonably encumber the premises with materials. The vendor shall comply with the laws, ordinances, permits or instructions of the state regarding signs, advertisements, fires, smoking and vehicular parking. The vendor shall not load or permit any part of the structure to be loaded with weight that shall endanger its safety.

31.6.Use of premises by owner: Orissa Telecom Circle and its users reserve the right to enter upon the premises to use the same and to have work done by other vendors or to use parts of the work of this vendor before the final completion of the work. It is understood that such use by Orissa Telecom Circle or its users in no way relieves the vendor from full responsibility for the entire work until final completion of the contract. Orissa Telecom Circle reserves the right to enter into other contracts in connection with this work.

31.7.Recovery from disaster: In the event the system or any component of the system is rendered permanently inoperative as a result of a natural occurrence or disaster, the vendor shall deliver a replacement within 30 days from the date of Orissa Telecom Circle's request. In such event, the vendor agrees to waive any delivery schedule priorities and to make the replacement system available from the manufacturing facility currently producing such equipment shall be the price payable under this contract. If the inoperability is due to the negligence or fault of the vendor or its subcontractors, replacement equipment shall be delivered at no cost to Orissa Telecom Circle.

32.
APPLICABILITY OF LAWS 

All legal issues / disputes arising out of this contract shall be subject to the territorial jurisdiction of Bhubaneswar Courts and governed by the Indian Laws for the time being in force.

33.
FORCE MAJEURE

33.1.If at any time, during the continuance of this contract, the performance, in whole or in part, by either party, of any obligation under this tender/contract shall be prevented or delayed by reasons beyond control/force majeure, either party shall, by reasons of such events, be entitled to terminate this contract  either party shall not have any claim for damages against the other in respect of such non-performance or delay in performance.

33.2.The force major reasons shall include war, or hostilities or acts of public enemy or civil commotion or sabotage or fire or floods or explosion or epidemics, or quarantine restrictions or strike or lock-outs or acts of God.

33.3.Provided such force-major provisions shall apply only if notice of happening of any eventuality is given by either party to the other within 18 days from the date of occurrence thereof and

33.4.Provided deliveries under the contract that were interrupted under the force-major events are resumed as soon as practicable after such events come to end or cease to exist and the decision of the Purchaser as to whether the deliveries have been so resumed or not shall be final and conclusive and

33.5.Provided further that if the performance in whole or part of any obligations under this contract is prevented or delayed by reasons for any such events for a period exceeding 60 days, either party may at his option terminate the contract.

33.6.Provided also if the contract is terminated under this clause the Purchaser shall be at liberty to take over from the contractor at a price to be fixed by Orissa Telecom Circle which shall be final, all unused, undamaged and acceptable material bought out components and stores in the course of manufacture in the possession of the contractor which the Purchaser may elect to retain.

34.
SET OFF


Any sum of money due and payable to the contractor (including security 
deposit refundable to him) under this contract may be appropriated by the Purchaser or the BSNL or any other person or persons contracting through the BSNL and set off the same against any claim of the Purchaser or BSNL or such other person or persons for payment of a sum of money arising out of this contract or under any other contract made by the contractor with the Purchaser or BSNL. or such other person or persons contracting through BSNL.

  35. 
FALL CLAUSE.

35.1  The prices once fixed will remain valid during the scheduled delivery period except for the provisions in clause 21 of section III. Further, if at any time during the contract

a. It comes to the notice of purchaser regarding reduction of price for the same or similar equipment/service;

and/or

b. The prices received in a new tender for the same or similar equipment/service are less than the prices chargeable under the contract.

The purchaser, for the purpose of delivery period extension, if any will determine and intimate the new price taking in to account various related aspects such as quantity, geographical location etc and the date of it’s effect for the balance quantity/service to the vendor. In case, the vendor does not accept the new price to be made applicable during the extended delivery period and the date of it’s effect, the purchaser shall have the right to terminate the contract without accepting any further supplies. This termination of the contract shall be at the risk and responsibility of the supplier and the purchaser reserves the right to purchase the balance unsupplied quantity/service at the risk and cost of the defaulting vendor. Besides considering the forfeiture of his performance security.

         35.2

a.
The vendor, while applying for extension of time for delivery of equipment/service, if any, shall have to provide an undertaking as “We have not reduced the sale price, and/or offered to sale the same or similar equipment/service to any person/organization including departments of central/state Government or any central/state PSU at a price lower than the price chargeable under the contract for scheduled delivery period”.

b.
In case, undertaking as in clause 35.2(a) is not applicable, the vendor will give the details of prices, the name(s) of purchaser, quantity etc to the purchaser, while applying extension of delivery period.

36. DOCUMENTATION:-
Five sets of the following documents/manuals shall be supplied. 

· Operation and administration manual .

· Hardware & system software manual .

· Two sets of complete documents are to be provided for each site- (Operation and administration manual ) .

· Design manuals including data flow diagram.

· Complete source code of application software ( Hard and Soft Copy ). 

· Details of IVRS and call center development tools .

· Network diagram , total software back up on CD .

· Documents shall be in English  and each shall be properly bound.
39. LABOUR LAW

37.1 The contractor shall comply with the provisions of the payment of wages Act 1936 . Minimum wages Act 1948 , Employee liability Act 1938 , Workmen’s compensation  Act 1923 , Industrial dispute Act 1947 and the contract labour ( Regulation and Abolition ) Act 1970 or the modification thereof EPF Act 1948 or any other labour law relating thereto and the rules made  for due observance of the said laws. The workman being employed by the contractor shall have no claim for regular employment in BSNL.
37.2 The contactor shall be responsible for any losses /damages etc that may have occurred during execution of work and shall pay compensation to his/their workmen payable  under workmens’ compensation Act 1923 ( VII) for injuries caused to the workmen. If such compensation is paid by the Nigama as a principal employer under sub section(i)  of section 12 of the same Act on behalf of the contractor , it shall be recovered by the BSNL from the contractor under section (ii) bid from security deposit or may other dues payable by the BSNL to the contractor or any account.
****
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SECTION IV 

SPECIAL CONDITIONS OF CONTRACT

38.PERIOD OF VALIDITY

The tender offer shall be valid up to one year from the date of commissioning of the Call Centre.

39.SECURITY DEPOSIT (SD)

39.1.The approved contractor shall make a security deposit at FIVE PERCENT OF THE VALUE OF CONTRACT in the form of demand draft drawn on any scheduled bank and made payable to Sr Accounts Officer ( A & P ) , O/o CGMT , BSNL , Orissa Telecom Circle , Bhubaneswar.

 Or 

in the form of Bank Guarantee within 14 days from the date of issue of letter of acceptance. The Purchaser through the letter of acceptance shall intimate the exact amount and date on which payment is to be made.  The BG should be from a Nationalised/ Scheduled Bank.

39.2.If security deposit is paid in the form of bank guarantee issued by a Nationalised /Scheduled bank, it shall be in favour of CGMT , BSNL , Orissa Telecom Circle  and it shall be valid for 30 months from the date of opening of the tender and its validity shall be extended up till the warranty period.  

39.3.The CGMT , BSNL , Orissa  may, at his discretion, condone the delayed payment of security deposit for valid and sufficient reasons. 

39.4.Delay/Failure in payment of Security Deposit, shall entail forfeiture of EMD  and the award of the tender in his favour. 

39.5.The CGMT , BSNL , Orissa  has the right to encash the Bank Guarantee in case of delay / failure to supply the equipment or breach of warranty clause by the successful tenderer.

39.6. However, if orders are placed actually in excess of the quantity indicated in Section- VI , Orissa Telecom Circle reserves the right to seek additional security deposit at 5% of orders thus placed either by cash or in the form of Bank guarantee or deduction from the bills.

39.7.The security deposit paid shall not carry any interest.

39.8 The supply shall  be accepted only after  the acceptance  test is carried out by prescribed authority  as per prescribed schedule and system  passing the test successfully.

39.9. The supplier shall:

· Supply all  Hardware and Software  as mentioned in schedule of requirement .

· Ensure that  Software  etc., required for commissioning of the system shall be provided by him. 

· Provide Two  Years Comprehensive On-Site Warranty to the Supplies made.

· Be paid for the source code by any one of the BSNL field units and bidder shall undertake to refund the whole amount received as payment towards source code from any other field units.

40.AGREEMENT 
Submission of tender offer in response to this NIT  shall be deemed to be the acceptance by the tenderer of all terms & conditions of the tender document. There may /may not  be a separate agreement/contract.

41.SITE PREPARATION AND INSTALLATION

The Purchaser shall be solely responsible for the construction and preparation of the hardware sites in compliance with the technical and environmental specifications to be clearly defined by the supplier. The Purchaser shall designate the installation sites before the scheduled installation date to allow the supplier to perform a site inspection to verify the appropriateness of the sites before the installation of the hardware.

42 .SUPPLY AND IMPLEMENTATION SCHEDULE

42.1.Product Delivery:

42.1.1.The materials shall have to be supplied, installed and commissioned at the respective locations under the jurisdiction of Orissa Telecom Circle, within twelve weeks from the date of Purchase Orders. The CGMT , BSNL , Orissa  reserves the right to cancel the tender either fully or partially during the period of validity or desist from operating the tender without assigning any reason, if in his opinion, there is a marked variation between the price approved and the market price and the purchase at approved rate is not in the interests of the Department.

42.1.2.The contractor shall install and commission both hardware / software systems in the locations indicated by the Purchaser to the complete satisfaction of the Purchaser as per the time schedule given by the Purchaser at the time of issue of letter of acceptance.

42.1.3.The Purchaser shall set up a monitoring cell to supervise and monitor the implementation of hardware and software components and the contractor shall give his full assistance and access at every stage for effective implementation to the satisfaction of Orissa Telecom Circle.

42.1.4.It shall be the responsibility of the contractor to transport, deliver and install the different components at the respective locations at his own cost according to the specifications given to him.

42.2.Installation Responsibility: The vendor shall be responsible for 

unpacking, uncrating and installing the equipment including making arrangements for all necessary cabling, connection with power, utility and communications services and in all respects making the equipment ready for operational use. Upon completion, the vendor shall notify Orissa Telecom Circle that the equipment is ready for use.

42.3.Risk of loss prior to installation: During the period that the equipment is in transit and until the equipment is installed and ready for use in Orissa Telecom Circle and its users' premises and acceptance tests are successfully completed, the vendor and its insurers, if any, shall relieve Orissa Telecom Circle of all risks of loss or damage to the equipment. After the equipment is installed, ready for use and has been accepted all risk of loss or damage shall be borne by Orissa Telecom Circle except where the damage is attributable to vendor's negligence or to defects Orissa Telecom Circle could not reasonably have discovered.

42.4 Manning  of  the call center : As a part of  this contract the vender is responsible for successful operation  ( manning  of  the call center) as per rates agreed upon , conforming to the terms and conditions laid down for the same. 
43 .INCIDENTAL SERVICES

The  Supplier is required to provide the following services:

· Performance and supervision of on-site assembly and start up of the supplied goods.

· The hardware vendor should take care to resolve any problem arising due to Hardware or operating system at the time of loading the Software including application software / Oracle RDBMS, IBM , MQSI, Oracle CRM, Call  Center hardware and software etc. in close co-ordination with the respective vendors. The hardware should be compatible with the software to be loaded, and contain the necessary driver software etc. 

· The above clauses shall apply in respect of all the items indicated in the    specification.
44.PAYMENT SCHEDULE

44.1.Bills  are  to be preferred by the  successful  tenderer, in triplicate, enclosing    stamped   pre-receipt.    Bills shall be settled as follows:

60% - On receipt of the hardware / software items in good condition by the Purchaser /consignee along with Delivery Note, Test Certificate, Excise Gate Pass, if any etc.

30% - On successful validation by Orissa Telecom Circle.

10% - After 6 months from the date of taking over by the consignee after installation, testing , commissioning and operation by the contractor and on completion of any other obligation arising out of this contract.

44.2.Any  statutory variation of Duties/Taxes  before placing  the purchase order shall be to the Purchaser’s account.   Any increase  that takes place after the placement of the  purchase  order  shall be to the supplier’s account.  But, the benefit of any downward revision shall go to the Purchaser.

44.3.Failure to perform: In the event that the vendor fails to perform any substantial obligation under this agreement and the failure has not been satisfactorily remedied within 30 days after written notice is provided to the vendor, Orissa Telecom Circle may withhold without any penalty all amounts due and payable to the vendor until such failure to perform is remedied or finally adjudicated.

44.4.Transfer of Title : Before any payment is made, the vendor shall provide a statement guaranteeing that all equipment and materials including those of its subcontractors are free of mechanical leans and encumbrances.

45.EQUIPMENT INTERFACING

The vendor shall acknowledge the right of the Purchaser to connect equipment supplied by others that is compatible with the vendor’s system. Such equipment includes, but it is not limited to, peripheral equipment, terminal devices, computers and communications equipment.

46.EXECUTION OF WORK INCLUDING CABLING

46.1.The vendor shall perform all work required to make the product or its several parts come together properly to fit the space allocated for its placement and to make provisions for the equipment to be received for work by other vendors. This work shall include all cutting of floors, walls and ceilings that may be necessary to install the equipment and cabling as well as the restoration of such surfaces to an approved condition.

46.2.The vendor shall take necessary precautions to protect the building areas adjacent to its work. The vendor shall be responsible and liable for any building repairs required as a result of its work and caused by the negligence of its employees. Repairs of any kind that may be required shall be made and charged to the vendor or deducted from the sums due to him.

47.TRAINING

The successful bidder shall provide /arrange   adequate  training free of cost  at a  Professional level to the users  in installation, operation and maintenance of the system  as under .  The training course will be conducted only after complete installation of the system.  Conduct  of training of the Purchaser’s personnel for the products procured  shall  be  at  the  supplier’s cost.  The bidder shall provide all training material and documents free of cost to all participants. 

47.1.The selected vendor shall be required to impart training to the personnel of Orissa Telecom Circle at various levels as follows:
	SN
	Item
	Course Curriculum
	Duration
	No. of  Officials to be trained



	1
	Callcenter component
	Hardware & Software details of the system ,Operation & Maintenance of the system ,Trouble shooting  and Common faults, System Administration
	80 Hours
	20

	2
	Agents
	Managing of position, Handling the subscriber query, querying the data, etc


	80 Hours
	40

	3
	Server
	Basic principles of installation, loading of operating systems, tuning the system for optimum performance, hardware upgrading, system maintenance and administration, back up ,System Design ,Data flow & Data Back ups ,Development of software programs & modifications ,Operation
	80 Hours
	20



47.2.The training shall be imparted FREE OF COST. 

47.3.The tenderer shall also provide all training materials and documents FREE OF COST.

47.4.Conduct of training of the Purchaser’s personnel shall be at Bhubaneswar in all cases, and on-site in respect of assembly start-up operation, maintenance of the supplied goods. In case, the supplier is not the manufacturer of the goods supplied, the training related to such items shall be arranged to be conducted through the manufacturers concerned. 

48.PROJECT SUPPORT

48.1.Staff quality: The vendor shall exercise due care to choose and manage its personnel so that only suitably disciplined and responsible representatives shall be operating at all locations.

48.2.Training: The vendor shall provide appropriate training to Orissa Telecom Circle on the operation, maintenance, and management of the vendor’s products as described in the tender document and its attachments and appendices.

48.3.Documentation: The vendor shall provide Orissa Telecom Circle with three sets of each manual required to effectively operate the system as described in the vendor’s proposal. Vendor must warrant that these manuals are the only manuals necessary for the operation of the system. The vendor shall include any other manuals and program descriptions it considers helpful to Orissa Telecom Circle. All documentation and printed materials provided by the vendor may be anyone for the internal use of Orissa Telecom Circle and that no charges are made by anyone for such reproductions. Whenever the document is in electronic form, CD-ROMs or appropriate media shall be made available to the Purchaser.

48.4.Emergency response: Orissa Telecom Circle shall be provided with access to an answering service or operator for the purpose of requesting vendor assistance during times of emergency. A vendor representative must have a response time of one hour or less during non-work hours, weekends and holidays until full acceptance of the installed system by Orissa Telecom Circle.

49. SERVICES TO BE OFFERED 
49.1.
Billing Services.

(i) Receipt of bill payment details from Subscriber.

(ii) Bill enquiry – Duplicate bill by FAX. Outstanding bill amount of  - current billing cycle / previous cycles etc.

(iii) Complaints – Excess billing, excess metering, non-receipt of bills, wrong disconnection etc.

(iv) Application for change of address ,details of service procedures, various deposit scheme etc.

49.2.
Operation Services.
· Application forms (New Telephone Connection,  All India Shift, Local Shift, Accessories, Internet, Leased Lines etc.).

· Delivery By FAX

· Delivery by Internet.

· Shift Telephones – Status, Request.

· Commercial Services : (Enquiry on status on provision of NPC, STD/ISD &   

· Additional phone-plus facilities).

· Complaint Booking Service.

· Long duration fault (Operator)

· Others.

· Leased line management (Operator)

· Delay in provisioning (Operator)

· Status of new connection (Operator)

49.3.
Information Services.

49.3.1.   Directory Enquiry (DQ) including National Directory Enquiry.

49.3.2   .Phone plus services (E-mail should work within it).

49.3.3.  Change of PIN

49.3.4.   Interactive Change Number Services


    Note.  1. 
Operator assistance can be obtained at any stage dialing digit 9.


   
          2.
Audit trial should be logged for all PIN services

49.3.5.  Payment Reminder service, and any other outbound calls to specified 

            customers  with  specific announcement.

49.3.6. Complaint  booking Services (FRS).

49.3.7.  Changed Number Announcement system.

49.4 
Fault Management system 

This facilities Registration of fault based on major attributes like fault category (user defined – like billing, commercial, line/equipment fault, Leased circuit etc.), assignment of priority based on type of grievance/category of customer, generation of trouble ticket number and support enquiry.

Assignment of fault to the responsible persons based on grievance type, fault status tracked through inputs, correct identification of faults based on reported system (IVR) system should be able to verify the faults reported as cleared), fault monitor and fault linking of multiple related faults etc.

49.5 Intranet access to Remote  user of Front office application.

There are many remote users in different BSNL exchange buildings who will need to have access to the complaints status of subscribers and will need to also update the same from remote locations. BSNL prefers to offer a PC/ browser access to these remote users to access the front office application for status availability and updates.

The remote users in the exchange will be able to access the customer complaints status pertaining to his section and be able to modify/update the status as required.  The same Fault escalation and alert shall happen depending on service level norms or as per user defined rules.

49.6 Reports & Management Information system.
Summary Reports from the Front office applications on the customer calls and related types of complaints and their status should also be available.  Standard report like analysis report, summary, pending and overdue grievances, status of selected grievances, details of selected grievances shall be possible.  The reports shall be selected based on grievances type, unit, employee, period of registration etc.  The reports shall be customized as per requirements.

49.7 Customer Access over Internet .


A customer landing at the Orissa Telecom Circle web site shall have provision at the all URLs by way of call back button wherein a screen would be presented to the customer to initiate response from agents in the form of voice call at a pre defined time, E-mail or FAX.

To enable the above facility the Front Office application Integration with BSNL applications is to be done as under –

(a) For FRS service, the Call Centre will interact with FRS and the method of query will be as details below:

· The complaint booking service shall work in conjunction with the FRS application (external ). The complaint booking and enquiry shall be provided by interacting with the FRS  application.

· The call center will accept complaints, pass on the complaint to the FRS application and obtain a docket number and announce to the subscriber.

· Further processing of the complaint will be the responsibility of the FRS system

· The status on the complaint booked shall be provided by interacting with the FRS system.

Complaint booking through FRS as detailed above is to be covered.  However, the integration of call center with FRS system, for the purpose of knowing detailed fault history of the customer, is included in the project.

(b) For commercial and billing related services CALL CENTER will interact with Commercial & TR Billing Package   

(c) For changed number announcement, the Call center will be integrated with data from the CNA Server system  (via WAN) or the Directory Enquiry Server.

(d) For Directory Enquiry service, the Call center shall integrated with data from the Centralised \DQ system through the server at   Bhubaneswar.

(e) For operating procedure on various facilities, the Call Center will retrieve information locally  from a knowledge base and provide text to speech transformation at least.

(f) For FAX on demand for receiving various forms, Call Center can collect the information from either centralized database  or Area Database or from local database and sent over FAX.  ATLEAST FOUR PORTS SHOULD BE PROVIDED FOR FAX.  IVR should be able to assign ports dynamically for Fax  application.

(g) Up gradation of bill status by customer. Customer should be able to dial his bill receipt number through IVRS and System should facilitate AO(TR) to cross check for up gradation of billing records.

                             DEPUTY GENERAL MANAGER (IT)

                                 BSNL, ORISSA TELECOM CIRCLE

3RD FLOOR , DOOR SANCHAR BHAWAN , 
UNIT-IX ,BHUBANESWAR-22
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	SECTION –V , SUB SECTION-I

	TECHNICAL SPECIFICATIONS


FUNCTIONAL REQUIREMENTS

1.0 Introduction

The functional requirements of Call Centre shall be to provide various services as  mentioned in Sub section-I and also the services that are likely to be offered in future.  This Section includes the essential features of Call Centre.

The supplier may specify any other features that are desirable and supported by their system for providing the services.                                                                                                                                   

2.1         Accessing of the Call Centre

2.1.1     The Call Centre shall serve the purpose of a customer service centre and also handle incoming and/or outgoing telephone calls from/to the subscribers, in support of the customer services provided by BSNL as a service provider.

2.1.2 The person authorized by BSNL manning the Call Centre position is called an Agent.  The Call Centre shall be accessible in the following ways 
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Customer
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Fig: 1 Role of Call Centre in BSNL Network

2.1.2.1    By Telephone:  The subscriber accesses the Call Centre by dialing a 3/4-digit access code.  The PSTN exchange will send all or last few of the digits to the Call Center.  The Call Centre shall Intelligently answer the call, identify the service requested based on the digits received/dialed   by Subscriber through interaction and shall intelligently route the call.

2.1.2.2    Through FAX:  The Call Center shall receive the service requests sent by FAX and also provide certain information, by automatically transmitting FAX message, on request by the subscriber.

2.1.2.3      Through Internet:

(i) The call center shall be web-enabled to offer web based interactive services on the Internet.

(ii)      An Internet subscriber through a web browser can request a service or query the databases with password access in respect of web based services.

(iii)       The Call Center shall provide such web browsing capability on the agent's position as well.

2.2 Intelligent Answering 

2.2.1    The Call Center shall have the function of requesting for the Calling Line Identification (CLI) or the Automatic Number Identification information from the telephone system.

2.2.2     The Call Center shall identify the type of service requested by the subscriber based on the dialed number also called Dialed Number Identification (DNI) in case of Dialed Number Identification Services (DNIS).

2.2.3   Depending on the DNIS, the call shall be either routed to an IVR or agent.

2.2.4    When the call is routed to an IVR the information such as CLI, DNIS, etc., shall be passed on to the IVR, based on which the IVR shall initiate an appropriate application.

2.2.5   The IVR shall transfer the call to an agent position on request of the subscriber/when the query is too complex to be handled by the IVR, along with information collected from the caller.

2.2.6   When the agent answers the call, the subscriber's relevant information as per the service request being processed shall be presented on the agent's computer screen, eliminating the need for the agent to repeat the questions asked by the IVR unit.

2.2.7   In some of the applications, the IVR may route the call directly to the agent position soon after the welcome message.

2.2.8 When a call is routed to an agent position, the Call Center shall bring up an appropriate screen based on the service requested for each incoming call along with the information such as subscriber's name, address, type of subscriber, etc which is user programmable.

2.2.9 The Call Centre shall also display the following information pertaining to the subscriber.

(a) Against the current service, the pending application(s) request(s) and their status.

(b) Against earlier requests, the pending application(s)/request(s, if any and their status.

2.3 Call Queuing

 2.3.1 when the number of incoming calls exceeds the number of agents available to answer    them, the calls shall be queued.

2.3.2 The Call Center shall hold the call(s) until a specific agent is available to answer the call.

2.3.3 The Callers who are put in a queue shall be fed an announcement informing them of their status at regular intervals.

2.3.4 It shall be possible to play advertisements/announce new features offered while in queue.

2.3.5 The caller waiting in queue can exercise choice to go to any other service though interaction and in such cases he can come back to the queue in which he was initially waiting.

2.3.6 Visual Queue status monitoring shall be possible.

2.4 Intelligent Call Routing

2.4.0 The Agent position can be on LAN or WAN (Remote Agent) sitting at different location.

2.4.1 It shall be possible to predefine the agent position as per the service requested or to the particular agent(s) who normally handle the segment of subscribers to which the caller belongs.  The   routing shall be based on the CLI or DNIS information.

2.4.2 it shall be possible to generate and update segments of subscribers based on the type of                     

          subscribers, such as residential, low/medium/high calling commercial subscribers, new   

          subscribers, etc., and language preference, etc.,

2.4.3 The Call Center shall retrieve the source of information for segmentation from the billing System and through manual entry.

2.4.4 The Call Center shall support Transfer Load Balancing feature which allows,

(a) To transfer calls to different agents/agent groups uniformly and to the least-busy

Agent  /group.

(b) To allow agents to transfer calls to, and conduct conference calls with, other agents 

While viewing the same on -screen information 

2.4.5 If a subscriber abandons/disconnects the call while waiting for an agent, with a request to call back, the Call Center shall record the list of such numbers and automatically Make the call proactively and offer to the respective agent(s).

2.4.6 The Proactive dialing shall be part of predictive dialing /auto dialing feature mentioned below.

2.4.7 The Call Center shall indicate the fact on the agent's screen and further process the call.

2.5 Interactive Voice Response (IVR)

2.5.1 The IVR shall prompt the caller for dialing digits as input and use that response to perform actions on a database.

2.5.2 the database options usually involve retrieving particular record(s) and perform read/write operation in the course of performing transactions

2.5.3   The IVR applications shall support recording of speech in digit form in Hindi and Local                    

            Language (s) combined with text-to-speech technology in English.  Which allows ASCII stored   words/phrases, alphabets and Numbers. Text-to-speech technology shall be quoted as optional item.

2.5.4 The IVRS application shall support the following features.

(i) Change the speed and volume level of a message.

(ii) Speak Information stored in an electronic audio file.

(iii) Read aloud text stored (refer 2.5.3)

(iv) Recording the voice and storing in digital form

2.6  Predictive/Auto Dialing

2.6.1   Through the feature of Predictive/Auto dialing, the Call Center shall automate the outbound   calls.

2.6.2   The phone numbers shall be stored in a central database.  The system automatically dials the numbers and transfers each call to an available appropriate agent and the call is answered.

2.6.3 The Call Center shall be capable of determining when to place the next call, based on the    volume and average length of calls.

2.7  Voice Mail

2.7.1 The Call Center shall support the Voice Mail feature, which provides the basic ability to record, Store, and manipulate spoken messages.

2.7.2   The subscriber of the Voice Mail can, activate the Voice Mail by activating call forwarding facility (on no reply/busy) on his telephone to a specified Call Center access code.

2.7.3   The Call Center shall discriminate the Voice Mail calls based on the digits received, with the Feature of DNIS.

2.7.4   The system shall support announcement of detailed greetings that tell the caller (A-party) that the Called subscriber (B-party) is not available/busy, get the B-party telephone number from A-party and facilitate recording of message of A-party.
2.7.5    The system shall support voice mail notification and announcement of message to the B-party by Automatically dialing the subscriber number.

2.7.6   The system shall support retrieval of the voice mails by the subscribers through password access.

2.7.7   The application shall support the following features.

(i) Distinguish the voice mail call from the normal calls

(ii) Play message to callers and define a menu of choice

(iii) Recognize Decadic/DTMF tones

(iv) Record, play, forward and delete messages from callers

(v) Message Retrieval/Copy messages to third parties

(vi) Voice Mail notification

(vii) Speech Compression shall be programmable between 32 kbps and 16 kbps

2.8 Information access and application processing

2.8.1   External Applications

2.8.1.1   In the BSNL Network, the Customer Service applications such as Commercial Billing, Directory Inquiry, Fault Repair Service, etc., are either integrated on a single platform or on different systems discretely.

2.8.1.2 The Call Center shall query and update the relevant information by interacting with such systems already available in the network, which the Call Center is serving, through appropriate hardware and software interfaces.

2.8.1.3 The supplier shall provide necessary hardware software at both ends for interfacing to    these systems without calling for any modifications in the existing systems. 

2.8.1.4 The Call Center will be interfaced to these systems in any of the following modes.

(a)  As a work station in the LAN/WAN

(b)  As a local/remote user terminal

2.8.1.5   The access to these applications shall be through password security both at the Call Center as well as the application.

2.8.1.6  While interfacing with the external application the Call Center display the screen preferably in the Same format as it is displayed on the user terminal of that particular system as the agents are conversant with the user screens of the system, along with the with additional information related to the service request. 

2.8.2   Internal Applications

2.8.2.1 Call Center shall provide the applications internally, wherever the desired application is not available externally, in the segment of the network where the Call Center is working as per the requirements of BSNL. 

2.8.2.2  The internal databases are to be accessed in such internal applications.

2.8.3    Interactive Applications    

              The Call Center shall be capable of providing automated information access and application Processing to the Call Center agent as well as the subscribers.  Some of such applications are      given    below. 

2.8.3.1   Audiotex

2.8.3.1.1 Audiotex provides prerecorded information to callers.  The Call Center shall announce a menu of information available in the Audiotex.  The subscriber can make a selection by dialing a digit and then listen to the information.

2.8.3.1.2     The Call Center shall be capable of handing over the call to an agent, on request of the   subscriber for further assistance.

2.8.3.1.3 When the subscriber accesses the Auditex facility for knowing the details and operating procedure of additional facilities, the Call Center shall prompt the subscriber to register for the Facility /facilities and register the request, through PIN. Audiotex shall be available on demand by agent/customer.

2.8.3.2 Fax-on-Demand  (FOD)

2.8.3.2.1   Fax-on-demand provides fax facility which can automatically deliver the desired information on demand by fax to the subscriber.

2.8.3.2.2    The Call Center shall announce a menu of documents that are available by fax.  The subscriber can make a selection by dialing a digit and then the number of the fax machine to receive the documents.

2.8.3.2.3 It shall be possible to restrict the access to some of the services like duplicate bill (s) provided on   FOD through PIN so as to maintain privacy.

2.8.3.3 Receive and Store a Fax 

2.8.3.3.1   The fax calls will be made with a specified Call Center access code.  The Call Center based on DNIS, shall recognize, answer, receive, and store a fax transmission.

2.8.3.3.2       The Call Center shall indicate the receipt of fax on supervisor position and facilitate entry of the requests in the master database as a service request.

2.8.3.3.3   It shall be possible to transmit the fax message to another place by making an outgoing call, on instructions of the supervisor.  The master database shall be updated accordingly.

2.8.3.4 Interactive Fax Response (IFR):

  The Interactive Fax Response (IFR) allows the subscriber to automatically receive a fax in    response to a transaction performed through phone.

2.9 Automatic Notification/Dispatch

2.9.1 The Call Center shall support the feature of automatic notification, which makes use of automated out dialing and IVR to notify one or many subscribers of situations that require immediate attention.

2.9.2 In some of the applications it shall be possible to announce modified operating procedure/re- registration of the additional facilities, etc., 

*****

	SECTION –V , SUB SECTION-II

	


CUSTOMER SERVICES FROM CALL CENTER

3.0 Introduction 

            This Section includes detailed service description of various customer services to be provided from the Call Center. The Call Center architecture shall support creation of services as per the requirements of the user   without involving changes in the existing hardware and software.

3.1      Call Handling

3.1.1   The Call Center shall intelligently answer an incoming call, collect CLI and DNI, classify the call route the call, queue and process the service requests.

3.1.2    it shall be possible to reroute the call from one type of access to another type as per the application or on request of the subscriber, such as

(i) IVRS to agent's position and vice versa

(ii) Agents position to FAX on Demand (FOD) and vice versa

(iii) Agent's position to audiotex and vice versa 

(iv) One service to another without disconnecting the call, etc.,

3.1.2.1    The mechanism of call handing using various features of the Call Center, shall be typically as given in the flow chart in figure-2.

3.1.2.2      It shall be possible to change the flow chart by the user as per the requirement at a later  date.

3.1.2.3     Operator assistance can obtain at any stage-dialing digit 9.

3.1.3       Service to be provided
3.1.3.1   The role of the Call Center is to provide a single window for the customer services.  The Call Center shall integrate the concerned applications available in the network through appropriate interfaces in bring them to the Call Center platform. 

3.1.3.2 Personal Identification Number (PIN)
Optionally some of the services can be provided with Personal Identification Number (PIN) as per request from subscriber. 

(i) The Call Center shall provide a tool to generate the PINs unique to each subscriber and maintain the details and generate address slips along with the PIN for notifying the subscribers.

(ii) The Call Center while accepting requests for some of the Call Center Services, shall ask  subscriber to dial  the PIN and correlate the PIN with the CLI/subscriber telephone number. For the  Customer calling with personal identification numbers, the call will be mandatory routed to IVR for PIN related services and IVR will validate the PIN and if required will transfer the call to agent.

(iii)     The system shall support change of PIN by the subscriber through Change of PIN   service. In this case also the request shall be accepted by correlating the existing PIN with CLI/phone number. 

3.1.3.3         Service to be offered 

In broad way we can offer the following services:-

3.1.3.3.1.      Billing services

1. Receipt of bill payment details from subscriber.

2. Bill enquiry- duplicate bill by FAX, Outstanding bill amount of current billing cycle/ previous cycles etc.

3. Complaints- excess billing, excess metering, non-reciept of bills, wrong disconnection etc.

4. Application for change of address details of service procedures, various deposite schemes etc.

5. Billing reminder service.

3.1.3.3.2  Operation Services:-

1. Application forms(NTC, All India Shift, Accessories, Internet, leased lines.)

1.1 Delivery by FAX

1.2 Delivery by Internet

2. Shift of telephones- status, request.

3. long duration fault( operator)

4. Others

4.1 Lease line maintenance (operator)

4.2 Delay in provisioning (operator)

4.3 Status of new connection(operator)

3.1.3.3.3  Other services:-

1. Phone plus services (E-mail should work within it)

2. Change of PIN

3. Interactive change number services.

3.1.3.3.4
Operator Assistance


Note:-  1. Operator assistance can be obtained at any stage dialing digit 9.


            2.Audit rail should be logged for all PIN services.

3.2    The following services shall be available from the Call Centre -

(i) Customer Services

(a) Commercial Services

(b) Billing Services

(ii) Operation related Services
(a) Complaint booking service of FRS

(b) Bulk changed Number Announcement service. 

(c) Resetting/Activation of additional facilities through PIN

(d) Change of PIN

(iii) Information Services
(a) FAX on demand for receiving various forms

(b) Operating procedure of various facilities

(c) Interactive Changed Number Service

(d) National Directory Assistance service through Internet

(e) Miscellaneous/Planning related enquiries

3.2.1
Customer Services

3.2.1.(i)      The Call Center shall provide the service centers are authorized to be provided from the customer service centers by interacting with the application.

3.2.1.(ii) Generally the customer service centers are authorized to accept the service requests/complaints, acknowledge   and provide assistance in knowing the status of their service requests.

3.2.1.(iii)    Further processing of these service requests/complaints received in the customer service centers will be the responsibility of the officials of the concerned sections.

3.2.2 Commercial Services
3.2.2.1 the commercial services are related to service provisioning of new services and activities on the existing services.  Some of the commercial services are given below.

(i) New Connections
Phone, Telex, Circuits - TP/Speech/data, Data services such as INET, RABMN, Internet etc.,

(ii) Activities on existing connections: -
(a) Shift-Internal/External/Multi-exchange/All India etc.,

(b) Transfer of connection to legal heir, third party etc.,

(c) Closure-Safe Custody/Tee. Closure/Permanent Closure etc.,

(d) Additional facilities and attachments- provision/barring RSTD/STD/ISD, phone plus facilities, plan instruments, etc., 

(e) Licenses-Modem, EPABX, etc.,

(f) Entries in the directory

3.2.2.2   Access in by fax
  The service requests  by fax shall be handled in general in     the following way.

(i) Register the request and generate a key number as per the service requested for future correspondence/enquiries.  The format of the key number shall be user programmable which will typically contain (only numerals), service code (3 digits), the priority number for the service requested (5 digits) and date (6)  (DDMMYY)

(ii) Print the acknowledgement slip containing the key number, service requested, name and address of the subscriber, etc.,

(iii) Shall assign codes to each type of service and store the requests indexed on type of service, date/time, telephone number/exchange etc.,

(iv) Maintain and update the master database of the requests and facilitate updation of the status /action taken from time to time by the agent/concerned section.

(v) Assign codes to the status of the service requests while updating, the status of the application could be

(a) Request serviced.  Nature of action taken. If wait-listed, waiting list number is

(b) Under process and likely time period is

(c) Pending due to want of additional information

(d) Request not entertained due to…………etc., 

                          It shall be possible to add more number of status codes as per the requirements.

(vi)     Supplementing the request - whenever any additional information is submitted by the                

                         Subscriber against a pending request and Call Center shall update the database and    generate the acknowledgement slip for the additional information for the same key number.

(vii)    Shall not accept duplicate requests.

(viii) Support querying of the database based on the keys such as key number, subscriber name/telephone number, type of service request, date of application etc.,

(ix)  Support updation of the status for one or more requests based on the key numbers/service request/date of application etc., to facilitate easy updation.

3.2.2.3     Access by Telephone
The Call Center shall provide only the status of a pending application by telephone, in case of Commercial services.

            The Call Center shall perform Intelligent Answering of the call (refer Figure-1) and enquiries shall be handled in general through IVRS and further routed to the agent on request of the caller.

(i) Prompt the subscriber to dial the key number.  The options shall be,

· Dial the key number

· Dial a specified digit for agent's assistance when the caller does not know the key                Number or otherwise (to be a digit other than the first digit of the key number, say 0)

(ii) 
Receive the key number or route the call to appropriate agent's position and handle    as    per   Figure-1 when,

(a) The caller dials the specified number or

(b) Does not dial any digit nor key number 

(iii) 
Announce the status of the request 

(iv)
 After which the option shall be to

(a) Dial a specified digit for agent's assistance

(b) Hang up

(v) 
The call shall be either routed to agent's position and handle as per Figure-1 or terminated after a predefined timeout for choosing the option.

3.2.3           Billing Services
3.2.3.1
     Access by fax

    The service requests in  by fax shall handle in general in the following way.

(i) Bill Enquiry -

(a) The Call Center will be authorized to interact with the billing application to query the database though the logging in procedure applicable for a user terminal of the billing application.

(b) The Call Center shall allow access to the billing application though a second level of password for security reasons.  The supervisor will control the allotment of the password.

(ii) Complaints and various applications -

(a) Register the complaint/application and generate a key number for future correspondence/enquiries.  The format of the key number shall be user programmable which will typically contain (only numerals), service code (3 digits), the key number for the service requested (5 digits) and date (6)

(b) Print the acknowledgement slip containing the key number, service requested, name and address of the subscriber etc.,

(c) Shall assign codes to each type of service and store the requests indexed on type of service date/time, telephone number/exchange etc.,

(d) Maintain and update the master database of the requests and facilitate updation of the status/action taken from time to time by the agent/concerned section

(e) Assign codes to the status of the service requests while updating, the status of the application could be

· Request serviced 

· Under process and likely time period is……….

· Pending due to want of additional information………

· Request not entertained due to……………..        Etc.,

(f)       Supplementing the request - whichever any additional information is submitted by the subscriber against a pending request and update the databases and generate the acknowledgement slip for the additional information for the same key number. 

(g)     Support querying of the database based on the keys such as key number, subscriber name/telephone number, type of service request, date of application etc., 

(h)        Support updation of the status for one or more requests based on the key Numbers/ service  request / date of application etc., to  facilitate easy updation. 

3.2.3.2   Access by Telephone

3.2.3.2.1   By telephone, the Call Center shall provide only the enquiry service, in case of 

(a) Bill enquiry

(b) Complaints and applications

(i) BILL ENQUIRY

           The Call Center shall perform Intelligent Answering of the call (refer figure-I) and enquiries shall be handled in general through IVRS and further routed to the agent on request of the caller. 

(a)    Prompt the subscriber to dial

Step-1

· A specified digit for bill amount of the current billing cycle or

· A specified digit for the outstanding bill amount or

Then,

Step-2

· A specified digit for announcing the information or

· A specified digits for sending the duplicate bill by fax, if so get the fax no. Dialed by the subscriber.

(b)
 Receive the digit, query the external database through the two levels of password access                 

            Automatically and announce the amount or send by fax and also through Hot Fax.  

                                        Or



Intelligently route the call to agent's position as per Figure-1 when the subscriber opts or    does not dial any digit.

(c)
 When the request is handled by the agent, it shall be possible for the agent to obtain the fax number from the subscriber and invoke FOD feature. 

(ii) Complaints and applications



The procedure to be followed is same as 3.2.1.2

3.2.4 Operation related services



The operation related services are, 

(a) Complaint Booking service of FRS

(b) Bulk Changed Number Announcement Service

(c) Resetting/Activation of additional facilities through PIN

(d) Change of PIN

3.2.4.1    Complaint Booking Service

3.2.4.1.(i)   The complaint booking service shall work in conjunction with the FRS application (external). Interacting with the FRS application shall provide the complaint booking and enquiry.

3.2.4.1.(ii)   The Call Center shall accept complaints, pass on the complaint to the FRS application and obtain a docket number and announce to the subscriber

3.2.4.1.(iii)   Further processing of the complaint will be the responsibility of the FRS system.

3.2.4.1.(iv)  Interacting with the FRS system shall provide the status on the complaint booked.

3.2.4.1.1     Access by telephone

            The Call Center shall perform Intelligent Answering of the call (refer figure-1) through   IVRS and further routed to the agent on request of the caller.

(i) Prompt the subscriber to dial a specified digit for complaint/enquiry;

(ii) For booking a complaint   

    Step - 1:

· Prompt to dial the faulty telephone number

                  If the subscriber does not dial the telephone number within timeout period.  Intelligently route the call to agent's position as per figure-1.
     Step - 2

                  Prompt the subscriber to dial specified digit for various types of complaints

· Such as no dial tone, faulty instrument, no incoming call, etc., or

· Agent’s assistance

            Receive the digit and book the complaint in the FRS system, obtain the docket number and              

            Announce.

                                                                                   Or

            If the subscriber does not dial any digit, register the complaint under 'others' category in the FRS System and announce the docket number

(iii)
 For enquiry, prompt the subscriber to dial the faulty telephone number, interact with FRS and announce the status to the subscriber.  Then, prompt the subscriber to dial a digit for agents Assistance or disconnect the call.

            If the subscriber does not dial the telephone number within timeout period, intelligently route the call to agent's position as per Figure-1.

3.2.4.2  Bulk Changed Number Announcement service 
3.2.4.2.1 The Call Center shall invoke the feature of Automatic Notification/Dispatch (refer section 2.9), for notifying the subscriber the change in their telephone number.

3.2.4.2.2     In case of area transfers without involving number changes, it shall be possible to notify the subscribers to re-registration of the specified additional facilities or announce modified procedure(s) of some of the additional facilities.

3.2.4.3 Resetting/Activation of additional facilities through PIN

3.2.4.3.1   Using this facility the subscriber can register his request to reset/activate additional facilities. The Call Center invokes the feature of Audiotex (refer section 2.8.3.1).

3.2.4.3.2   The Call Center shall prompt the subscriber to register his request, through PIN.

3.2.4.3.3    The Call Center shall on instructions of the user shall print the requests registered date wise, facility wise, caller's exchange wise, etc.,

3.2.4.3.4    It shall also be possible to forward the print out by fax to the specified exchange.

3.2.4.4 Change of PIN

             The Call Center shall support change of PIN as per the procedure explained in 3.1.3.2.(iii)

3.2.5 Information Services



The information services are,

(i) FAX on demand for receiving various forms

(ii)  Audiotex for operating procedure of various facilities

(iii) Interactive Changed Number Service

(iv) National Directory Assistance service through Internet

(v) Miscellaneous/Planning related enquiries.

3.2.5.1 Fax on Demand for receiving various forms

The Call Center shall invoke the feature of FAX-ON DEMAND (refer Section 2.8.3.2)

3.2.5.2 Operating procedure of various facilities

The Call Center shall invoke the feature of Audiotex (refer section 2.8.3.1)

3.2.5.3 Interactive changed number service

(i) The Call Center shall receive the digits of old number from the subscriber query the internal database and announce the new number to the subscriber

(ii)  The call shall be routed to an agent's position, in case of any difficulty in dialing the digits or on request of the caller.

3.2.5.4 National Directory Assistance service through Internet

(i) The Call Center shall provide the National Directory Assistance Service through the web enabled feature (refer to offer 2.1.2.5) 

(ii) The Call Center will be accessed through a web page for providing this service.

(iii) The Call Center shall be interfaced with the Directory Enquiry (DQ) application (external)

(iv) The queries can be.

(a) By telephone for the directory assistance of another city to be provide by agent

(b) By an Internet user through web for the directory assistance of local (DQ) database of that city.

(v) The Call Center will accept the queries through key words for name, street name, locality, phone number, etc., available in the DQ system and in turn query the database of DQ system and provide the same to the user.

(vi) The Call Center shall provide such web browsing capability on the agent's position as well for handling the service through telephone.
3.2.5.5          Miscellaneous/Planning related enquiries

(i) This information shall be provided form the agent's position, by querying the local database.

(ii) It shall also be possible to provide the access to this information through a web page, by converting the database to a standard format compatible to Internet

(iii) The Call Center shall provide such web browsing capability on the agent's position as well as for handling the service through telephone.

3.3 The Call Center shall be capable of offering new services as per the policies of BSNL time to time with the features of the Call Center mentioned in Section-V and provide necessary service creation tools for the user to create the services with the existing   Hardware and software without   any modifications.
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Fig: -2. Typical Call Handling Mechanism

	SECTION –V , SUB SECTION-III

	


ARCHITECTURE OF CALL CENTER

4.O   Introduction

            This Section includes the architectural over view of the Call Center and   the hardware and software standards of the Call Center.



The essential components of a Call Center are the hardware and software required to provide Computer Technology Integration (CTI) for the desired services to be provided through it.

a.  Functional Architecture



The functional architecture of the Call Center is given in figure - 3.
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                                  Fig: -3. Functional Architecture of Call Centre

4.1.1     Customer Access Interface:  The Call Center architecture shall provide the customer access by telephone,  fax and Internet.

4.1.2    Call Manager:  The Call Center architecture shall provide the tools to monitor, manage, and report on the requests handled and the resources of the system as a whole.

4.1.3   Agent Tools: The Call Center architecture shall provide necessary tools to the agent to see, hear and to interact with the system.

4.1.4  Customer Service Applications:  The architecture shall provide the applications necessary to provide various customer services mentioned in  Sub section-II.
4.1.5 Call Center Applications:  The architecture shall provide the applications necessary to have the functional requirements mentioned Sub section-III.
4.1.6 Intelligent Middleware:  The Call Center architecture shall provide the middle ware necessary to the hardware and software interface to the local/internal databases and external applications.

4.1.7 Development Environment:  The architecture shall provide the tools to create and customize     the Call Center environment, as per the requirements of the user.

4.2 Physical Architecture:

4.2.1   Call Center (CC)

4.2.1.1          The Main Call Center is centrally located, generally in a SSA head quarters and shall handle a large number of service requests.  The physical architecture of the CC is given in Figure - 5.

4.2.1.2 The CC shall be interface to all the external applications.
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                                                                                                                                           External

                                                    LAN                                                                              Application

       


                                                                                



















                     Fig: -5 Physical Architecture of Main Call Centre.

4.4.2.4 The system architecture shall have typically the following components.  The components of CC such as ACD and IVRS, CTI and Database Server shall be integrated in single platforms.  The Database Server shall have the feature of intelligent firmware.  The ACD shall provide the Voice Mail Service.

· PSTN Interface

· Automatic Call distributor

· Interactive Voice Response System  (IVRS)

· Computer Telephony Integration (CTI) server

· Database Server 

· Interfaces to external applications

· Wide Area Network (WAN) for data communication between the CC and external applications  

· Printer(s)

4.4.3       Call flow and CTI server Relationship

A) Call direct to IVRS and route to different tier of operators (Call Screening)
                                                                                                                                          Data path

                                                                                                                                                    

                                                                                                                                          Voice path

                        

                                


B) Call direct to operator without IVRS (either via an queue or directly to the agent) 

                                                                                                                                    Data path

                                                                                                                                                  

                                                                                                                                          Voice path

                        

                                


4.4.4 Agent Telephone Set

             The Call Center shall provide an agent telephone set with keypad and head set jack.

4.5 Hardware and Software Standards
4.5.1 The computer Telephony System shall be built around comprehensive reference architecture, Incorporating various applications and technologies.

4.5.2 The system shall be complaint with standard architectures like Supplier Signal Computing System Architecture (SCSA) an provide a common set of hardware and software specifications that the manufacturers can use to build computer telephony systems so that the product will work with the products of other vendors.

4.5.3    The system shall be complaint with international standards for the following and the supplier shall mention the standards followed.

(a) Low-level bus and hardware interfaces

(b) High level applications programming

(c) Software interfaces

4.5.4 Telephony Application Objects 
4.5.4.1        The Telephony Application Objects for media processing shall have open, hardware independent architecture for deploying multi-vendor, client server computer telephony applications.

4.5.4.2             The Telephony Application Objects shall support various applications, which can be multi-vendor applications, sharing a common server and resources to have an integrated approach for media processing and switching services.

4.5.4.3      Through this approach it shall be possible to modify, add or expand the existing services.

4.5.5 Application Programming Interfaces (APIs)

4.5.5.1       The APIs, which are client applications to communicate with the computer telephony server, shall meet international standards such as SCSA.

4.5.5.2         The APIs shall be of the following types.

(a) Technology Resource APIs

(b) System Service APIs

4.5.5.2.1       Technology Resource APIs:  These APIs shall provide access to available technologies of the call center such as voice processing, fax, text to speech etc.

4.5.5.2.2       System Service APIs:  These APIs provide access to the core system services that control the computer telephony server.  The services include establishing and terminating sessions, managing and storing data, grouping and ungrouping resources and cal control (setup, monitoring and    disconnection of telephone calls).

4.5.5.3            Call Control APIs

4.5.5.3.1 The call control applications shall be augmented with the media processing applications.         

          The Call Control APIs shall meet international standards such as Telephony Services Application Programming Interface (TSAPI), which is a networking tool for controlling telephone call processing hardware.

4.5.5.3.3        The call control model shall also support System Call Router approach in future, which is under standardization.

4.5.6 Database Standards

4.5.6.1.1       The database system used in the Call Center for all the internal applications shall conform to Relational Database Management System (RDBMS) such as ORACLE, SYBASE etc. 

4.5.6.1.2        The databases such as Directory database, planning related information, etc., used for providing access through web shall be web enabled confirming to ODBC (Open Database Complaint) or   JDBC (Java Database Complaint).

4.5.6.1.3         It shall be the responsibility of the supplier to make these databases web enabled   through Necessary hardware/software interfaces.

*****

	SECTION –V , SUB SECTION-IV

	


OPERATIONAL AND QUALITATIVE REQUIREMENTS

5.0     Introduction

                This Section includes the operational and qualitative requirements viz., environment conditions, EMI, power supply requirements, infrastructure requirements and the qualitative requirements of the Call Center.

5.1      All ITU-T Recommendations referred in this document, the latest release from the ITU-T shall be   applicable. 

5.2 All TEC generic requirements referred in this document, the latest release shall be applicable.

5.3 Environment Conditions

           The system shall satisfy the Environment Conditions as specified under category 'A' of BSNL QA Document QM-333.

5.4 Electronic Interference

           The System shall conform to the EMC standards as indicated in annex I of the TEC generic requirmentNo. G/PRI-01.  A test certificate and report from an independent test house of international repute shall be acceptable.

5.5 Power Supply

           AC Mains supply of 230 Volts with a tolerance of -15% to +10% and frequency of 50 Hz  + 2 Hz would be available.   In buildings where switching systems are housed, DC power supply of nominal -48 V (varies from -40 to -57 V) is also available.  UPS and other power requirements are to be specified by the system supplier.  Relevant TEC Generic Requirement G/SMP-01/03Mar 97 may be referred.

5.6  Building

It shall be possible to accommodate the equipment in buildings constructed to the following specifications

                   Floor loading                    400 Kg/Sq.M

                   Clear Ceiling Height         2.9 Met.

Fluorescent lamps for general lighting to a level of 300 Lux are usually provided in the equipment rooms.

5.7  Qualitative Requirements (QR)

5.7.1   The supplier/manufacturer shall conform to ISO 9000 certification.  A quality plan describing   the quality assurance system followed the manufacturer shall be required to be submitted.  Alternatively the equipment shall be manufactured, as per guidelines issued by Chief General Manager Quality Assurance wing of BSNL vide document No. QM205, QM206, QM210 and  QM301.

5.7.2     All the components used are to be approved and qualified as per the procedures of the QA wing of BSNL.  The source of procurement of components is also required to be submitted by the manufacturer. 

5.7.3   The failure of any component/subsystem in the system shall not result in the failure of complete system.

5.7.4 List of all components for which second source is not available should be provided.

5.8 Documents

              The requirements are described in Sub section-X
5.9 Installation and Testing

             The requirements are described in Sub section-IX
5.10 Software Maintenance

5.10.1 The supplier shall undertake to supply on continuing basis all software updates for new features free of cost, for a period of seven years from the date of taking over of system by the BSNL.  They shall be implemented free of cost by the supplier at all sites.  These updates shall include new features and services and other maintenance updates, as and when required by BSNL.

5.10.2    The supplier shall have the facilities for software maintenance like software debugging, patch development, patch verification, patch implementation at sites, version control of software, document generation and repository of working versions.

****
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INTERFACE WITH VARIOUS SYSTEM

6.0       Introduction

The Call Center shall be interfaced to various external applications and the Secondary Call Center through appropriate interfaces, as discussed in this Sub section.  All the interfaces shall have hardware diversity to facilitate reliable on-line transaction processing.

6.1       The Call Center shall interact with various systems through the user interface, which is specific to each system without calling for any changes in the existing systems.

6.2      Interface with PSTN
    The Call Center shall support the following PSTN interfaces.

i) Direct Exchange Line (DEL)

ii) Analog 4 wire E&M interface

iii) E1 links with Indian R2 MFC signaling

a) Signaling

· DTMF

· Pulse

· DEL

The interface shall be as per the switching GR G/LLT-01 Sep'98.

6.3       Interface with Billing. Commercial, FRS and DQ Applications
6.3.1   The Call Center shall be capable of interfacing with the external integrated platform for customer services namely Billing and Commercial (Trichur) Software working on Unix platform.

6.3.2   The interfacing with this application shall be as the GR for Hardware Requirements for Dot SOFT   GR No. G/DSW-01/01.Sep.98.

6.3.3   The FRS system is working on host based system in a distributed way on Novel platform using clipper application. More over the FRS booking is done on IVRS system also, the DQ system is working on a Unix server . The Call Center shall be interfaced to these existing external applications, which are either integrated on a single platform or discrete systems, in the LAN/WAN configuration or in any other interface specific to the system(s) as per the requirement of the site. In future call center should be able to interface with CNMS system, which is under implementation in Jaipur for Centralized Subscriber management of 40 different exchanges at a single place.

6.3.4   The interface shall be subsequently changed over to the Dot SOFT/CCMS system after it is installed at a later date.

6.3.5 The Call Center shall provide I/O devices to manually copy the inputs from storage medium such as floppy, Cartridge Tape and DAT tape. 

6.3.6.  Intelligent Workstation interfaces.
a) The configuration for the Intelligent Workstation for supervisors and agents should be as follows -

· Intel P 4 and above 

· 128 MB RAM or more

· 20 GB hard disk or more

· Windows operating system

· 15” Color Monitor

· Standard Serial/Parallel/USB ports

· 10/100MBPS Ethernet card 

6.3.7.     Interactive Voice Response System (IVRS) Interface.

              The CTI server is able to interface to the common IVRS system using TCP/IP socket communication.

6.3.8.      System Functionalities:

6.3.8.1    Call Information

a) ANI/DNIS Capturing 

ANI (Automatic Number Identification) and DNIS  (Dialed Number Identification)  will be captured by CTI server and transmits to the intelligent workstation or IVRS system selected. The solution provider will specify any limitation on the length of ANI (Min. will be 8) and the length of DNIS  (Min. will be 5) 

b) DNIS Message Display

           Dialed number will be translated to a meaningful message and then displayed in the screen of agents instead of a number.  The agents are able to know what kind of services the caller is looking for and where the call is coming from.

c) Application activation

            DNIS is also used to activate corresponding application in Intelligent Workstation.

d) Caller Information Display

e) ANI capture for abandon calls.

6.3.8.2.   Coordinated voice and data transfer via CTI server

             The proposed CTI server supports coordinated voice and data (Up to 2K Bytes) transfer for the following cases:

· From Agent to Agent

· From Agent to Queue

· From IVRS to Agent

· From IVRS to Queue

6.3.8.3.    Call Transaction Log

a) The CTI server will create a Call Transaction Log for both inbound and outbound calls automatically while a call is received by the ACD system.

b) The Call Transaction Log are saved in the hard disk of the active CTI server automatically while the call is dropped (customer or agent)

c) The Call Transaction Log will contains the following information:

· Time of call coming into ACD

· Time of call answered by agents

· Time of disconnect

· Duration of call in ACD

· Call handling time of agents.

· Both source and destination operator ID

· In case of call from PSTN, trunk ID will be included also

· ANI and DNIS

6.3.8.4.     Telephony Operation

               These functions should be available in the soft-phone of intelligent workstation

a) call transfer including "Blind Call Transfer " and "Supervising Call Transfer"

b) Call Hold

c) Call Release

d) Assist (Call to his/her queue supervisor)

e) Supervisor Monitoring (Service Observing) (Listen only and Listen/Talk mode)

f) Make Call

6.3.8.5.      Operation and Maintenance                  

a) Alarm Information

            The system is able to generate alarm signal and information to a remote maintenance staff.    

b) Logging

            Log files indicating the behavior of the system  and general MIS report are provided.

6.3.8.6       Other features

a) System expansion capacity

            The system should be easily extendable (e.g. add ACD, agent) without service interruption.

b) Interface to external database/computer

c) Clock synchronization

            The CTI server synchronizes itself to the ACD clock.

d) Host based routing.

            The CTI server supports host base routing.  Calls can be routed to different agents or group of agents based on external command or internal logic.  

            It supports the following features:

· Priority Routing

· Personalized greeting

· Preferred agent routing

· Time/Date routing

6.3.9
Function Description of Automatic Call Distribution (ACD) system

6.3.9.1    General

              The ACD system handles a large volume of calls on a First Come First Serve basis, Distributing among the lines equitably by presenting the first call to the line idling over the longest period of time.  It distributes calls to the appropriate call handler whether that is an IVRS, a human agent or a combination of the two.

6.3.9.2     Interface

           Interface to Public Switched Telephone Network (PSTN) should support:

b) Physical Interface

· E1

· DEL

c) Signaling

· DTMF

· Pulse

· DEL

d) ANI and DNIS

ACD system is able to receive CLI and DNIS information and passes on to IVRS agents via CTI server.

Interface to other Call Center components.

ACD system can interconnect to the following call center components:

· Interactive Voice Response System (IVRS)

· Computer Telephony Integration (CTI) server

· Voice Recording Unit  (VRU)

· Outbound Dialer system/Predictive Dialer

· Voice Mail

           System functionalities

           Call Routing

           Real time call routing changes

           System Administrator can change at anytime the routing of calls with immediate effect after     modification.

b)  Pre-defined routing

             User can pre-define the routing according to:

· Time of day

· Day of week

· Staffing level (number of agents staffed and number of agent available) 

· Digits entered by customer

· Incoming trunk

c) Call routing by CTI link

The system accepts commands from the CTI link and routes the calls accordingly.

d) Calls can be routed to the following destinations;

· Any Announcement

· Any queue

· Any extension

· Any outgoing trunk

· A busy tone

· Music source

· Any IVRS lines

· Voice Mail

6.3.9.3.2.   Calls statistics System

a) The ACD provides the following call statistics:

                    Reports:

· Real Time Report

· Historical Report and

· Exception report and notification

                    For   :

· Individual agent,

· Agent Group

· Call Queue

· Trunk

· Application activity and 

b) The above reports are displayed in both text and graphical format.

c) System Administrator can customize their own report format and times.

6.3.9.3.3.   Telephony Operation

           The following telephony functions can be provided as an extension of ACD.

a) Incoming only lines - Lines are restricted to accept terminating calls only.

b) Outgoing only lines -  Lines are restricted to originate calls only.

c) Tone and Pulse dialing - Both Tone and Pulse dialing are supported. 

d) Abbreviated dialing - Lists  of stored numbers can be accessed to make local, long distance and international call or to activate features.  Three types of list are supported:

· Personal number list - access by individual user only.

· Group List  :  access by a group users

· System List :  common to all users.

e)         Call transfer -  Call transfer allows transferring of calls on hand to any directory  number within or outside of the system.

f)          Call forwarding - Call forwarding allows re-routing of incoming calls, busy  calls or no answers to a designated number within or outside the system.                

g)        Call hold - An agent can release a call upon the end of a conversation with an       inbound customer.

h)        Call release - An agent can release a call upon the end of a conversation with  an inbound customer.

i) Supervisor monitoring (Service Observing) (Listen only and Listen/Talk mode) 

          - Supervisors can monitor the conversation of a gents and customer in Listen only mode and Listen/Talk  mode.

j) Call pickup - This feature allows agents to answer calls to other extension numbers within the agents specified call pickup group.

k) Distinctive ringing - This feature is to help the agent to distinguish between various types of incoming calls.

l) Follow me - This feature allows forwarding 0 calls to another terminal without changing number.

6.3.9.3.4.  Other features.

a) Call progress monitoring

              The system contains vital and most valuable traffic information best describing the calls load.  Latest traffic information is provided via its own reporting system as well as data transfer to the ACD Gateway Host through data links.  It provides a statistics database and reporting system that maintains the overall call center performance.

b) Call detail recording:

            The system records call details for all incoming and outgoing calls.

c) Announcement 

             The system provides the following announcements (pre-recorded Message) to the callers:

· Delay announcement - announcement to caller after a cal is waiting for a predefined time;

· Busy announcement - announcement to caller if all the agents are busy.  Busy means either the "Number of calls in queue" is larger than a threshold or the "oldest call in queue" is waiting for a threshold.

· Night announcement - announcement to caller when the call center is closed.(out of office hours) The call will be routed to a Voice Mail or busy tone.  Agents can decide the service hours for each service (i.e. hotline).

· Information announcement - Selected Information, to caller depending on the call from incoming trunks or digits received.

· Waiting time/position announcement - Provide position in queue and the appropriate waiting time to callers.

· Music on hold/ call transfer - Features are also provided.

6.3.9.4.     System Architecture.

a) The system should be reliable.  Service will not be affected upon failure.  Switchover to the hot-steady components is automatic and will not cause any service interruption. The system detects fault automatically. All faults are logged and remote alarm will be generated.

            The system detects fault automatically.  All faults are logged into a file and a remote alarm will be generated.  Diagnosis commands are included in the system.

****
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HARDWARE REQUIREMENTS

7) Introduction

a) General

i) This Sub section includes the hardware requirements of the  Call Center (CC) the traffic details for dimensioning this hardware.

ii) The hardware requirements of the CC  vary from site to site depending upon the number of transactions to be performed through various accesses.

iii) The supplier shall provide details of the hardware platform including the details for dimensioning of Hardware Equipment.  The hardware shall be state-of-the art, proven modular and expandable.

b) Hardware

i) The Call Center shall be capable of handing the traffic in busy hour with the following dispersion:

(a) Average Holding Time






















:2.5 minutes

(b) Voice Message Length






















:20 sec.

(c) Average no. Of messages to be stored per subscriber




:4

(d) Average wait time in any queue

















:30 sec.

(e) Holding time of incoming junction















:3 minutes

(f) Traffic handling capacity of a junction













:0.8 Er

(g) Maximum Busy Hour incoming calls attempts








:7200 (at 80% loading)

(h) No. Of call attempts per outgoing junction











:5% of incoming calls

(i) Holding time of outgoing IVRS call














:2 minute

(j) Holding time of outgoing agent's call














:3 minutes

(k) Maximum Busy Hour outgoing call attempts









:500

ii)  The CC shall support PSTN interface of minimum 5(five) for switchbased/6(Six) for server based E1 links in R2MFC as per the requirement for both incoming and outgoing calls.

iii) The ultimate number links with PSTN shall be 10/12 E1 links with R2MFC as per the requirement for both incoming and outgoing calls.

iv) The CC shall support the number of agent positions of minimum of 30 to an ultimate capacity of 60 agent positions.   

v) The CC shall support Voice Interface between the CC  and local/remote agents for both incoming and outgoing calls. 

vi) The CC should be capable to store PIN for 4 lakhs customers.

vii) Call Center shall store the service request transactions by all types of access for a period of 6 months.  

viii) The system shall support Voice Mail subscribers up to 500.

c)  Modularity

i) The system shall have load sharing server configuration. In case of failure of the one server, the second server will take the load with zero downtime.

ii) RAID arrangement may be used for secured data storage, which has an independent processor.

iii) The configuration shall meet the processing, storage, input / output, networking requirements including ETHERNET and X.25 adapters.

iv) The front-end terminals/user workstations shall be provided depending on the requirements.

v) All the data stored should be protected against corruption and accidental loss.

vi) The equipment modems, routers, mediation devices, etc., for System Supplier shall provide interfacing the Call Center to various systems.

vii) All interface connectors and cables shall be compatible with equipment in the switching/other systems.  No hardware change or augmentation of hardware shall be necessary in these systems.

viii) System Hardware shall not pose any problem, due to changes in date and time caused by events such as changeover of millennium/century, leap year etc., in the normal functioning of the system.   

ix)    Make/Brand/Model for all the items should be mentioned with supporting technical specification.

Hardware Specifications

i. Switch Based EPABX/ACD (Option II)

i. Card wise specifications:

a) Digital Cards- Trunk side






:
5 E1

b) Digital Cards-Line side into IVR

:
4 E1

c) IP Extension 














:
12

d) IP Display Phones











:
12 (+ 3 spare)

e) Headsets with adapters








:
12 (+ 3 spare)

ii. Specific Hardware Requirements:

i. System should have TEC approval and should be the latest model / version available in the international market

ii. The call center will be PBX switch along with Integrated Application.. The LAN will be provided at call center with required accessories i.e. LAN switches with suitable ports and connectivity etc by successful bidder of network tender. Any component (active and passive) required for providing the LAN at the location will be responsibility of the successful bidder of network tender. The successful bidder of this tender shall cooperate with the successful bidder of network tender to install / commission the Call Center of Orissa Circle. 
iii. Call Center will be based on an open architecture and will have junction and extension/agent requirements as follows.

a. 120-channel (4 E1).

b. The number of agents including Supervisory PCs will be 13

c. The hardware for integrating CTI server / LAN should be TSAPI complaint and VOIP ready in future.

d. MDF for PBX

iv. The system should have the following minimum configuration: 

a. Built in  ACD

b. CSTA / TSAPI compliant CTI Link

c. VOIP & ATM & Frame Relay ready

d. Fully Digital and 100% non-blocking ISDN Multi media Exchange employing state-of-the-art technology

e. Using Pentium Class CPU / RISC Based CPU 

f. Most reliable Flash EPROM Storage with expandability.

v. The up-gradation will be in building block architecture i.e., by adding an additional stacks/cabinets only.  However, such expansions will neither involve any processor up-gradation nor any of the other common control cards and cabinet having features like:

a. E1-R2 /ISDN-BRI/PRI Junctions.

b. Digital key telephone interface.

c. Analog Extensions for Agents.

d. IP Extensions (The Bidder should specify the models of IP Hardphones & Softphones and should be of the same OEM )

e. Based on Q - Signalling Networking platform.

f. In built DTMF Receiver.

g. Whisper Page.

h. Built-in 3/6 party conference

i. Built in Remote Maintenance Interface.

j. Music on Hold.

k. Upgradeable to 600 Ports by adding cabinets & Cards.

vi. The ACD Switch system being offered should be higher end software based, built-in CTI Link with the following technical specifications:

a. Structure and Capacity:

i. ACD Switch system should be fully digital using Pulse Code Modulation (PCM) and Time Division Multiplex (TDM) technique conforming to ITU recommendations and should be of Stored Program Control (SPC) type.

ii. The system should be the state-of-art based, software controlled, Pentium Class CPU or RISC Computing main processor / TDM Dual Bus Architecture, the operation is supervised by highly efficient, Stimuli-controlled call management software and should switch simultaneously Voice, Data & Images without any degradation of service quality.  The system platform should be based on the open system architecture.

iii. The system should have minimum traffic handling capacity of 50,000 Busy Hour Call Attempt.  Any limitation if any, regarding above should be clearly specified.

iv. The system should be totally Non-Blocking type and all the port cards should have equal access to any free available time slot and should have equal access time to TDM Bus.  System should be based on universal port architecture and should not impose any restriction whatsoever in terms of slots usage for a particular functional benefit.

v. The Switch should be based on an inbuilt ACD system

vi. The system should be equipped with 5 E1 trunks and 24 IP extension circuits. The up-graduation should be in building block architecture  (i.e.) by adding a additional stacks/cabinets.  However, such expansion should neither involve any processor up-gradation nor any of the other common control cards and cabinet. ACD SWITCH should support 100 agents by enabling additional licenses as and when the need arises.

vii. Digital networking with different ACD’s from various vendors via Q-Signalling should be supported for feature transparency throughout the network. Q Signalling should be supported over IP as well as on ISDN PRI signalling. Tenderer to provide List of Q-Signalling features supported including the support of H.323 Trunking.

viii. ACD switch should support ATM interface to access ATM switch to reduce network complexity while handling voice, data, video and mixed media with maximum ease and cost effectiveness. ACD switch should support direct connectivity of ATM –OC3 / STM –1 (155 Mbps) using both the single mode and Multi-mode direct interfaces.

ix. ACD switch should support either direct AC power or DC power supplied by batteries from standby power. Although the requirement is for AC Power the vendor should provide technical details on the switch supporting DC power-using float cum boost charger.

x. ACD switch should provide multiple Logical Links for the switch to communicate with multiple hosts or applications over the CTI Links. The System should be Capable of transporting and initiating sessions through the multiple logical links simultaneously. Switch should be able to support at least a minimum of 4 Logical Links to Interact with BSNL hosts.

xi. The ACD switch will have the facility to automatically run its own maintenance diagnostics on daily basis. If the switch system detected any alarms or malfunctions, switch can automatically make an outgoing call to alert someone at any time.

b. IP Connectivity: The PBX / ACD switch shall support H.323 trunk and extension connectivity. Also the switch should have the capability to extend the Voice and Data Network enabling Agents seated at remote locations to handle call traffic as if they are physically located at the Main Premises. IP Card should be capable of providing both IP Trunk and IP extension connectivity. Tenderer to provide details related to the IP Architecture. Also the system should be able to administer and manage the IP Connectivity using the same windows based PBX Administration and Configuration software tool. Tenderer to provide full details regarding Managing IP. In addition system quoted should support both IP Hardphone and softphone connectivity. Tenderer to furnish details regarding IP endpoints.

c. Software and Memory Device:

i. The system should boot from Flash RAM for faster booting.  It should be possible to take back ups in Flash RAM. The total software up gradation of system should be possible by changing the Flash RAM with upgraded software version.

ii. To ensure high reliability and to maximise MTBF (MEAN TIME BETWEEN FAILURES) and to minimise MTTR (MEAN TIME TO REPAIR) system must employ FLASH RAM technique for generic system data and also customer translations.

d. Networking:

i. The system should have capability to be interfaced with other type of EPABX systems to provide networking features.

ii. System at various locations can be networked using 2MB Link / Q-Signalling (Q-SIG) Networking etc. to house complete feature transparency and centralized call center.

iii. System should support various signalling protocols such as E1, E&RM, R2 MFC (Level DID), and DTMF.

iv. System should support direct interface of following signalling protocols such as ISDN, PRI & BRI, R2MFC, E1,  DTMF, and Q-SIG.

e. The following features / functionality’s should be supported by the vendors.  These should be by mere addition of cards into the system:

i. The system should support Voice over ATM / Frame Relay application by inserting appropriate interface cards without having to replace the existing system.

ii. The system should support Voice over IP by inserting appropriate interface cards without having to replace the existing system.

iii. System to support Q-SIG Signalling for networking and feature transparency by inserting appropriate interface.

iv. System should support BRI ISDN/PRI interface and should be upgradeable just by putting the ISDN Card without any modification in the system and the system software i.e. the system should be ISDN ready.

v. System should support software based gain control on extensions and trunks for voice improvement in case of low voice on junction.

vi. System should have in built remote maintenance interface for remote maintenance and remote programming.  There should not be any external hardware.

vii. Conference facility: System should support minimum of 6 Party conference with any type circuit in conference.

viii. The subscriber Line card shall be neatly arranged on plug in type PCBs. 16/24 subscriber lines may be housed in one card.  All such cards shall be interchangeable.

ix. The operating temperature for the system should by 0-40o C. The equipment shall also be designed for operation at maximum monthly relative humidity is 80%.

(f) Integrated Announcements – The system should provide the callers (internal/external) with recorded announcements for situations like call-forwarding, wakeup-call registration/cancellation etc. The system should be able to store these announcements in state-of-the-art memory device and a total of at least 256 simultaneous announcements for at least 120 simultaneous caller. This facility can be built-in or may be via an external PC. In case an external PC is provided, the vendor must quote the price of the PC along with UPS for backup of 8 hours.

iii. Specific Functional Requirements of the built in ACD:

i. With ACD, calls should be automatically distributed among agents or hunt group members assigned to those splits or groups.

ii. Auto Available Split: Should provide splits/skills whose agent line ports are always in the available state when not connected to calls.

iii. Redirect on No Answer: When an agent does not answer for a pre-determined amount of time the call should be redirected to a pre-determined location. It should be possible to log out the agent.

iv. Most-Idle Agent Across Splits/Skills Option: It should be possible to evenly distribute calls based on the agent’s total activity rather than activity in a single skill in case a agent is allocated multiple skill levels.

v. Service Observing Local: This Service Observing feature allows calls to be observed on a listen-only and a listen/talk basis from a local station by Service Observe Feature Access Code.

vi. Service Observing Remote: This Service Observing feature allows calls to be observed on a listen-only and a listen/talk basis from a remote location by using Service Observe Feature Access Codes.

vii. Timed After Call Work/Agent Pause Between Calls: This will automatically put an Auto-In agent into the After Call Work state, for a pre-defined time period after each call. After the pre-defined time period has expired, the agent will automatically be placed back in the Auto-In available state. (Agents can override the pause and become available immediately.)

viii. Ability to divert calls to the least occupied agent to ensure equal distribution of Calls.

ix. Visual Statistics: This feature presents statistics on voice terminal displays. By pressing a button agents, split/skill supervisors, Call Center managers, and other users can access real-time and historical statistics. The display can show agent, split/skill, or trunk group report data without requiring additional terminals.

x. Call Vectoring: Call Vectoring provides processing of incoming and internal calls according to a programmed set of commands. These vector commands determine the type of processing that specific call will receive. Vector commands may direct calls to on-premise or off-premise destinations, to any hunt group or ACD split or skill, or to specific call treatment. Call vectoring should allow to create simple English language based If-Then-else commands in the Vector table which allows for any form of conditional routing. The call center supervisor should be able to monitor the total call flow on any vector, right from the beginning when the call enters the Call Center till it is transferred to the available agent.

xi. Queue Wait Time (QWT): The system should have a dynamic, algorithm that uses recent call history and current conditions to calculate the expected wait time for a split or skill prior to queuing a call or the expected wait time of a particular call after it has been queued.

xii. Rolling Average Speed of Answer: The system should use an algorithm that uses the weighted average of the most recent calls to determine the current average speed of answer for a split/skill.

xiii. CLI Routing: It should be possible for the system to use the Calling Line Identification (CLI) to help determine how to process the incoming call. The CLI string can be compared to an existing digit strings in a vector step or tested for inclusion in Vector Routing Tables.

xiv. Call Prompting: The system should provide for IVR functions like Call Prompting. It should use specialised vector commands to provide flexible handling of incoming calls based on information collected from the calling party in applications such as:

a. Automated Attendant

b. Data In/Voice Answer (DI/VA)

c. Data Collection

d. Message Collection

xv. Call Prompting: The system should provide announcements on all the trunk lines as the caller lands. Also the caller should be given appropriate voice guidance at various levels. In case the caller is dialling from a tone phone the digits dialled by the caller should be accepted, routed to the agent and simultaneously relevant screen pop should occur. In case the caller is calling from a pulse phone then the call should get routed to the agent automatically. This facility should be taken care by the ACD itself. In case an IVR is used for this operation kindly give the details of the same (The IVR has to have as many number of ports as there are trunk lines.)

xvi. Origin Announcement to agent: Origin Announcement should provide a brief audio message for agents to know a caller’s city of origin or requested service based on the vector processing that directed the call to the agent.

xvii. Least Occupied Agent: Calls should be distributed evenly across all available agents to balance workloads among agents with few skills and agents with multiple skills – thus offering fairness in agent occupancy.

Skill or talent based Agent Selection : The system should allow for Expert Agent Selection (EAS). This means that it would allow Call Center managers to provide the best possible telephone service to the caller by matching the needs of the caller with the skills or talents of the agents. Caller needs and agent skills have to be matched and it should be possible to map skill levels to the agent in the ACD itself.
ii. Server Based EPABX/ACD (Option I)

The minimum hardware specification for server based EPABX/ACD are :

i Processor Architecture should be Intel  Xeon CPU with 2700 MHz and above

ii L2 /L3  cache should be a minimum of 2 MB

iii Two Processor is required upgradeable up to 4 processor

iv System should support a Max Memory of 15 GB or above

v 2 GB of Memory required

vi System should have a minimum of 6 PCI Slots 

vii Internal Disk Controller should be Ultra  320  SCSI 

viii System should support minimum of Six Fully Hot Swappable Disks 

ix Four  Nos. of 72.8 GB should be provided 

x Dual Channel Ultra 320 SCSI Raid Controller  with raid level 5 or above  minimum 32 MB Cache should be provided

xi CDROM Drive and 1.44 MB floppy disk drive should be available

xii Hot Pluggable power supplies configured in N+1 for redundancy  with voltage sensing auto restart

xiii Network Interface should be FE /GE (100 / 1000 Mbps) – One number.

xiv Reliability Features should include Error Correction and parity check for memory, Automatic Server Recovery, Pluggable  Disks,  Redundant Hot Plug  Power Supplies, Cooling Fans 

xv Operating System should be Windows 2000 Advanced Server with 5 users with CD media

xvi 17" SVGA Monitor or higher , 104 keys Keyboard and  Optical  Mouse with anti static pad should be provided for Console

xvii 40/80 GB tape back up

xviii The Server should be from the reputed manufacturer and should be Certified to work with Microsoft Windows 2000 Advanced Server

xix Crystal Reports 8.0

xx Veritas back up software 

xxi Windows NT/Windows 2000 Server/Unix operating system

xxii Server Management/Auto data recovery software

xxiii The system shaal have load sharing server configuration , in case of failure of one server the second server will take the load with zero down time.

The Server based EPABX/ACD should satisfy the entire interface/functional requirement as described for Switch based EPABX above.

iii. IVRS (Common for Switch based and Server based)

Card wise Details:

· Number of Ports






:


  120  ( Expandable up to 180 ports )

· Number of cards






:
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· Type of Ports








:



Digital

· Number of Fax Ports


    
:        4 

HARDWARE ARCHITECTURE
1. The proposed self-service solution should be based on off-the-shelf industry-standard servers, like Sun, HP, and Compaq etc.

2. The minimum hardware specifications for a small to mid-range server should be the following

· At least 600 MHz industry-standard processor like Pentium/UltraSPARC etc. or any RISC-based processor.

· Minimum 512 MB RAM.

· RJ-45 Ethernet ports for network connectivity.

· Minimum 40 GB hard-drives, expandable to 80 GB.

· CD-ROM and floppy-drives.

· PCI slots for telephony interface boards.

3. The minimum hardware specifications for a high-end server should be

· Dual processor architecture.

· At least 1.28 GHz industry-standard processor like Pentium or AMD or UltraSPARC etc.

· Minimum 2 GB RAM.

· RJ-45 10/100/1000 Mbps Ethernet ports for network connectivity.

· Mirrored 36 GB hard-drives / Fiber-channel FC-AL hot-swappable hard drives.

· PCI slots for telephony interface boards.

· Dual load-sharing power supplies.

· Remote system configuration utility hardware.

· CD/DVD-ROM Combo drives and floppy drives.

4. The telephony boards should support digital technologies as listed below

· Basic digital trunk side protocol with standard trunk interface providing dialed digits (DNIS) and answer/disconnect signaling (does not include transfer).  This does not include QSIG.   

· Line-side protocol that conforms to the TIA/EIA-464B-1996 loop start (FXS) protocol.  Line-side protocol provides digital emulation of analog lines, thus permitting flash transfers to agents; generally supported by central office switches, PBXs and channel bank under the name of Foreign eXchange Station Protocol, off-premise station (OPS) protocol or line-side T1/E1.  IR supports the Loop Start Protocol (ANSI TIA/EIA-464B-1966 Section 6.2.3).  

· ISDN Trunk interface with enhanced message based signaling for answer/disconnect supervision, dialed number (DNIS), calling party number (ANI) and other information elements.  The ISDN or DSS-1 protocols are based on ITU Q.921 and Q.931 standards.  Support should be there for at least:

5. The telephony interface board should provide at least dual T1/E1 interfaces on the mid-range server option, and a quad T1/E1 option for the high-end server option.

6. The telephony interface boards should provide the following

· G.711 speech coding.

· Echo cancellation.

· On board fax application for fax-on-demand.

· On board speech-energy detection.

SYSTEM SOFTWARE
7. The server operating system should preferably be Unix-based and should be an industry-standard open platform like Solaris/Linux/Unix.

8. The base functionalities included with the IVR software should include

· Web Administration.

· Backup and Restore utilities.

· JDBC database integration.

· Call transfer and bridging package.

· Feature testing.

· Service Creation package.

SYSTEM FUNCTIONALITY

9. The IVRS should perform the following basic telephone functions – call answer, termination and transfer, using inbuilt functions.

10. The IVRS should be able to seamlessly exchange data with data sources like industry-standard RDBMS and mainframe hosts.

11. Fax functionality should be available on the IVRS so that applications can implement a fax-on-demand feature. Inclusion of both text and graphics in a fax should be possible

12. The IVR should allow the functionality of transferring the call to a live agent should a caller want to speak to a customer service representative.

13. It should also be possible for agents attending a call to transfer the call to the IVR for applications like transaction verification.

14. It should be possible to record and store announcement files within the IVR server for static prompts and announcements. It should be possible to use any standard speech editing tool to make the recordings. 

15. It should be possible to change prompts and announcements in the IVR based upon business and process requirements.

DATABASE AND HOST CONNECTIVITY

16. It should be possible for the IVR to simultaneously connect to several RDBMS, internal or external.

17. The IVR should support database connectivity to internal or external database by open connectivity software like JDBC, or via other industry-standard methods like ODBC/OLE library.

18. Data-sources connected to shall be standard industrial databases like Oracle, Microsoft SQL Server, etc. 

TEXT-TO-SPEECH

19. The proposed IVR should be capable of supporting text-to-speech capabilities for dynamic applications which require constantly changing prompts, or that need dynamic content to be read out.

20. The text-to-speech engine should preferably be off-board to relieve the load on the server hosting the IVR application. If on-board, the vendor should describe any performance issue related to heavy usage of this feature.

21. If off-board, the TTS engine used should be installed on either a Windows 2000 or NT system, or on a Linux/Solaris/Unix platform.

22. The link between the TTS server and the IVR should preferably be via a high-speed, private LAN segment.

23. There should be option of using industry-standard TTS softwares like Nuance and Scansoft. The software packages supported and the versions must be explicitly mentioned by the vendor.

24. It should be possible to have both male and female speaking voices on the supported TTS packages.

25. Multi-lingual options should be present. The TTS package must support a host of languages. The vendor must mention the languages available by default. It should also be possible to develop custom local language packs as needed.

26. The vendor must also specify any special hardware requirements for the TTS servers which are to be installed.

D. COMPUTER TELEPHONY INTEGRATION ( CTI) (Common for Server Based/Switch based)

1. Introduction: 

CTI should be a product that is capable of integrating telephone and computer operations by linking databases to the telephone connection. CTI encompasses far more as the co-ordination of real time voice events and database events is far more sophisticated today allowing real time feedback for Dynamic Routing Schemes, Call Flow Scripting, Workforce Management and Real Time Reporting.

2 .The CTI shall provide the following:

a) enterprise interaction management tools

b) multimedia channel access, by integrating voice and data including collaboration

c) Desktop tool kit - for tight integration with existing agent desktop applications

d) connector interface to integrate with voice logger, outbound dialler, etc

e) Interface to email management software.

f) 360-degree view of the call center with features as follows:

   Overall View - Available status of all the Agents/supervisor

i. Resource Performance View -Resource Login time

ii. Resource Performance View -Maximum Concurrent session handled by the Resource

iii. Resource Performance View -present Concurrent session handled by the Resource

iv. Resource Performance View -Total Forward done by the Resource

v. Resource Performance View -present total session handled by the Resource

vi. Service Details - Currently processing request

vii. Service Details - Total request

viii. Service Details - Total service served details

ix. Service Details - Total Abandoned request

x. Screen displaying the resource details

xi. Screen displaying the delivery channel details

xii. Screen presenting various kinds of information graphically

xiii. Screen displaying all the Agents/Supervisor Currently Logged in

xiv. Chatting with available Agent/Supervisor

xv. Admin Alert Service

xvi. Add/Delete Canned alert messages

xvii. Broadcast alert message

xviii. Add/Delete/Modify Extension

xix. Add/Delete/Modify IP Extension Mapping

xx. Add/Delete/Modify Resource

xxi. Add/Delete/Modify Service Group

xxii. Add/Delete/Modify Shifts

xxiii. Assign/Remove/Modify Skill sets for Supervisor

xxiv. Delivery Channel (DC) Mapping for Agent/Supervisor

xxv. Service Mapping for Agent/Supervisor

xxvi. Supervisor-Resource Mapping

xxvii. Resource-DC Resource Mapping

xxviii. Service-DC Service Mapping

xxix. Performance Monitor of that Agent with respect to each Delivery Channel

xxx. Lock/Unlock Resource

xxxi. Change password

xxxii. Backup Reminder

xxxiii. Purge Audit Details

xxxiv. Reports like:

· Number of agents in various agent states

· Number of calls, Agents or groups have handled in a defined time period

· Current and elapsed state time of agents and groups

· Numbers of agents logged on and available

· Comparisons based on per-defined objectives utilising available statistics

· Percentage of agent time on work vis-à-vis the total logged time period

· Average time to answer the request

· Average time to abandon

· Percentage of answered calls and percentage of abandoned calls

· Service threshold alarms

3. The CTI shall :

a) capture the IVR transaction history for each call

b) Populate IVR transaction on the agent desktop for each and every call.

c) Be based on Open and independent architecture that will support:

i. Standard  telecom and computing hardware (CSTA, ASAI, MI, SUN, IBM)

ii. Software integration standards (ISO8583, IBM3270, IBM5250, LU6.2, SQLNET)

iii. Various types of corporate database (Oracle, Sybase, SQL, Legacy Systems)

iv. Various operating platforms like SQL

v. Various components of the call center

vi. Call center applications (third party) by exposing the CTI APIs

d) have solution for:

i. Inbound application

ii. Outbound application

iii. Web response solutions like Email and Web Chat centers

iv. Unified Reporting (Real time / Historical)

e) be scalable in terms of:

i. Agents

ii. Customer Touch Point (in types of media to different types and in the numbers in each type of media)

iii. Single Site to Multi-site over WAN

f) be robust single point call center configuration management on real time basis

g) be compatible with proprietary as well as open platform IVR

h) be able to Improve productivity of agents and call center

i) be automate, time-consuming and repetitive agent tasks

j) have the following features:

k) Client Features:

i. Should be Flexible and rapid deployment of CTI solutions

ii. Should be completely customisable to organisation’s needs
iii. Automation of repetitive agent tasks
l) Screen Pop Features:

i. Simple screen pops of caller data to incorporate applications using OLE, MAPI, TCP/IP, HTML.

ii. Present selected screens of customer service application

iii. Ability to transfer Call Data with the Call
iv. Retrieve and send wrap-up notes after call
v. Displaying customer history on agent screen
vi. Displaying call history on agent screen
vii. Send correspondence and customer surveys automatically

m) IVR-Related Features:

i. Allows the agent to guide a new customer through the IVR menus

ii. Allows the agent to transfer the customer back to the IVR in case of a routine query therefore saving time

n) Soft phone:

i. Should launch applications in a key stroke; minimal requirements for desktop space

ii. Agent can move soft phone user interface to any portion of the agent terminal screen

iii. Should allow an agent to handle more than one customer at a time

iv. Automatic redirection of call

v. Should enable agents to control telephony from the desktop

vi. Should ensure that in case a call is not picked up in a certain number of seconds, the call will be routed to the next available agent

o) High Level Functionality of CTI:

i. Skill Based routing  (Host based)

ii. GUI Rules Development

iii. Universal Login

iv. Unified Reporting

v. Unified Control

vi. Multi Channel Routing

vii. Front End Desktop Integration

viii. Multiple Host Integration

ix. Legacy Data Integration

x. Third-party email Integration

xi. Text Chat

xii. Web collaboration/ Co-browse

xiii. Data Warehouse

xiv. Third-party Workforce Management integration

xv. IVR Support

xvi. Browser based Clients

xvii. Network Manager

xviii. PBX Support

xix. CRM ready

xx. Dialler Integration

xxi. Unified Customer Interaction History

E. Call Centre Statistics and MIS Reporting Software (Common for Server Based/Switch based)

The following Real Time data should be displayed.
· The number of calls waiting.

· The number of available agents.

· The average talk time.

· The average speed of answer.

· The number of abandoned calls.

· The time of oldest call waiting.

· The average abandoned call time.

· The average after call work state.

· The percent in acceptable service levels.

· The number of ACD calls answered.

The supervisor should be able to view the reports on his terminal without using a dedicated terminal for the purpose.  The supervisor should be able to perform common administrative tasks, such as agent reassignment in real time using the call reporting tool.  Apart from the Real Time Data displayed on the MIS , the system should also display the above  mentioned  Real Time data on Agent Digital Terminal.  The Agent should view a specific data related to call center at the touch of a button.

It should be possible to define threshold for call center parameters.  For example,  if the number of calls in queue exceeds the defined threshold, it should notify the supervisor by way of alarm and the same should be depicted graphically by changing the color of the bar chart.  Real Time Reports should provide the call center performance figures on on-going basis, by tracking agents, groups or queues.  Like how many agents are receiving in coming calls, how many are doing work related to previous call, what is the time spend on call or in the break mode etc.

It should preferably show the following information:-

· At any given time moment number of inbound and outbound calls, as well as internal customer related interaction calls made, received and made by agents, groups and queues.

· No of agents in various states.

· Expected number of calls agents or groups can handle in a defined time period.

· Number of agents logged on and available.

· Comparisons based on service level defined objectives utilizing available statistics.

· Average time to answer.

· Average time to abandon.

· Percentage of answered calls and percentage of abandoned calls.

· Service Threshold alarms.

· Real Time agent status and his/her cumulative activity on the seat.

· Statistics show time spend by agent on each state viz. Break, automatic  Mode.

· Managers can set threshold and statistical alarms to enforce specific parameters for agents.

· Graphical display of the statistics.

Historical Reports:

The Historical Report should include the following information.

· Agent Report – Agent Summery Report.

· Agent Group/ Skill Report.

· Agent Group  Summary Report.

· Trunk Group Report.

· Trunk Group Summary.
E. Ethernet Switch (Common for Server Based/Switch based)

	Characteristics
	Minimum required specifications.



	Chassis Design
	Fixed chassis or Modular with AC Power supply.

Switching rate of 6.5  million packets or more.

Back plane switching fabric of 8 Gbps or better.

	Network
	10/ 100 Base TX ports – 24 and 2 nos  of 10/100 /1000 base T port  and 2 mini GBIC ports  ( Any two may be active )

	Addressing
	1024 or more MAC address

	Management
	SNMP, MIBII, SNMP MIB extensions, Bridging  MIB Web Configuration tool, RMON support.

	Others.


	Console port;  19” Rack  Mount kit.


******
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SOFTWARE REQUIREMENTS

8.      General
          This Sub section includes the software requirements of the Call Center. 

8.1     Fault Tolerant Software
           The Software shall provide Automatic Switching Over to the standby subsystems in the event of any Software or Hardware related problems.

8.2 The system software shall be open, modular and structured; System Supplier shall develop the software using Standard software packages.

8.3 The software shall not pose any problem, due to changes in data and time caused by events such as changeover of millennium/century, leap year etc., in the normal functioning of the system.

8.4       Software Rights along with source code shall be provided by the system supplier in respect of the following for the possible usage of the call center at more than one site at the discretion of BSNL.

(i)     Customer Service Applications (refer 4.1.4)

(ii)     Intelligent Middleware (refer 4.1.6)

8.5       The software shall be written in a High Level Language.

8.6       The software shall conform to the following characteristics:

i. The design of the software shall be such that the system is easy to handle both during   installation and normal operations.

ii. The functional modularity of the software shall permit introduction of changes wherever necessary with least impact on other modules.

iii. It shall be open-ended to allow addition of new features.

iv         Adequate flexibility shall be available to easily adopt changes in technological    evolution in hardware.

v          The design shall be such that propagation of software faults is contained.

vi         The software shall provide sufficient checks to monitor the correct functioning of the system.

vii        Test programs shall include fault tracing for detection and localization of system faults.

viii        Facilities shall be in-built to ensure automatic system reconfiguration on detection of any major Software fault.

8.7 Price for source code will be paid only once by anyone of the BSNL field units and bidder shall undertake to refund the whole amount received as payment towards source code from any other BSNL unit.

****
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SYSTEM OPERATION AND MANAGEMENT

9) General

This Subsection   includes the operation and maintenance requirements of the Call Center.

The system shall be so designed as to enable economic and flexible handling of system administration, maintenance supervision and performance measurements.

a)      System Administration

i) A user-friendly GUI (Graphical-User-Interface) based on "Windows Environment" shall be provided for easy administration of Call Center.  It shall support the management of databases, initialization, interrogation, modification and deletion of various user programmable parameters and global parameters.

ii) Man-machine language shall be in English by providing English based commands and responses.

iii) It shall also be possible to carry out these operations by issuing commands from a remote center.

iv) Suitable safeguards shall be provided in the man-machine communication programs to debar unauthorized persons from accessing the databases.

v) Access to system operations should be controlled through multi-level password and authentication checks.

vi) The man machine language shall have facility for restricting the use of certain commands or procedures to certain staff/terminals.

vii) The stored information shall be protected against modifications by man-machine commands.

viii) The stored information shall be protected against modifications by man-machine commands. Calendar management for operator commands shall be available.  (It shall be possible to execute any command at any time by attaching a time tag to the command and it shall be executed when the   system real time matches the time tag).

ix) It shall be possible store, retrieve a log of commands and responses.  

b)  System Supervision

i) Provision shall be made for continuous testing of the system to allow both system quality check and fault indication as a fault arises.

ii) The system shall provide for printouts and visual/audible alarms to assist in efficient administration.

iii) The visual display and the devices for manual control of the different parts of the system shall preferably be centralized on a supervisory panel.  Details of the displays and the control arrangement shall be provided.

iv) In case a fault is detected requiring reloading of the program, this shall be carried out automatically.  There shall be a provision for manual loading of the programs/software modules.

c) Maintenance facilities

i) The system shall have the capability to monitor its own performance and to detect, analyze, locate, and report faults.

ii) The equipment design shall be such that any special care and precautions on the part of the maintenance personnel are kept to an absolute minimum.

iii) The maintenance spares supplied shall take into account the MTBF and MTTR.  The supplier shall accordingly supply number of spares for a period of 3 years.  At least one spare PCB of each type shall be supplied.

d) Diagnostic Capabilities

i) The diagnostic capability of the system shall be such as to minimize the human efforts required.  To this end, the supplier shall indicate how much of the diagnostic programs are normally resident in the on line program.  Details of the off-line diagnostic programs shall be given.  The procedure for invoking such programs shall be described.  The procedure for consulting fault dictionary for diagnostic programs should be made available. 

ii) All the hardware testers necessary for efficient maintenance of the system shall be provided.  Details of the testers shall be indicated.

iii) The procedures that are recommended for efficient maintenance of the system shall be indicated. This shall include details of the tests, their periodicity, etc.

iv) Any malfunction in the system shall initiate a fault message and/or a visible and audible alarm.  The fault information shall direct personnel to the appropriate maintenance manual for location of the   faulty unit or for detailed procedures on further action to be taken for rectification of the fault conditions. The classification of alarms in the system may be indicated.

e) Repair Facilities

i) Establishment of facilities to repair all the PCBs/subsystems in the system is an important operational requirement.  The testing equipment software packages. Documents required for carrying out repairs on various types of PCBs/subsystems etc. shall be made available.

ii) Component specification for items to be stocked at the repair center shall be furnished by the supplier.   

f) Management Information System Features

i) The Call Center shall have the Management Information System (MIS) feature of providing on-line and off-line statistical information for monitoring the overall performance of the Call Center.

ii) The Call Center shall maintain the Call Detail Records (CDRs) of all the calls handled through various accesses (containing the Callers Identity, Service Requested, Time Date, actual time of answer, time in queue, nature of action, time of disconnection, etc.,) and maintain counters for the parameters such as

(a) No. Of calls offered

(b) No. Of calls answered by the IVRS

(c) No. Of calls routed to the agent's position

(d) No. Of calls routed from IVRS to agent's position and vice versa

(e) No. Of requests for proactive dialing

(f) No. Of FAX requests

(g) No. Of requests for various types of services

(h) No. Of requests through various user accesses, etc.

iii) The Call Center shall generate various statistical reports (hourly/daily/monthly) based on the above information, some of which are given below.

(a) Call Completion of IVRS

(b) Call Completion of Agent position/groups

(c) Average time taken to answer the call by IVRS/Agent

(d) Average time in queue for each type of service

(e) Maximum time in queue for each type of service

(f) Average holding time of the junction/IVRS/Agent's position for each type of service.

(g) No. Of calls answered within the stipulated time

(h) No. Of calls abandoned due to non-availability of free agent's position.

(i) No. Of calls abandoned by the callers due to delayed answer.

(j) No. Of calls failed due to agent not answering though free.

(k) No. Of proactive calls made and affectivity.

(l) No. Of FAX requests and affectivity, etc.,

(m) Efficiency of each agent/agent groups, etc

(n) No. Of calls rerouted between CC and SCCs and affectivity

iv) It shall be possible to observe the performance of the Call Center for the above parameters during a given period in steps of 15 minutes and generate the statistical reports.

v) It shall be possible to observe the activities of each component of the Call Center at a given time which shall indicate the calls in progress the status of the agent's positions, junctions, links etc.,

vi) The Call Center also generate various statistical reports (daily/monthly) for the requests handled across the counter by FAX with the following

(a) No. Of service requests for each type of service;

(b) No. Of requests cleared with the stipulated time period;

(c) No. Of requests pending for various reasons;

(d) The efficiency of the sections for each type service.

vii) The Call Center shall based on the performance indicatives suggest the augmentations required in terms of the junctions, agent's position, etc., for maximizing the efficiency of the system.

g) Thresholds and Alarms

i) The Call Center shall support defining of thresholds for some of the critical parameters such as over flow of calls, non-availability/faculty incoming/outgoing junctions, delayed answering beyond the stipulated time period, excessive number of calls to a group/segment of agent positions than the configured number, etc., 

ii) The call Center shall generate an audiovisual alarm in real time whenever the threshold crossing is observed and display the alarm with the details and counter measures suggested on the supervisor position.  The system shall store all the alarms of at least three days and display on request by the supervisor.

****
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DOCUMENTATION

10) General

This  Sub section describes the general requirements for documentation to be provided by the supplier. All documents to be provided by the supplier shall be in English language.            

The documents shall comprise of:

· System description documents

· System operation documents

· Training documents

· Repair related documents

a) System description documents

The following system description documents shall be supplied along with the system.

i) Over-all system specification and description of hardware and software.

ii) Installation manuals and testing procedures.

iii) Equipment layout drawings.

iv) Cabling and wiring diagrams.

v) Schematic drawings of all circuits in the system with timing diagrams wherever necessary.

vi) Detailed specification and description of all I/O devices.

vii) Adjustment procedure, if there are any field adjustable units.

viii) Acceptance testing schedules.

ix) Spare parts catalogue - including information on individual component values, tolerances, etc. enabling procurement from alternative sources.

x) Detailed description of software describing the principles, functions, and interactions with hardware, structure of the program and data.

xi) Detailed description of each individual software package indicating its functions and its linkage with the other packages, hardware and data.

xii) Program and data listing.

xiii) Source files

xiv) Programming language(s) manual.

xv) In addition to the narrative description a graphical functional description of the system to reflect the internal software structure in detail and the logical processes within the systems.

xvi) Flow charts or equivalent description of each program module.

xvii) Planning and system engineering documents.

b) System Operation documents

The following system operation documents shall be available.

i) Operating manual of the system;

ii) Maintenance manual;

iii) Maintenance language manual;

iv) Operation and maintenance manual for all I/O devices.

v) Fault location and trouble shooting instructions including fault dictionary.

vi) Emergency action procedures and alarm dictionary.

c) Training documents

i) Training manuals and documents necessary for organizing training in installation, operation and maintenance and repair of the system shall be made available.

d) Repair related documents

i) Documents required for carrying out repairs on various type of PCBs /subsystems etc. shall be made available. 

ii) Apart from the printed documentation, documentation database shall be provided in electronic media and in CD -ROM with suitable means of retrieval i.e. IBM PC compatible machine with CD-ROM drive for each site.

iii) At least three complete sets of documents shall be supplied to each site of installation.

iv) The supplier shall clearly specify wherever documents supplied are provisional.  The updates of all provisional documents shall be supplied immediately following the issue of such updates.

v)   The structure and scope of each document should be clearly described.

vi) The documents should be well structured with detailed cross-referencing and indexing enabling easy identification of necessary information.

vii)    All diagrams, illustrations and tables shall be consistent with the relevant text.

****
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INSTALLATION AND TESTING

11) General

This Sub section includes the installation, testing on, field trial and acceptance testing requirements of the Call Center.

a) Installation

i) The supplier shall install the Call Center wherever required.

ii) It shall be ensured that all testers, tools and support required for carrying out the tests for testing the equipment stage by stage before final commissioning of the system are supplied along with the system.

iii) Supplier for the quantum of installation materials consumable and spare parts to be supplied shall lay down Norms.

iv) All literature and instructions required for installation of the equipment, testing and ringing it to service shall be made available with the system in English language.

v) The supplier shall be responsible for handing over the system installed by them complete in all respects and in working order, after proving their performance to the complete satisfaction of BSNL. The maintenance tools and testers shall be made over at the time of handing over to BSNL.  The maintenance spares supplied shall take into account the MTTR.

vi) For the installations to be carried out by the supplier, the time frames including the important milestones of the installation process shall be supplied well before commencing the installations.

vii) For carrying out any tests (including validation tests) as required by BSNL test schedule and procedure shall be prepared by the supplier and approved by BSNL.

b) Field Trial

i) Soon after commissioning, a running -in period will be permitted to allow the system to stabilize. This shall not exceed two weeks.

ii) The running-in period shall be followed by a six months test period during which the reliability objectives shall be achieved.

iii) The supplier shall be responsible for ensuring that their system meets all the specified objectives during this period.  The taking over certificate will be issued after satisfactory completion of these performance tests.

c) Acceptance Testing

i) BSNL shall perform Acceptance tests on the Call Center installation covering all sites and certify the fitness for the commissioning of the system before it is taken over.

ii) For carrying out Acceptance Tests, the Schedule shall be formulated by the System Supplier and approved by BSNL.

The Schedule shall cover 100% functional tests on the sub-systems.  All tests necessary for inter -working in the Network system shall also be covered.
****
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SECTION –VI
OPERATION OF CALL CENTER
1. Operation of call center shall be made by the bidder in accordance with the terms specified  by the department in its schedule of requirements for one year and extendable for two years and special condition of contract and the operation shall remain at the risk of the bidder until completion of the contract.
DISTRIBUTION  FOR SUPPLY OF THE AGENT:
Approximately 184  man hours ( 16 Hrs X 12 Agents )  per day for the contractual period for normal working days. The no of man hours  may vary according to  requirement from time to time.
· Duty time (06.00 to 14.00 Hrs) - 4 Agents
· Duty time (10.00 to 18.00 Hrs) – 4 Agents

· Duty time (14.00 to 22.00 Hrs) – 4 Agents







The above schedule is likely to be change depending on the administrative requirements of CGMT , Orissa Telecom Circle , Bhubaneswar and the contractor shall make such necessary changes in the staff position as indented by the CGMT , Orissa Telecom Circle , Bhubaneswar .
JOB DESCRIPTION:

1. Agent should have the overall view of the call center environment , front office application and call handling aspects relating to BSNL specific services.

2. Agent has to enter the call center screen by giving a username and password.

3. Agent has to handle different types of calls ( enquiries).

4. Agent has to interact with different types of screens ( General Information , FRS , Commercial , Billing etc to get the information and to fulfil the requirement of customer.
SPECIFICATION FOR SUPPLY OF AGENTS:




The contractor should follow the specifications noted below while supplying the agents:

1. Having proficiency in at least three languages (1- English , 2- Hindi , 3. Oriya ).
2. Agent having minimum qualification of Graduate Degree from any recognised University and should have an experience of broader prospective on work environment of call center’s with  extensive vocabulary and necessary grammar skill to help the telephone and internet based replies to the customers.
3. Having outstanding listening skill , understand local languages and shall reply with a clear and accent neural speaking voice , key board skill and ability to deal with all levels of professionals .
4. Having interpersonal communication skills.

5. Having previous work experience in a customer based field or in a field that requires strong interpersonal communications and skills for managing people.
6. Required to use their skills and general knowledge to take responsibility of the call and provide great customer care by educating , providing information etc.
7. Managing good understanding and knowledge of products and services and programs of BSNL.

8. Trained to effectively cross-sell products / solutions of BSNL  whenever the opportunities arises during the customer contact process.
REQUIREMENTS / QUALIFICATIONS OF AGENTS:

1. The agent should  perform the duty  of 8 hours per day  on rotational basis with a lunch break of 30 minutes.
2. The agents required during day and night and off day may vary and the same will be intimated depending on the traffic at regular intervals.

3. The detailed duty charts shall be prepared by the contractor prior to commencement of the week and the same should  indicate  the names of the agents shift wise . The same shall be supplied to the supervisor ( call center , BSNL) or the specified authority on his behalf. In case of any leave , advance action indicating the names of the substitutes should be taken and intimated to the said authority.
4. The contractor is wholly responsible  for arranging the weekly offs , holidays for the festivals and leave of any kind and all other conditions of their assignments to the agents.
5. On account of the personnel engaged by the contractor shall be deemed to be employees of the  CGMT , Orissa Telecom Circle , Bhubaneswar and no such claim will be entertained by the CGMT , Orissa Telecom Circle.
6. BSNL has right to refuse permission to any agent or his men to act as such at any  time on any unsatisfactory contingency such as mis-behaviour ,improper answering , poor outturn etc.
7. The contractor shall not have any right to ask for any employment of its staff provided to the CGMT , Orissa Telecom Circle.

8. The agents or contractor should not declare or represent or act in any such manner as to indicate that they are the employees of CGMT , Orissa Telecom Circle , Bhubaneswar.
9. The contractor should obtain an agreement from the agents to the effect that they will not make any claim for regular absorption in the CGMT , Orissa Telecom Circle , Bhubaneswar and submit the same to the BSNL authorities.
10. The contractor shall also submit the daily attendance sheet of the agents for the previous working day. Failure to do so shall result in non payment of the day/days for which  the attendance sheet is not furnished.
11. Contractor should devise a standard operating procedure (SOP) , which will include the call solution ,escalation  procedures and the process for managing customer feedback.
12. Contractor should  develop training plans /procedures for providing continual training for the agents.
13. Maintain tracking record of response time to enquiries /fulfilments requests and ensure  that follow up actions are taken.
14. All standard procedures and workflow for call escalation are to be documented.

15. Weekly review sessions and reports to provide CGMT , Orissa Telecom Circle , Bhubaneswar with feedback and suggestions so as to improve overall progress of the programme.

16. Agents should be trained as mentioned in the job descriptions Para so as to operate the call center effectively.
17. The complete list of agents engaged by the contractor for deployment in call center of CGMT , Orissa Telecom Circle , Bhubaneswar  shall be furnished by the contractor along with complete addresses and other antecedents .
18. The CGMT , Orissa Telecom Circle , Bhubaneswar , shall not be responsible to provide any amenities such as residence accommodation or transport etc to the agents . No cooking or lodging shall  be allowed  at the call center premises. 

19. The CGMT , Orissa Telecom Circle , Bhubaneswar or his representative shall have the right to ask for the replacement if a particular agent is not found to be carrying out his duties effectively .
20. The agents working at the call center  should not discourage /misguide the public on any information of the BSNL.

21. The agent should have good health , physique , impressive personality , befitting their work , free from defects of sight , hearing , speech  or physical movements etc.
22. The agent should have undergone necessary training from recogonised institute for the operation of the call center.

23. The agent should have good record and character.

24. No agent should perform duty under intoxicated condition nor they should consume alcoholic drink inside the call center.
25. The agent shall abstain from taking part in any staff union and association activities.
26. No minor labour (below the age of 18 years) shall be employed on the work. The personnel(s) deployed by the said contractor for the above said job work shall have no claim of the job in the Nigam.

27. It shall monitor the day to day activities and look for areas of improvement in the quality of service. For every 3 or more agents there should be a supervisor of BSNL.

28. It shall be the duty of CONTRACTOR to answer 99.5% of calls offered to its personnel(s) for operation of the above said call-centre and CONTRACTOR shall maintain quality of service (QOS) so that 80% of the calls shall be answered in not more than 20 (twenty) seconds and all balance calls shall be answered within not more than 30 (thirty) seconds. Other penalty as per relevant clause shall be applicable.
29. The CONTRACTOR shall provide sufficient number of back up personnel(s) to ensure for smooth operation in case of absentees or otherwise.
30. The CONTACTOR shall strictly limit its responsibility to operation of the call centre and not to manage the relevant infrastructure.
31. The contractor shall ensure that the premises be used exclusively for the operation of call centre alone. Under no circumstances the contractor should use the infrastructure and the premises for the job(s) / work(s) / usages.
32. The contractor shall ensure proper upkeep of the premises and shall not store any materials irrelevant to the operation of call center in the premises as stated above.

33. The contractor shall maintain  full confidentiality of the data generated /collected and  of information as per the prevailing cyber enactment /IT laws /Any other relevant act(s)/law(s)/ rule(s) and modification(s) there of Government of India and the State Government . Under no circumstances the contractor shall divulge /reveal/share such data for the purpose other than for the operation of call center in the in the interest  of Nigam . Any violation of this confidentiality  clause may result in instant termination of the contract and CGMT, Orissa Telecom Circle reserves the right to blacklist the contractor /contractor(s)  on all India basis or otherwise and the decision in this regards of CGMT , Orissa Telecom Circle shall be final and binding upon the contactor / contractor(s). A non disclosure agreement has to be signed by the contractor.
34. It shall be the duty of the contractor operating the call center to extend the handholding support to the Agency/contractors(s) maintaining the call center infrastructure. 
****

	SECTION –VII

	SUB SECTION-I






TECHNO-COMMERCIAL BID SUBMISSION FORM

(to be retyped on bidder’s letter head)

	Name and Postal Address of the tenderer
	

	Status of the tenderer
	(i) Proprietorship concern

(ii) Partnership firm

(iii) HUF

(iv) Limited Company



	Name of person or authorized signatory  submitting the tender, other documents and empowered for correspondence with BSNL
	

	Bid Security Particulars
	  DD or BG     Amount      Name of Bank     Branch     No. 



	
	

	Telephone numbers (with STD Code) of authorized signatory
	Office:                               Residence:                               Fax:

Mobile:                            E-mail:

	Name(s) of Proprietor/ all Partners / all Directors
	


Bidder’s Reference No:

 



Dated:

To,


The Dy. General Manager (IT), 


Orissa Telecom Circle, 


3rd Floor , Door Sanchar Bhawan 

              Bhubaneswar 751022

Reference: ………………………………………………………………………………………….
Dear sir,

2. Having examined the conditions of contract as in Section II, III , IV and V, including amendment Nos…. . , the receipt of which is hereby duly acknowledged, we undersigned, offer to supply the hardware and software and implement the Wide Area Networking , in conformity with the conditions of contract and specifications attached herewith and made part of this Bid, in Orissa Telecom Circle.

3. We undertake, if our Bid is accepted, to commence deliveries immediately and to complete delivery of all the goods specified in the contract within 8 weeks calculated from the date of issue of your purchase order. We undertake to install the equipment and implement the Call center  within 12  weeks of date of issue of purchase order. We have thoroughly examined the functions and operations of call center as given in the tender document
3.
We agree to implement the call center equipment and agent positions as  mentioned in the tender.
4 
We agree to abide by this Bid for a period of 180 days from the date fixed for Financial Bid opening and it shall remain binding upon us and may be accepted at any time before the expiry of that period.

5.
We undertake to extend a comprehensive warrantee cover, for a period of two year, starting from the date of commissioning of the system. We also undertake to take AMC for a period of 3 years after expiry of warrantee.   

6. 
Until a formal Purchase Order of Contract is prepared and executed, this Bid together with your written acceptance thereof in your notification of award shall, constitute a binding contract between us.

7. 
Bid submitted by us is properly sealed and prepared so as to prevent any subsequent alteration and replacement.

8. 
We also declare that the printed terms and conditions, if any at the back of our tender quotation or any other paper enclosed are not applicable.

9. 
If our Bid is accepted, we will obtain the guarantees of a Scheduled Bank for an amount equal to 5% of the value of Purchase Order for due performance of contract.

10.
 We understand that you are not bound to accept the lowest or any bid, you may receive.

Dated this …………….. Day of  ……………2005
Signature of the bidder 

Or 

Officer authorized to sign the Bid

Documents on the behalf of the Bidder

(Name in Block Letters of the Signatory)

In capacity of………

Duly authorized to sign the bid for and on behalf of ……….

Witness …………….

Address …………….
Note :- In case of authorized signatory the authorization letter on letter head of the firm must accompany



	 





SECTION –VII , SUB SECTION-II

	TECHNICAL BID -SERVER BASED    OPTION - I

	Sl.No
	ITEMS
	MINIMUM REQUIRED SPECIFICATION
	QTY
	MAKE
	MODEL
	COMPLIED

	A-I. HARDWARE Server Based

	A-I - 1
	Server Based Epabx/ACD
	Server Based Epabx/ACD as per Specification detailed in Section V Sub Section VI 
	2
	
	
	

	A-I - 2
	CTI Interface
	CTI Interface as per Specifications detailed in Section V Sub Section VI
	1
	
	
	

	AI – 3
	IVRS Interface
	IVRS Interface as per Specifications detailed in Section V Sub Section VI
	1
	
	
	

	A-I - 4
	IP Hardphones and Headsets
	IP Hardphones/Headsets as per Specifications detailed in Section V Sub Section VI
	15
	
	
	

	B. HARDWARE COMMON

	B-1
	DATA BASE SERVER
	Two processor P-III Xeon and above upgradeable to four
	1
	
	
	

	
	
	900MHz or higher with 2MB cache
	
	
	
	

	
	
	HDD 3*18 GB or above available capacity
	
	
	
	

	
	
	with RAID 5 (H/W)
	
	
	
	

	
	
	RAM 512 MB expandable to 1GB
	
	
	
	

	
	
	4/8 GB DAT drive and cd drive and floppy drive
	
	
	
	

	
	
	Redundant Power Supply
	
	
	
	

	
	
	17" colour monitor
	
	
	
	

	
	
	10/100 Mbps dual Ethernet
	
	
	
	

	
	
	Server Management/Auto data recovery software
	
	
	
	

	
	
	Windows NT/windows 2000 SERVER/Unix operating system
	
	
	
	

	
	
	RDBMS Software(Oracle/MS SQL)
	
	
	
	

	
	
	All software with appropriate user licenece
	
	
	
	

	B-2
	CTI Server
	Processor P-III and above
	1
	
	
	

	
	
	HDD 40GB or above 
	
	
	
	

	
	
	RAM 512MB expandable to 2GB
	
	
	
	

	
	
	4/8 GB DAT drive and cd drive and floppy drive
	
	
	
	

	
	
	Redundant power supply
	
	
	
	

	
	
	17" colour monitor
	
	
	
	

	
	
	10/100 Mbps dual ethernet
	
	
	
	

	
	
	Server Management/Auto data recovery software
	
	
	
	

	
	
	Windows NT/windows 2000Prof/Unix operating system
	
	
	
	

	
	
	OS with appropriate user licenece
	
	
	
	


	B-3
	MIS Server
	Single processor Pentium IV or above
	1
	
	
	

	
	
	64MB RAM
	
	
	
	

	
	
	HDD 40GB or above 
	
	
	
	

	
	
	4/8 GB DAT drive and CD drive and floppy drive
	
	
	
	

	
	
	17" colour monitor
	
	
	
	

	
	
	10/100 Mbps dual ethernet
	
	
	
	

	
	
	Serial/Parallel Ports
	
	
	
	

	
	
	Windows NT 4.0 or Windows 2000 OS
	
	
	
	

	B-4
	IVRS
	IVRS equipped with 4 E-1 (120 Channel) and 4 fax ports as per Specification detailed in Section V Sub Section VI 
	1
	
	
	

	B-5
	Client PC
	P4 and above
	13
	
	
	

	
	
	20 GB HD 
	
	
	
	

	
	
	128 MB RAM 
	
	
	
	

	
	
	15" colour monitor
	
	
	
	

	
	
	Standard I/O devices
	
	
	
	

	
	
	10/100 Mbps LAN card
	
	
	
	

	
	
	Windows Operating System with media
	
	
	
	

	B-6
	LAN Switch 
	24 Ports LAN Switch as per Specification detailed in Section V Sub Section VI
	2
	
	
	

	B-7
	Structured Cabling
	LAN structured Cabling including CAT-5
	400m
	
	
	

	B-8
	Local Router
	Cisco 2611
	1
	
	
	

	B-9
	Head gear Set
	 
	15
	
	
	

	C. SOFTWARE

	C-1
	CTI application software
	IVR / FAX / Popup /Voice mail/ Web etc as per tender Document
	1
	
	
	

	C-2
	Agent S/W
	As per tender Document
	12
	
	
	

	C-3
	Supervisor S/W
	As per tender Document
	1
	
	
	

	C-4
	Interface S/W with source code
	Interfacing with existing system including Trichure /CCMS/Commercial Package FRS(commandir)/ DOTSOFT ,other External Application running in Jaipur Telecom and other districts of Rajasthan.
	1
	
	
	

	C-5
	WARRANTY
	As per tender Document
	
	
	
	

	C-6
	AMC for H/W & S/W
	As per tender Document
	
	
	
	


	D. OTHER ITEMS

	D-1
	TTS
	Text-to-speech
	1 set
	
	
	

	D-2
	Operation
	Operation of call center per agent per year(8 hours a day)
	
	

	All items above should have make and model/versions mentioned against each. All Servers/PCs brand should be as per PC Quest Magazine Sept 2004 issue

	Any other items which are essential for solution offered may be added as additional items which will be taken into consideration for financial evaluation

	Each items mentioned here with qty should be reflected in financial bid

	

	All the Server  and PCs should Certified for MicroSoft,SCO,Novell,Linux

	Presently 12 positions are asked, the system should be upgradeable for upto 24 positions without addition of extra hardware in server


N.B:-The vendor may quote additional items for the proposed call center for the required solution 

	TECHNICAL BID -SWITCH BASED    OPTION - II

	Sl.No
	ITEMS
	MINIMUM REQUIRED SPECIFICATION
	QTY
	MAKE
	MODEL
	COMPLIED

	A-II. HARDWARE Switch Based

	A-II - 1
	Switch Based EPABX/ACD
	Switch Based EPABX/ACD as per Specification detailed in Section V Sub Section VI 
	1
	
	
	

	A-II – 2
	CTI Interface
	CTI Interface as per Specifications detailed in Section V Sub Section VI
	1
	
	
	

	A-II – 3
	IVRS Interface
	IVRS Interface as per Specifications detailed in Section V Sub Section VI
	1
	
	
	

	A-II – 4
	IP Hard phones and Headsets
	IP Hard phones/Headsets as per Specifications detailed  in Section V Sub Section VI
	15
	
	
	

	B. HARDWARE COMMON

	B-1
	DATA BASE SERVER
	Two processor P-III Xeon and above upgradeable to four
	1
	
	
	

	
	
	900MHz or higher with 2MB cache
	
	
	
	

	
	
	HDD 3*18 GB or above available capacity
	
	
	
	

	
	
	with RAID 5 (H/W)
	
	
	
	

	
	
	RAM 512 MB expandable to 1GB
	
	
	
	

	
	
	4/8 GB DAT drive and CD drive and floppy drive
	
	
	
	

	
	
	Redundant Power Supply
	
	
	
	

	
	
	17" colour monitor
	
	
	
	

	
	
	10/100 Mbps dual Ethernet
	
	
	
	

	
	
	Server Management/Auto data recovery software
	
	
	
	

	
	
	Windows NT/windows 2000 SERVER/Unix operating system
	
	
	
	

	
	
	RDBMS Software(Oracle/MS SQL)
	
	
	
	

	
	
	All software with appropriate user licenece
	
	
	
	

	B-2
	CTI Server
	Processor P-III and above
	1
	
	
	

	
	
	HDD 40GB or above 
	
	
	
	

	
	
	RAM 512MB expandable to 2GB
	
	
	
	

	
	
	4/8 GB DAT drive and cd drive and floppy drive
	
	
	
	

	
	
	Redundant power supply
	
	
	
	

	
	
	17" colour monitor
	
	
	
	

	
	
	10/100 Mbps dual ethernet
	
	
	
	

	
	
	Server Management/Auto data recovery software
	
	
	
	

	
	
	Windows NT/windows 2000Prof/Unix operating system
	
	
	
	

	
	
	OS with appropriate user licenece
	
	
	
	


	B-3
	MIS Server
	Single processor Pentium IV or above
	1
	
	
	

	
	
	64MB RAM
	
	
	
	

	
	
	HDD 40GB or above 
	
	
	
	

	
	
	4/8 GB DAT drive and CD drive and floppy drive
	
	
	
	

	
	
	17" colour monitor
	
	
	
	

	
	
	10/100 Mbps dual ethernet
	
	
	
	

	
	
	Serial/Parallel Ports
	
	
	
	

	
	
	Windows NT 4.0 or Windows 2000 OS
	
	
	
	

	B-4
	IVRS
	IVRS equipped with 4 E-1 (120 Channel) and 4 fax ports as per Specification detailed in Section V Sub Section VI 
	1
	
	
	

	B-5
	Client M/C
	P4 and above
	13
	
	
	

	
	
	20 GB HD 
	
	
	
	

	
	
	128 MB RAM 
	
	
	
	

	
	
	15" colour monitor
	
	
	
	

	
	
	Standard I/O devices
	
	
	
	

	
	
	10/100 Mbps LAN card
	
	
	
	

	
	
	Windows Operating System with media
	
	
	
	

	B-6
	LAN Switch 
	24 Ports LAN Switch as per Specification detailed in Section V Sub Section VI
	3
	
	
	

	B-7
	Structured Cabling
	LAN structured Cabling including CAT-5
	400m
	
	
	

	B-8
	Local Router
	Cisco 2611
	1
	
	
	

	B-9
	Head gear Set
	 
	13
	
	
	

	C. SOFTWARE

	C-1
	CTI application software
	IVR / FAX / Popup /Voice mail/ Web etc as per tender Document
	1
	
	
	

	C-2
	Agent S/W
	As per tender Document
	12
	
	
	

	C-3
	Supervisor S/W
	As per tender Document
	1
	
	
	

	C-4
	Interface S/W with source code
	Interfacing with existing system including Trichure/CCMS/Commercial Package FRS(commandir)/ DOTSOFT, other External Application running in Jaipur Telecom and other districts of Rajasthan.
	1
	
	
	

	C-5
	WARRANTY
	As per tender Document
	
	
	
	

	C-6
	AMC for H/W & S/W
	As per tender Document
	
	
	
	


	D. OTHER ITEMS

	D-1
	TTS
	Text-to-speech
	1 set
	
	
	

	D-2
	Operation
	Operation of call center per agent per year(8 hours a day)
	
	

	All items above should have make and model/versions mentioned against each. All Servers/PCs brand should be as per PC Quest Magazine Sept 2004 issue

	Any other items which are essential for solution offered may be added as additional items which will be taken into consideration for financial evaluation

	Each items mentioned here with qty should be reflected in financial bid

	

	All the Server  and PCs should Certified for MicroSoft,SCO,Novell,Linux

	Presently 12 positions are asked, the system should be upgradeable for upto 24 positions without addition of extra hardware in server


N.B:-The vendor may quote additional items for the proposed call center for the required solution
	PRICE BID

	Sl No as spec sheet
	ITEM
	QTY
	Make/Brand
	Model No.
	UNIT RATE Inclusive of all 
	AMC Charges Per Year
	TOTAL AMC Charges
	TOTAL Cost

	A – HARDWARE

	1. Option - I Server Based
	
	
	
	
	
	

	I-1
	Server based EPABX/ACD
	2
	
	
	
	
	
	

	I-2
	CTI Interface as per specs.
	1
	
	
	
	
	
	

	I-3
	IVRS interface as per specs.
	1
	
	
	
	
	
	

	I-4
	IP Hard phones / 

Headsets as per spec 
	13
	
	
	
	
	
	

	2. Option - II Switch Based
	
	
	
	
	
	

	II-1
	Switch based EPABX/ACD
	1
	
	
	
	
	
	

	II-2
	CTI Interface as per specs.
	1
	
	
	
	
	
	

	II-3
	IVRS interface as per specs.
	1
	
	
	
	
	
	

	II-4
	IP Hard phones / 

Headsets as per spec 
	13
	
	
	
	
	
	

	B. Common HARDWARE to both options

	B-1
	DATA BASE SERVER
	1
	
	
	
	
	
	

	B-2
	CTI server
	1
	
	
	
	
	
	

	B-3
	MIS server
	1
	
	
	
	
	
	

	B-4
	IVRS
	1
	
	
	
	
	
	

	B-5
	Client PC
	13
	
	
	
	
	
	

	
	24P LAN switch
	1
	
	
	
	
	
	

	B-6
	Structured Cat-5e cabling
	400m
	
	
	
	
	
	

	B-7
	Local router
	1
	
	
	
	
	
	

	B-8
	Head gear set
	13
	
	
	
	
	
	

	C. SOFTWARE

	C-1
	CTI application software
	1
	
	
	
	
	
	

	C-2
	Agent S/W
	12
	
	
	
	
	
	

	C-3
	Supervisor S/W
	1
	
	
	
	
	
	

	C-4
	Interface S/W with source code
	1
	
	
	
	
	
	

	D. OTHER ITEMS

	D-1
	TTS
	1 set
	
	
	
	
	
	

	D-2
	Operation (per agent per year)-8 hrs a day
	12
	
	
	
	
	
	

	
	GRAND TOTAL
	
	
	
	
	
	
	

	N.B:-The vendor may quote additional items for the proposed call center for the required solution
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SECTION VIII

                      BID SECURITY (BOND) FORM

(to be furnished on non-judicial stamp paper of Rs. 50/-)

Reference: BSNL Tender  no. ___________________ dated __________  for ___________  (name of the work) 
Whereas ………(hereinafter called ‘the Bidder’) has submitted its bid no. ………..dated………..for …………… ………………… …………… …………. - Tender enquiry no. …………….. dated ………… KNOW  ALL MEN by these presents that we………………. having our registered office at ……………………..(hereinafter called the “the Bank) are bound unto Bharat Sanchar Nigam Limited (hereinafter called “the Purchaser”) in the sum of …………….. for which payment will and truly be made to the said Purchaser, the Bank binds itself, it successors and assigns by these presents:

THE CONDITIONS of this obligation are:

1. If the Bidder withdraws its bid during the period of bid validity specified by the Bidder in the Bid document; or


2. If the Bidder, having been notified of the acceptance of its bid by the Purchaser during the period of Bid validity,

(a) fails or  refuses to execute the Contract, if required; or

(b) fails or refuses to furnish performance security, in accordance with the instructions contained in the bid document.

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 in its demand, the Purchase will  note that the amount claimed by it is due to it owing to the occurrence of any one or both of two conditions, specifying  the occurred condition or conditions.

This guarantee will remain in force as specified in the Bid Document upto and including …………… (…..) days from the date of bid opening, and any demand in respect thereof should reach the Bank not later than the above specified date(s).

( Authorised Signature of the Bank Official )

Name:

Signed in the capacity of :

Power of Attorney Number :








Full name and address of branch:








Phone & FAX nos. of branch:

Dated:

At 

SECTION IX

PERFORMANCE SECURITY GUARANTEE (BOND) FORM

(to be furnished on non-judicial stamp paper of Rs. 100/-)

Reference: BSNL Tender no. ___________________ dated __________  for (name of the work) _ ____________

1. In consideration of Bharat Sanchar Nigam Limited (BSNL) (hereinafter called “the purchaser”)  having agreed to exempt M/s __________ (hereinafter called "the said Contractor”) having its registered office at _________________ from the demand under the terms and conditions of an Agreement/ (Advance Purchase Order duly accepted by contractor) no. ___________  dated ________ for (name of work) _________ _____________  _____________ (hereinafter called "the said Agreement), of security deposit for the due fulfillment by the said contractor of the terms and conditions contained in the said Agreement,  on production of a bank guarantee for Rs.  __________________ we, (Name of the bank) _____________ ______________ (hereinafter referred to as "the Bank”) at the request of ______________ _______  do hereby undertake to pay to the BSNL an amount not exceeding Rs. __________ against any loss or damage caused to or suffered or would be caused to or suffered by the BSNL by reason of any breach by the said Contractor of any of the terms of conditions contained in the said Agreement. 

2. We (name of bank) __________________ do hereby undertake to pay the amount due and payable under this guarantee without any demur, merely on a demand from the BSNL stating that the amount claimed is due by way of loss or damage caused to or would be caused to or suffered by the BSNL by reason of breach by the said contractor of any or the terms or conditions contained in he said Agreement or by the reason of the contractor failure to perform the said Agreement. Any such demand made on the bank shall be conclusive as regards the amount due and payable by Bank under this guarantee where the decision of the BSNL in these counts shall be final and binding on the bank. However, our liability under this guarantee shall be restricted to an amount not exceeding Rs ___________ 
3. We undertake to pay to the BSNL any money so demanded notwithstanding any dispute or disputes raised by the contractor/ supplier in any suit or proceeding pending before any court or tribunal relating thereto our liability under this present being absolute and unequivocal. The payment so made by us under this bond shall be valid discharge of our liability for payment thereunder and the contractor/ supplier shall have no claim against us for making such payment. 
4. We (name of bank) ________________ further agree that the guarantee herein contained shall remain in full force and effect during the period that would be taken for the performance of the said agreement and that it shall continue to be enforceable till all the dues of the BSNL under or by virtue of the said agreement have been fully paid and its claims satisfied or discharged or till BSNL certifies that the terms and conditions of the said Agreement have been fully and properly carried out by the said contractor and accordingly discharges this guarantee. Unless a demand or claim under the guarantee is made on us in writing on or before the expiry of __________ (__) months from the date hereof, we shall be discharged from liability under this guarantee thereafter. 
5. We (name of bank) ___________________ further agree with the BSNL that the BSNL shall have the fullest liberty without affecting in any manner our obligations hereunder to vary any of the terms and conditions of the said agreement or to extend time of performance by the said contractor from time to time any of the powers exercisable by the BSNL against the said Contractor and to forbear or enforce any of the terms and conditions relating to the said agreement and we shall not be relieved from our liability by reason of any such variation, or extension being granted to the said Contractor or for any forbearance, act or omission on the part of the BSNL or any indulgence by the BSNL to the said contractor or by any such matter or thing whatsoever which the law relating to sureties would, but for this provision have effect of so relieving us. 
6. The guarantee will not be discharged due to changes made in the constitution of Bank of Contractor / Supplier. 
7. We (name of the bank) ___________________________ lastly undertake not to revoke this guarantee during its currency except with previous consent of the BSNL in writing. 
( Authorised Signature of the Bank Official )

Name:

Signed in the capacity of :

Power of Attorney Number :








Full name and address of branch:








Phone & FAX nos. of branch:

Dated 

At 
SECTION-X

AUTHORISATION FOR ATTENDING BID OPENING

To,

Dy. General Manager (IT)

O/o CGMT Orissa Telecom Circle

Bhubaneswar

Subject: Authorisation for attending bid opening 
Reference: CGMT Orissa BSNL Tender no: ………………….. dated ……….

Following persons are hereby authorised to attend the bid opening for the tender mentioned on behalf of   …………………………………..  (Bidder) in the order of preference given below. 

Order of Preference


Name                                Specimen Signatures 
1st 

2nd 















Signature of Bidder
SECTION-XI

FORMAT FOR ACCEPANCE OF ADVANCE PURCHASE ORDER

From,

........................................................

……………………………………

To,

…………………………………….

…………………………………….

Subject: ……………………………………………..
Reference: (1) CGMT Orissa BSNL Tender no: ………………dated 

Dear sir,


We acknowledge the receipt of the Advance Purchase Order under reference above.


We accept the Advance Purchase order and terms and conditions as mentioned therein unconditionally.

Yours faithfully,
Signature

(Name in Block Letters)

Signed as: 

STAMP/ SEAL

































SECTION – XII

Proforma for Experience Certificate

It is certified that M/s  ______________________________ has successfully implemented Call Center with ________________________________ agents.  The  Performance of Call Center, its operation and maintenance are  satisfactory as on date.

Date :




Name:






Designation:






Organisation:






Address:






Telephone No:







Fax No:

M/s……………………………………………………………………

( Authorized Signatory )

(Designation with Seal )

NOTE: Minimum two such certificate with min 25 agents each to be submitted along with techno commercial bid, failing which bid is liable for rejection.

SECTION -XIII

AUTHORISATION  CERTIFICATE FROM OEM

( To be given in original letter pad of OEM )

To

Dy General Manager (IT),

O/O The Chief General Manager

BSNL, Orissa Telecom Circle.

3rd Floor , Door Sanchar Bhawan , Unit-IX

Bhubaneswar-751022

Sub:- Manufacturer’s authorization letter.

Ref:- Tender No. ……………………………………………………………..     Dated ………….

Dear Sir,

 
We, the manufacturer of …………………………… …………………………… do hereby authorize M/s…………………………………………… ………………… ………………   to supply the equipment. We further authorize M/s_______________ to quote , negotiate  & conclude the contract with you against above tender for the following products and for supply of long-term spares for at least six years. 


We also give undertaking that as OEM , we will give full support to M/s ……………………………… …………………………………………… ………………………………. to provide two years warranty followed by three years AMC as required in the above tender.

M/s……………………………………………………………………

( Authorized Signatory )

(Designation with Seal )

N.B:- The bidder has to submit the authorization certificate from OEMs of all the products quoted in the tender in this format only.
****
SECTION -XIV

( No relatives certificate )

PROFORMA FOR DECLARATION BY TENDERER

I ………………………… ………………… …………………… S/o  ………………….. ………………….. …….. 

Resident of …………………. ……………………………. ……………….. hereby certify that none of my relative(s) as defined in the tender document is /are employed in Department of Telecom/BSNL Unit as per details given in the Tender Document. In case at any stage it is found that the information given by me is false / incorrect, BSNL shall have the absolute right to take any action as deemed fit without any prior intimation to me.

      Note: -The term "Near Relative" for this purpose  are defined as:

i. Members of a Hindu undivided family ,
ii. They are husband and wife  ,   

iii. The one is related to the other in the same manner as father , mother, son(s) ,& son’s wife ( daughter-in-law ) , Daughter(s) & daughter’s husband (son-in-law) , brother (s) & brother’s wife , sister(s) & sister’s husband ( brother-in-law).

Signature & seal of tenderer

Name & full address

Witness

1.Name & address

…………………..

…………………..

2. Name & address

…………………..

…………………..

  N.B:- The bidder has to submit this certificate in this format only.

****

SECTION -XV

UNDERTAKING TO PROVIDE THREE YEARS AMC 

AFTER TWO YEARS  WARRANTY

To

Dy General Manager (IT),

O/O The Chief General Manager

BSNL, Orissa Telecom Circle.

3rd Floor , Door Sanchar Bhawan , Unit-IX

Bhubaneswar-751022

Sub:- Undertaking to provide two years  warranty  & three years post warranty AMC.

Ref:- Tender No. ………………………………………………………………..     Dated ………….

Dear Sir,

 
Having understood all the terms and conditions of the above referred tender We, hereby undertake that we will be responsible for  providing  two years  warranty  & three years post warranty AMC  for all the products to be supplied by us in the event of the job of supply , installation ,implementation and operation  is awarded to us .

M/s……………………………………………………………………

( Authorized Signatory )

(Designation with Seal )

N.B:- The bidder has to submit this two years  warranty  & three years post warranty AMC  certificate in this format only.
****
SECTION -XVI

 ( Servers, PC , Networking items  should be branded whose name are listed in the rating bar chart of  PC QUEST Magazine of September 2004 except assembled products . All subsystems in a system should be from same OEM, no subsystem of any other make should be included unless it is certified by the OEM that particular subsystem is not in its product line )
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Tender No :- CGMT/ IT-39-II /2004-05 


Dated 07.09.2005








PLEASE VISIT US AT :-   http://www.orissa.bsnl.co.in





 


 


TENDER   FOR


SUPPLY, INSTALLATION, 


INTEGRATION, TESTING, COMMISSIONING AND OPERATION 


OF 


COMPUTERIZED CALL CENTER WITH APPLICATION SOFTWARE


    


			Price : Rs 2000/- 








O/o THE DEPUTY GENERAL MANAGER ( IT ),


3rd  Floor , Door Sanchar Bhawan , 


o/o CGMT , BSNL, Orissa, Bhubaneswar-751 022





Tender No:-  CGMT/IT-39-II/2004-05   DATED:-    07/ 09 / 2005


 











PSTN





     





        REMOTE





Agent Position








WWW





CTI SERVER





IVRS





Intelligent Workstation





END





ACD





PSTN





CTI SERVER





Intelligent Workstation





END





ACD





PSTN








PAGE  
Page-23                                 Signature of the bidder

