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Specifically,
 

w
e
 wo

u
ld

 lik
e
 to 

understand  w
hether

 the
 calling

 d
ata 

w
ill  be furnished  by

 the
 A

uthority
 or if  

the
 Service

 Provide
r
 is
 expecte

d
 to 

source it
 i nde.

 enden
tl . 

A
. 

w
e k

indly
 propose

 considering
 the 

Insurance Surety
 B

ond  (ISB
)
 as the

 m
ode

 of  
pay

m
en

t fo
r
 both  

the
 E

arne
s
t M

oney 
D

eposit
 (E

M
D
)
 an

d
 Perform

ance
 Security. 

W
e
 are

 prep
a
re

d
 to

 furnis
h
 the

 bond 
im

m
ediately

 up
o

n
 approval. 

B
. 

Fo
r
 w

ider
 participation,

 
w

e h
ereby 

reques
t you

 to
 conside

r the low
es

t value, 
i.e.,

 3%
  of  C

ontract V
alue. 
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p  

for operating
 the

 call centre w
ill  be

 borne by 
the

 Servic
e
 Provider

 or
 reim

bursed
 by

 the 
A

uthority. 

B
uilding

 R
ent:

 Kindly
 clarify

 w
ho

 w
ill

 be 
responsible

 for
 bearing

 the
 rental  expenses 

of  the
 prem

ises from
 w

hich  the 
call

 centre
 w

ill
 operate. 

A
 clear

 understanding
 of these

 com
ponents 

is
 essentia

l for
 accurate 

financial  planning
 and  proposal structuring. 

W
e
 look  forw

ard  to
 your 

guidan
ce on

 the
 above. 

W
e
 kindly

 request clarification
 regarding 

the
 telecom

m
unication

 setup
 for

 the 
proposed  call  centre

 operations. 
Specifically: 

P
lease

 confirm
 the

 num
ber

 o
f telephone 

handsets
 and  SIM

  cards 
required  to

 be
 provisioned  for the

 call centre 
staff. 

K
indly

 indicate
 w

hether
 ea

c
h
 sea

t w
ill  

require
 a
 dedicated  device

 an
d

 SIM
, 

or
 if  shared

 configurations
 (e.g.,

 softphones 
o
r pooled  lines)

 are
 perm

issible
 under

 the 
scop

e
 o
f w

ork. 
W
e
 kindly

 reques
t tha

t you
 provide details 

regarding
 the

 A
verag

e
 H

andling
 Tim

e 
(A

H
T

) for inboun
d

 an
d
 outboun

d
 calls,

 as 
applicable

 under
 the

 scop
e
 o
f this

 project. 
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un 
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Section 4.4.1, E
ligibility C

riteria: T
urnover 

R
s. 3.00  C

r
 C

riteria 

> 	 C) 
co 
CD .-t A.) ,-- C

lau
se

 as
 per R

F
P

 docum
ent 

A
s
 pe

r C
hapter-6-Sectio

n
 N

o-204,
 

P
oint 

N
O-i, Pag

e N
o-86,

 of  the
 O

G
FR

-2023
 states 

that,
 the

 turnove
r criteria

 m
ay

 be
 w

aiv
ed

 of  
fo

r L
oca

l M
S

E
 firm

s.
 
 

K
indly

 clarify
 the

 tim
eline

 for
 subm

ission 
of  Technica

l B
id. 

W
e
 respectfully

 seek  clarificatio
n
 on

 the 	
Y

es,
 

C
usto

m
e
r R

elationship
 M

anagem
ent 

follow
ing

 technical  asp
ect of  the

 propos
e
d

 (C
R

M
)
 system

 is
 a
 part o

f the
 solution. 

call  centre
 operations: 	

A
lso,

 the
 call

 centre
 platform

 w
ill  be integrated  

to
 various

 Governm
en

t o
f O

disha's
 porta

l as and  
K

indly
 confir

m
 w

hether
 the

re
 is

 any
 w

hen
 required

. 
requirem

en
t fo

r
 deploying

 a
 C

ustom
er 

R
elationship

 M
anagem

ent 
(C

R
M
)
 system

 as
 part of  the

 solution. 

A
dditionally,

 please clarify
 w

hether the 
call  centre

 platform
 is

 expected  to
 be 

integrated
 w

ith  any
 existing 

departm
enta

l application
s or

 softw
are 

system
s,
 an

d
 if  so, kindly 

provide d
etails

 regarding
 the

 nature
 and 

scop
e
 of  such  integration.

 
 

U
nderstan

d
ing

 the
 A

H
T

 is
 essential  for 

accurately
 estim

ating
 staffing

 requirem
ents, 

shi
f
t
 planning,

 
an

d
 over

a
ll resource 

allocatio
n
 to

 ensur
e
 seam

less
 ca

ll centre 
operations

 
erations in lin

e
 w

ith  you
r expectations.
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n
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C

larificatio
n
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D
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R
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D
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M
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25.09.2025 

T
ill  05:OOPM

  of  
24.09.2025 

D
etails 
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fp. 	 Ann exure-A 

Model Bank Guarantee Format for furnishing EMD 

Whereas 	 (hereinafter called the "tenderer") has submitted their offer dated 
	For the supply of 	  (hereinafter called the "tender") against the purchaser's 
tender enquiry No 	 

KNOW ALL MEN by these presents that WE 	 of 	 having our 
registered office at 	 are bound unto 	.(hereinafter called the "Purchaser") in the sum of 
of 	 for which payment will and truly to be made to the said Purchaser, the Bank binds itself, 
its successors and assigns by these presents. 

Sealed with the 
Common Seal of the said Bank this 	day of 	20. 

THE CONDITIONS OF THIS OBLIGATION ARE: 

(1) If the tenderer withdraws or amends, impairs or derogates from the tender in any respect 
within the period of validity of this tender. 

(2) If the tenderer having been notified of the acceptance of his tender by the Purchaser during 
the period of its validity:- 

a) If the tenderer fails to furnish the Performance Security for the due performance of 
the contract. 

b) Fails or refuses to accept/execute the contract. 

WE undertake to pay 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 demand the 
Purchaser will note that the amount claimed by it is due to it owing to the occurrence of one or both 
the two conditions, specifying the occurred condition or conditions. 

This guarantee will remain in force upto and including 45 days after the period of tender 
validity and any demand in respect thereof should reach the Bank not later than the above date. 

Our 	  branch at 	  * (Name & Address of the 	  
branch) is liable to pay the guaranteed amount depending on the filing of claim and any part thereof 
under this Bank Guarantee only and only if you serve upon us at our 	 branch a written 
claim or demand and received by us at our 	  * branch on or before Dt 	 
otherwise bank shall be discharged of all liabilities under this guarantee thereafter. 

(Signature of the authorized officer of the Bank) 

Name and designation of the officer 

Seal, name & address of the Bank and address of the Branch 



Annexure-B 

Model Bank Guarantee Format for Performance Security 

To 

The Governor of Odisha. 

WHEREAS 	  (name and address of the supplier) (hereinafter called "the 
supplier") has undertaken, in pursuance of contract no 	dated 	to supply (description of 
goods and services) (herein after called "the contract"). 

AND WHEREAS it has been stipulated by you in the said contract that the supplier shall furnish you 
with a bank guarantee by a scheduled commercial bank recognized by you for the sum specified therein 
as security for compliance with its obligations in accordance with the contract: 

AND WHEREAS we have agreed to give the supplier such a bank guarantee; 

NOW THEREFORE we hereby affirm that we are guarantors and responsible to you, on behalf of 
the supplier, upto a total of 	  (amount of the guarantee in words and 
figures), and we undertake to pay you, upon your first written demand declaring the supplier to be in 
default under the contract and without cavil or argument, any sum or sums within the limits of (amount 
of guarantee) as aforesaid, without your needing to prove or to show grounds or reasons for your 
demand or the sum specified therein. 

We hereby waive the necessity of your demanding the said debt from the supplier before presenting 
us with the demand. 

We further agree that no change or addition to or other modification of the terms of the contract to be 
performed thereunder or of any of the contract documents which may be made between you and the 
supplier shall in any way release us from any liability under this guarantee and we hereby waive notice 
of any such change, addition or modification. 

This guarantee shall be valid until the 	day of 	20 

Our 	 branch at 	 (Name & Address of the 	  branch) is 
liable to pay the guaranteed amount depending on the filing of claim and any part thereof under this 
Bank Guarantee only and only if you serve upon us at our 	. .* branch a written claim or 
demand and received by us at 	our 	  * branch on or before 	Dt. 
	.otherwise bank shall be discharged of all liabilities under this guarantee thereafter. 

(Signature of the authorized officer of the Bank) 

Name and designation of the officer 

Seal, name & address of the Bank and address of the Branch 
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