
CORRIGENDUM 
 

               Dated 12/04/2020 
 

Short term tender for the Call Center to address the issues related to day to day 
requirements of essential goods during current lockdown because of Coronavirus  
 

With respect to the queries raised by the potential bidders, the following clarifications 

are made in the respective Tender document: 
 

Clause 
No 

Page 
No. 

Original Clause Revised Clause 

3 2 The Cost of bid & Earnest 
Money for an amount as 
specified above shall be 
deposited through RTGS/NEFT 
in following account:  
Bank name: Punjab National 
Bank  
Acc no.: 4425000105090736  
IFSC Code: PUNB0442500  
Branch: CHANDIGARH 

The Cost of bid & Earnest 
Money for an amount as 
specified above shall be 
deposited through RTGS/NEFT 
in following account:  
Name of the beneficiary: PSeGS 
Bank name: Punjab National 
Bank  
Acc no.: 4425000105090736  
IFSC Code: PUNB0442500  
Branch: CHANDIGARH 

18 
 
 

8 PSeGS shall facilitate selected 
company in getting necessary 
curfew passes for manpower, if 
required. 

PSeGS shall facilitate selected 
company in getting necessary 
curfew passes for manpower, if 
required. 
Based on the scenario, few 
agents may be allowed to work 
from home after taking 
approval from the PSeGS or its 
nominated representative/ 
committee.  
 

Point 13 
 

8 Training to executives shall be 
provided by company trainers. 
Trainers will be trained by 
PSeGS or any other Govt 
authority.  
 

Training to executives shall be 
provided by company trainers. 
Trainers will be trained by 
PSeGS or any other Govt 
authority. However, training will 
be a continuous process for 
inbound as well as outbound 
channels. In addition, training 
can be manual/ software based/ 
system based.  



Note: Training content/ script/ 
Knowledge base etc. will be 
shared by PSeGS to the 
Selected Bidder.  
 

  General 
 

Successful bidder has to ensure 
quality and issue resolution in 
all aspects and Purchaser will 
have no role in identifying the 
manpower or issue 
certifications or interviewing 
them. Entire process has to be 
managed by the Selected Bidder 
only.   
 

  General Successful bidder has to ensure 
that volume and Average 
Handle Time (AHT) of the 
inbound and outbound call has 
to be managed by him and 
Purchaser will only be 
concerned about the proper call 
management and issue 
resolution.  

Point 9 8 Hours of Operation: 06:00 AM 
to 10:00 PM (2 shifts of 50 
each).  
 

Hours of Operation: 06:00 AM 
to 10:00 PM (2 shifts of 50 
each). These shifts will be in 
operation 7 days a week 
including the weekend. 
Shift timings will have to be 
managed by selected bidder in 
such a way so that there are no 
abandoned calls at the time of 
shift change.  

  General 
 

Agents need to be bilingual 
(Hindi and Punjabi) for both 
inbound and outbound calls. 
However, majority of the calls 
are expected to be in Punjabi.  
 

  General 
 

Outbound calls can be manual/ 
automatic dialer based as it will 
be decided based on the real 
time scenario.  



  General 
 

Selected bidder needs to ensure 
that maximum number of 
attempts for the call is two. 
Example: In case person doesn’t 
pick, person needs to be called 
after 4-5 hours and if the first 
call is made after 5pm, second 
call to be made in the next 
morning 

  General PSeGS will provide a short 
number, possibly 1905 from 
BSNL which needs to be 
mapped with the call center PRI 
line and card.  
In case selected bidder wants to 
suggest some other number, 
cost has to be borne by the 
selected bidder only.  Also, PRI 
line and card charges has to be 
borne by the Successful Bidder 
only.  

Point 5 7 The Call Centre should be 
extendable to support IVRS, 
which shall logically be front-
end for all incoming calls and 
process them in accordance 
with a pre-configured call-flow.  
 

The Call Centre should be 
extendable to support IVRS 
(which shall logically be front-
end for all incoming calls) and 
process them in accordance 
with a call-flow decided by the 
Purchaser and the Selected 
bidder. 
 

  General Successful bidder has to submit 
monthly progress reports with 
regards to inbound calls, 
outbound calls, success rate, 
failure rate, district wise call 
saturation report and any other 
reports as available in the CRM 
etc.  
In addition, successful bidder 
has to submit the recording of 
all the calls in the external hard 
drive to the Purchaser and 
Purchaser will return the 



external hard drive after 
copying the data on the system.  

  General  Successful Bidder has to ensure 
that all the calls (inbound/ 
outbound) are properly logged 
in the CRM software for which 
admin access will be given to 
the Purchaser for live 
monitoring, real time tracking, 
reporting purposes etc.  

  General Successful bidder has to 
configure the SMS gateway with 
its CRM software. SMS gateway 
will be provided by the 
Purchaser. Templates for the 
same will be shared by the 
PSeGS/ Purchaser.  

  General Successful Bidder has to define 
its own internal escalation 
mechanism; however, in case 
the bidder team/ hierarchy is 
not able to resolve any specific 
case, report needs to be shared 
with the Purchaser every 
evening where in resolution will 
be provided by them. Next day, 
Selected bidder will have to 
make outbound calls and give 
proper issue resolution for the 
same. 

  General Indicative requirements of the 
CRM based solution software is 
placed at Annexure A 

 
  



Annexure A 
 

Functional requirement of CRM based call center 
a) Provision for citizens to call on dedicated helpline number for queries/requests 

b) CRM connects the citizen call with the agent i.e. Call center agents should accept 

the request/call through a CRM solution (Inbound call). 

c) Query/request should be submitted followed with necessary details. 

d) Once a request is generated in the system, an automated SMS should be sent to 

the citizen with a reference number 

e) Provision for Call center agent to provide the required information and close the 

case and or; 

f) Provision to forward the request to concerned District Nodal officers for 

immediate action. 

g) Provision for District nodal officer to take actions and mark the request as 

resolved or may increase the resolution time with a reason. 

h) Provision to auto change the status of request to complaint if the resolution is 

not provided in the given timeline. 

i) Provision for District Nodal officer to take actions and mark the complaint as 

resolved. 

j) System must update the requests and complaints marked as resolved by the 

district nodal officer in the resolved request queue and resolved complaint 

queue. And they must be visible in the dashboard of Inbound and Outbound Call 

center agents for follow ups and feedbacks 

k) Provision for feedback call by the outbound agent team of all the complaints 

resolved by the district nodal officer. 

 

No of Users/Actors 

a. Citizen 

b. Call centre Agent 

c. Supervisor 

d. Nodal officer of the 22 Districts (1 per District) 

e. Super admin 

f. Stakeholders (State authorities/Secretaries/CM/Ministers in-charge/ADC/DC) 

 

 

CRM workflow: 2 broad cases 

a. Query /general information request by Citizen 

b. Requests where some actions are required. 

c. Complaints management and Escalation Matrix 



 

 

Case 1, if a Citizen has a query/general information 

 

Step 1 - Citizen initiates a call at the helpline Number 

Step 2 - An agent connects with a citizen over call through CRM, listens to the query, 

provides necessary details and marks the query as resolved at his side. It follows with 

an automated SMS sent to the citizen with a “Query reference number “and remarks 

as “resolved”. The call is marked as complete and data is saved in the database 

 
 

Case - 2 (a), if a Citizen has a request and gets resolved within 24 hours 

 

Step 1 - Citizen calls on Helpline Number. 

Step 2 - An agent connects with the citizen, asks necessary information and accepts the 

request and reference number is generated and SMS is sent to the citizen. 

Step 3 - Request is allocated to the nodal officers with respect to the Districts and they 

process the request and once the request is processed and completed within the 

specified time frame, the request is marked as resolved. 

Step 4 - Citizens receive an SMS with a message that your request with reference 

number XXXXXXX has been resolved. 

Step 5 - Agent gets notified in the dashboard when a request is marked as resolved by 

nodal officer. 

NOTE - If the request is not resolved within 24 hours and not updated with a new 

timeline by nodal officer, then the request will automatically shift under the Complaints 

queue. 

 



 
Step 6 - if the process takes more than 24 hours, Nodal officer updates the status to “In 

progress” and adds a new time frame either next 24 hours or maximum 48 hours. 

Step 7 - Citizens receive an SMS with a message that request with reference number 

XXXX is still under process. 

Step 8 - when the request is completed within the new time frame, the request is 

marked as resolved by nodal officer. 

Step 9 - Citizens receive an SMS with a message that request with reference number 

XXXX has been resolved. 

Step 10 - Agent gets notified in the dashboard when a request is marked as resolved by 

nodal officer. 

 

 
 

Case - 2(c), if request is not resolved even after the new timeline 

Step 11 - Even after the new timeline, if the request is not resolved, then the request 



automatically shifts in the “Complaint” queue. 

Step 12 - Escalation level 1 and 2 gets the notification about the request being added 

into the “complaint” queue in his dashboard. 

Step 13 - Citizens receive an SMS with a message that request with reference number 

XXXX is still under process. 

Step 14 - Nodal officer takes the necessary actions, adds remarks and resolves the 

complaint. 

Step 15 - Citizens receive an SMS with a message that complaint with reference number 

XXXX has been resolved. 

Step 16 - Agent calls the citizen for feedback of the complaint resolved by the district 

nodal officer 

 

16 (a) - If the citizen is unsatisfied then agent opens the complaint No and puts it back 

in the complaint queue and forwarded to the concerned district nodal officer, an auto 

SMS is sent to the citizen, that your complaint with reference number XXXX is reopened 

and under process. 

 

 
Complaint management & Escalation Matrix 

 

Escalation 
Level 

Matrix 

1 Provision of auto escalation to Escalation level 1 (assigned by the 
DC of the district) if the complaint is not addressed within 24 
hours from the time when the request status was changed into 
complaint (notify only) II Provision of auto escalation to Escalation 



level 2 (DC) if the complaint is not addressed within 48 hours from 
the time when the request status was changed into complaint. 
(notify only) 

2 Provision of auto escalation to Escalation level 1 (assigned by the 
DC of the district) if the complaint is not addressed within 24 
hours from the time when the request status was changed into 
complaint (notify only) II Provision of auto escalation to Escalation 
level 2 (DC) if the complaint is not addressed within 48 hours from 
the time when the request status was changed into complaint. 
(notify only) 

 All the complaints unresolved shall be color coded in Red and shall reflect in the 

complaint queue 

 All the resolved complaints shall be color coded in Purple and shall reflect in the 

resolved complaints queue and visible to the Outbound agent team for feedback as 

well as in the dashboards of officers assigned as per escalation matrix. 

Note: Provision to notify at escalation levels through SMS as well as on their dashboards 

if the complaint is not addressed in the given period. 

 

Role of a Citizen: 

The citizen will initiate a call on the helpline number and will submit his Query/ Request 

by providing the necessary details asked by the agent. 

 

Note 

 Citizen should receive an SMS after the request is submitted followed with a 

Reference Number and a text (for example:- Your request has been submitted 

and is under process) 

 Citizen should receive an SMS in case the request is updated with new timeline 

by nodal officer followed with a Reference Number and a text (for example:- Your 

request is under process and will be resolved in next 24/48 hours according to 

the time selected by nodal officers) 

 Citizen should receive an SMS after the request is completed by the nodal officer 

followed with a Reference Number and a text (for example:- Your request has 

been resolved) 

 

Role of the Agent (Inbound): The Agent will be the first actor to get in touch with the 

citizen in the process flow. 

 

Classification of request initiated by 

citizen 

Type of request 

1. Query  Informational 



2. Request Need of essential items/ Medical help/ 
Labour/ Miscellaneous 

 

 

The Agent will enter the following details of the citizen’s in the CRM interface: 

 

 
When details are submitted, based upon the citizen’s request, the agent will either 

provide the information and close the query or forward the request to the respected 

nodal officer of the districts. 

Note: 

 The agent should have the option to view any existing of the open & closed 

 Request/Query. 

 In the case of repeat calls, previous interactions with the same person should 

 automatically become visible using a reference number 

 If the citizen initiates a new request then using a mobile number, complete 

citizen profile information should be auto fetched on the agent's screen. 

 Agents must be informed in the dashboard of his CRM interface whenever the 

request is completed by the nodal officer. 



 In case of a request under a complaint queue, the agent will communicate with 

citizens (feedback call) to verify if the request is fulfilled or not and will mark the 

request as resolved. 

 Request should be mapped district and category wise for the accurate routing of 

the request to the concerned district. 

 

Role of the Agent (Outbound): 

 Dedicated team of 7-10 agents on the outbound 

 Provision to make outbound call from the CRM interface 

 All the complaints marked as resolved by the district nodal officer will be visible 

to the Outbound Team of agents on their dashboard. 

 The agent will initiate a call to the citizen against the complaint (resolved) and 

takes the feedback of the citizen 

 If satisfied, captures the remarks 

 If not satisfied, open the complaint, enter the remarks and put it back in the 

complaint queue and forward to the concerned district nodal for resolution. 

 

Role of the District Nodal Officer 

 The District Nodal Officer will automatically receive the requests on his 

dashboard. By default all the request are in pending state and timeframe will be 

24 hours to resolve and has the following provisions: 

o Provision to process the request and change the status to Resolved if 

completed 

o Provision to change the status to being resolved and change the timeline 

to more than 24 Hours (maximum 72 hours) 

o Send back to Call center agent for rerouting of the request (in case of sent 

to wrong district) 

o Provision to enter the remarks for each request. 

 Auto SMS to be sent to the citizen both at the time of request Resolved and being 

resolved (taking more than 24 hours) 

 Nodal Officer can only change the time frame once per request 

 

CRM at District Level: 

 The database generated from received calls (request log-in) wherever the action 

is to be taken and the event is generated shall be visible to officers appointed by 

DCs. 

 They can take print-out and a soft print for further segregation of data at a 

frequency decided by themselves as data is being updated in real-time 



 Action in the field to address the request shall be taken, (within 24 hrs) 

 In case redressal shall take more time, they may extend time on the CRM with a 

new deadline 

 In case it is not redressed in a given time or changed time-frame then request 

shall move to Complain Queue. 

 Once the request is transferred to complain Queue, the complaint is also notified 

as per escalation matrix defined. 

 The district nodal officer takes actions on the complaints and marks it as 

resolved. 

 However the resolved complaints will be classified in complaints resolved queue 

section only (visible to outbound agent for feedback call) and not in the resolved 

requests queue. 

 

Role of Super Admin: 

Admin should have the following rights: 

 Creation of users(agents/ nodal officers/ supervisor/ stakeholders) 

 Creation of requester/supervisors/Reports task. 

 Defining of Roles & responsibilities of each user in the flow (Rights) 

 Access of reports and dashboard as per the role of the actor 

 Unlocking or locking the account/resetting the password of the user account 

 

Supervisor ID’s should have the below rights: 

 The supervisor will monitor all the initiated/under process/completed queries 

and requests 

 The supervisor has the ability to take control of any call initiated by the citizens 

in the middle of the conversation. 

 The supervisor has the two-way transferability to help the agents and citizens to 

cater to the right information. 

 The Supervisor will see the proper functioning of the service and will take the 

complaints from the Agent as well as from the Citizen in coordination with Nodal 

Officer. 

 Mini Dashboard at supervisor to monitor the agent’s performance 

a. Average call wrap time 

b. Access of call recordings to check upon the call quality 

c. Access to the calls in waiting queue (queue management) 

 Request closed with decided remarks. 

 Hold with decided remarks. 

 Pending with decided remarks? 



 

Reports: - Admin users can decide to give permission for the below-required reports. 

Also, all these tasks should be available on the CRM Dashboard. 

 District-wise report (percentage of resolved within time, Average time taken to close 

the request, percentage of requests moving to the Complaint Queue) 

 State-wise report (Category wise report, district comparison) 

 Requirement wise report. 

 Provision to filter all the reports with different parameters and able to download in 

different formats like pdf, excel etc. 

 Dashboard provision at District level for DCs, various secretaries level, CM or 

ministerial level with access of above reports along with filters. 

 SMS Reports - Summary of the dashboard to be sent through SMS at the end of the 

day 

 

Post-Resolution Verification: Provision to get the consumer feedback for closed 

complaints like CSAT. 

 

Reporting to Stakeholders (DCs and administrative secretaries) 

1. Provision to view all the reports and data about the calls initiated, processed, 

completed and feedback etc. 

2. Access of reports State Wise as well as District wise 

 

Sample sms templates: 

 


