UCO BANK

Honours your Trust

UCO BANK

Department of Information Technology

Request for Proposal (RFP) for Selection of vendor to provide customer support through call centre agents

RFP Ref No: DIT/BPR&BTD/OA/0233/2020-21 Date: 16.05.2020

Pre-Bid Responses/ Clarifications to Queries raised by the Bidder(s), Amendments, Addendums and Corrigendum’s

SI Page Description of Query/ Clarification | Bank Response
| N | RFP
No No Clause No Clause as per sought by Bidder
Eligibility Documentary  evidence  with The modified clause may be read as
1 8 Criteria, relevant copies of Purchase Order :
Point no 5 along with Satisfactory Working Docpmen’rory evidence with relevant | pocumentary evidence with relevant
Certificates / Completion | €OPI€S OfT P\'Jrchshse lOrciIerT /copy  of | copies of Purchase Order along with
Cerfificates / Installation Reports agreement in e o wo year Satisfactory Working Certificates /
Eligibility . . . including names of clients with Phone . .
I /Payment Receipt/ Project Sign- and Fax numbers, E-Mail IDs etc. Completion Certificates / Payment
2 8 Criteria, Offs in the last two years including Receipt in the last two vyears
Point no 6 names of clients with Phone and including names of clients with Phone
Fax numbers, E-Mail IDs etc. and Fax numbers, E-Mail IDs etc.
Tender Document and Fee Please allow waiver of tender fee for | Kindly refer corrigendum enclosed
3 10 3 e . . .
MSME certified companies. with pre bid query response
. Please allow waiver of EMD for MSME | Kindly refer corrigendum enclosed
4 11 4 Earnest Money Deposit o . . .
certified companies. with pre bid query response
The bidder must have managed | We request the Bank to amend the | The bidder must have managed
5 8 and 6 minimum 3 call centre projects for | clause as below: The bidder must have | minimum 3 call centre projects for
78 established organizations in BFSI | managed minimum 3 call centre | established organizations in BFSI &

and at least one of them should

projects for established organizations

other sectors. Out of which, at least
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be in scheduled commercial Bank
in India.

and at least one of them should be in
scheduled commercial Bank in India.

one of them should be in scheduled
commercial Bank in India.

Where will CSA operate2 Location in

CSA will operate from:

) General Query Kolkatq? UCO Bank, 4 Floor, 3&4 DD Block,
| Sector-1, Salt Lake, Kolkata-700064
Will the bank " ectricit Yes, Bank wil provide space,
il the bank provide space, electricity, . . .
/ General Query FMS and seating infra for CSAZ electricity and seating infra for
agents.
2. Schedule The Selected Bidder must deliver | We reqUeST the Bank to amend the The modified clause to be read as:
of the resources ordered within 2 | clause as below:. . The selected bidder must deliver the
8 31 weeks from the date of the | The Selected Bidder must deliver the .
Implementat _ resources ordered within 3 weeks
. Contract / Order. resources ordered within 4 weeks from
ion the date of the Contract / Order from the date of the Contract/order.
Kindly refer commercial format
Annexure - ) _ _ _ enclosed as annexure XIX. TCO will
9 82 XIX _ Applicable Taxes in (%age) and in quues’r to remove _fhls column as TCO be calculated without tax. However
Commercial | Rs. will be calculated without tax. . . .
Format bidder has to mention applicable tax
in commercial format.
The payment will be made in monthly
10 35 9. Terms of Requesting Bank to specify the invoice | basis after receipt of necessary
Payment clearance day of every month. details from the selected bidder and

clearance or queries of the Bank.

11

General Query

Kindy clarify is it a number resources or
seats and bifurcation of No of inbound
and outbound seats.

The number of resources are based
on the seats to man the call centre
24x7 as per required yearly number
of agents and supervisors. The ratio of
inbound and outbound seats would
be broadly 70:30. However it may be
changed as per Bank’s requirement
from time to time during confract
period.
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If it is no of resources is this inclusive of

Bank has specified total number of
resources in the span of three years.

12 General Query buffer staffe Management of buffer staff is the
sole responsibility of selected bidder.
i ; i i Resources required by Bank s
13 General Query SKLIJrg:g:/Vics:g:flrm fne rafio of Bxeculives vs mentioned in commercial format.
Please be guided accordingly.
) _ _ | Bank has specified total number of
o If |nb.ound'h'os to be operational 24X7 it resources in the span of three years.
General Query requires minimum 3 +1 buffer Agents. Management of buffer staff is the
sole responsibility of selected bidder.
15 General Query For Delivery of Unit Service Level specify Query is not admissible
the Call Category.
It is clarified that agents for inbound
and outbound should be skilled/mulfi
skiled and professional enough to
PART-IV: 3. T_he ogenf mu;f have | Please cgnﬁrm, whgfhgr the required | handle all types of calls. The ratio of
16 07 SCOPE  OF experience in handling and ggen’rs will be mul‘n.sknled tfo handle inbound and outbound seats would
WORK managing inbound and outbound | inbound (CusT. Queries) & Outbound be broadly 70:30. However, it may be
calls. Calls (cross selling / Recovery) e ’
changed as per Bank's requirement
from time to time during confract
period.
It is clarified that the rafio of inbound
_ ] Pl rovi ifurcation on the break | @nd outbound seats would be
> PART-IV: 3.  Marketing fun_c‘rlons _(C;(oss Upeosoef p4(8 %ﬁlc?blt:‘c%lgs ?ro rﬁok:wc(:?Se broadly 70:30. However, it may be
27 SCOPE OF | Sell/Up Sell/Campaign Activities) | . : , .
WORK Soft Recovery inbound and outbound  services chcmqed as pgr Bank s. requirement
separately. from time to time during confract
period.
;g%Twlj]ergugifereor:LingfsoTu?i?rTvg;ed Please confirm whether all "rhe required It s Clcr'f'eq fhat  complete
PART-IV: o ' and complete infrastructure | Infrastructure i.e. Hardware,
18 28 SCOPE OF seo‘n.ng infrastructure “would be (Telephony, Networking, Application) for | Software, networking, telephones &
WORK provided by fhe Bank. However, call center is provided & managed by | application with seating

Bidder is required to submit design/
layout of seating arrangement of

UCO bank.

arrangements will be provided by
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the Call agent.:

Bank

6. Every agent must be fluent in
Hindi, English, Bengali and Oriya.

7. The Bank will intimate the
vendor on the initial regional
language skills for other languages
up to a period of the first six
months at the time of confract

Please share the weekly volume to be

Weekly volume of Inbound Call:

19 o8 S(P:'A(‘)RPT;\C/)'F signing. The languages mentioned | considered for sizing of Inbound and 73000
WORK above are indicative in nature | Outbound Channels with language wise | Weekly volume of Outbound Call:
and any additional  agent | splif. 700
language requirements will be
infimated one month in advance
and the Bank wil pay no
additional cost for these
languages requirements apart
from the per agent cost.
10. The agent setup for the call | Please confirm, whether L2 supervisors . i ) .
center would be a three tier | are not a regular call taking profile and | !t is clarified that L2 supervisors will be
PART-IV: structure. The bidder would need | are expected to deal with only | responsible to manage the agents
20 28 SCOPE OF | to provide agents for two levels | escalation calls. Additionally, kindly | and the calls besides handling the
WORK .Level wise breakup of the job roles | share the volume and AHT for the calls | escalation calls for better customer
for the agents: expected to be handled by L2 | services and experience.
supervisors.
Please confirm, whether multiple shifts
PART-IV: can be perfqrmed fo manage ‘rhe Selected bidder has to manage the
21 28 SCOPE OF volume at optimum level and 3 shifts in I centre 24x7x365
WORK this clause is understood as coverage of cal centre 2ax/x
12. The call agents have to | 24 hours.
execute the allotted jobs 24x7x365 Outbound calls covering languages
in 3 shifts. as mentioned in the RFP to be
PART-IV: Please confirm, the hours of operations | nherformed. The timing for outbound
22 | 28 | SCOPEOF for Quibound [OB. Additionaly. pIedse | call may be typically from 10:00 AM
WORK SNAre [anguage wise Nours of operations to 07: 00 PM. However, in case of

if different for any language.

need, the timing may be changed
accordingly.
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Please confirm, whether agents primary

Clause stands modified as under:

The agents should be conversant in
Hindi & English together with atleast
one regional language (Bengali,
Odiya, Asamiya, Malayalam, Tamil,
Telugu, Kannada, Marathi, Gujarati &
Punjabi) skill set.

PART-IV: language shall be either Bengali or
23 28 SCOPE OF Oriya and secondary known and
S The deployment of agents based on
WORK preferred languages are Hindi and . ) -
6 E t must be fluent in | English. their regional language skill will be at
- Every agen . . the discretion of the Bank during
Hindi, English, Bengali and Oriya. . .
contract period. The selected bidder
will  be informed about the
deployment of required agents
based on the call pattern during the
confract period.
It is clarified that call centre services
13. Presently Bank is running Call W(ljllld_?e fri\;]l,des flzom KO:kOT?' .ITn
Cenre from Kokata only. During | we understand that Bank shall infimate | © © (20 2 B> Seni MY BED S
PART-IV: confract period, Bank may plan | ;s on this requirement at least 02 months | . P . Y
24 28 SCOPE OF | for its call centers in other parts of in advance to deplov man bower in | & Bengaluru, New Delhi and
WORK country i.e. Bengaluru, New Delhi i ploy . P Mumbai. Bank will provide 4 weeks
and Mumbai. Selected bidder has | @ccordance with RFP requirements. fime to the selected bidder for
fo e keep fheir manpower making necessary arrangements to
prepared fo inifiate call center af start operation from these locations
new place. P )
Kindly refer revised Annexure XX
enclosed with pre bid query
Please confirm whether voice over IP | response. Selected bidder has to
PART-IV: phone handset (Hard phone) for call quote the cost for IP Phone as per
25 29 SCOPE OF center (count 50) required as per the specification mentioned in Annexure
WORK Annexure-XX need fo provided by P

16. Selected bidder has to provide

bidder or bank shall borne the cost.

XX and same need to be supplied to
the Bank as per the requirement
during the confract period.
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50 no's of voice over IP phone

PART-IV: If Annexure-XX provided model is not | - :
26 29 SCOPE OF hono.ls'e‘r .for call 'cen’rer. . Th? available, please suggest the relevant Kindlly refe.r rewse'd Annexure XX
WORK specification of required device is model of voice over IP phone. enclosed with pre bid query response
enclosed as Annexure-XX, Bank will
29 PART-IV: order the devices in a phased Bidder is advised to not co relate
SCOPEOF | manner during the confract number of resources with number of
WORK period. PIeo;e confirm, whether total sgc’rs IP Phone. The required resources to
27 required for call agents and supervisors .
are 50 be quoted as per the requirement
and scope of the work given in the
RFP.
29 PART-IV: 19.Training- The selected Bidder
SCOPE OF | shall have to arrange to train the | Please confirm, whether TTT batch (Train
WORK call agents to handle the call | the Trainer) will be organized by the
28 center of the Bank at their cost | Bank for the selected bidder along with | Clause is self explanatory.
and expenses. The duration of the | the training infrastructure at its own
fraining programmed should not | premise.
be less than 6 working days.
17. Bidder is also required to submit
details of the arrangements made
for the safety/security of the Call
PART-IV: agents including their | We understand that Bank will in its own | Bidder has to arrange refreshment for
29 29 SCOPE OF | conveyance arrangements and | premise provide a facility to operate | their employees. Bank will not
WORK other amenities viz. Breakfast, | cafeteria for the bidder, please confirm. | provide any facility for refreshment.
lunch, dinner, tea/coffee etc. the
entire costs of which would be
borne by the Bidder only
Average After Call Work Time / Wrap Up
Time has been mentioned as 120
seconds, Average Hold Time s
20.2 Agent | 3.Average call handling time - me”n:]lone?l as .30 siconds and Avgroge
30 30 Performance | Seconds Less than 180 call handling fime has bgen mentioned Yes , Clause is self explanatory
. as 30 seconds. If we consider, After Call
Metric (SLA) | Seconds . L
work and Hold time within the average
handling time, the average talk time
comes to be 30 seconds. Please confirm
whether our understanding is correct.
31 30 PQO'Q Agent First Point  of Contact Please confirm whether this First Time
erformance . . Yes
. (FPOC) Resolution Rate Call Resolution.
Metric (SLA)
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2 Average Call Response Time /

This metric is completely dependent on

39 30 Pi?fgrg%erwrge Average Speeq of' Answer | HC ovoilcple to answer calls and is not Clause stands as per RFP
. Seconds 80% of incoming calls | as per industry standards, please
Metric (SLA) i
within 5 seconds elaborate.
The ftarget is not as per industry
20.2 Agent 3 Average call handling time standard, we understand that AHT=
33 30 | Performance | ¢ 9 9 Average call handling time+ Average | Clause stands as per RFP
. Seconds Less than 180 Seconds ;
Metric (SLA) hold time+ Average after call work,
please elaborate on this.
20.2 Agent | 6. Average After Call Work Time / The taraet is not as oer industr
34 30 Performance | Wrap Up Time Seconds Less than 9 P NAUSTY 1 Clause stands as per RFP
. standard, please elaborate.
Metric (SLA) | 120 seconds
20.2 Agent | 10. Error Rates (Rework and Please share the calculation
35 30 Performance | Overrides) Percentage of all methodolo Clause stands as per RFP
Metric (SLA) | incoming calls Less than 2% 9y-
c. Attendance of the call agents Bank ho.s specified their requirement
to be shared as part of the SLA. | Since the call agents will be taking week | fO running of call cenire 24x7x365.
The number of call agents should | offs and annual leaves/holidays, please | The selected bidder will be required
36 36 12. Penalty | not be less than the numbers | confrm how many present days will be | fo ensure manning of agents in such
ordered by Bank. In case the | considered as 1 present count in a | away that the services are provided
ogen’rs are less, then the poymen’r month. by them covers total number of man
will be made on a pro-rata basis. hours in a month.
We suggest penalty should be relaxed | Kindly refer penalty clause enclosed
If abandoned call rate is more | for the day, wherein there is an | in pre bid query response
37 36 12. Penalty | than 3% Penalty Per day =Rs | abnormal spike in calls owing to Bank
1000/- application downtime or new product
launch
Considering the complexity of the
queries put up by the customer and the
If average hold time is more than | need for an escalation call, 30 secs hold | Kindly refer penalty clause enclosed
38 36 12. Penalty | 30 second Penalty Per day =Rs | time is a sftringent target. We propose | with pre bid query response

1000/-

that no penalty should be levied on hold
time as this impacts  customer
experience.
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Force Majeure is herein defined as
any cause, which is beyond the
control of the selected bidder or
the Bank as the case maybe
which they could not foresee or
with a reasonable amount of
diligence could not have foreseen
and which substantially affect the

Bank Strike is not included here which
has direct impact on FTE logins for the
day as Bank may not permit/restrict

Clause stands as per RFP

16. Force performance, such as: :
39 38 . . . logins on such days. We recommend
Majeure 1.Natural phenomenon, including . . .
" that bidder be permitted to bill at 40
but not limited to floods, droughts, . . . ,
. ) FTE's for scenarios arising due to Bank's
earthquakes, epidemics, end
2.Situations, including but not ’
limited to war, declared or
undeclared, priorifies,
qguarantines, embargoes,
3.Terrorist aftacks, public unrest in
work areq,
No, th lect i has to si
Whether Bidder can leverage the o, the selected F)|dder o 1o Sign
. . fresh agreement with the Bank based
40 General Legal — Contract existing contract with UCO Bank for the .
resent Scope of Services? on the terms and conditions
P | mentioned in the RFP.
Whether UCO Bank will be providing
41 General Data Scrubbing Bidder the consented data or Bidder has | Data will be provided by the Bank.
to scrub the data against the DNC list?2
What is the day of the week pattern and Weekly volume of Inbound Call:
time of the day pattern for inbound and | 73000
42 General WFM - Sizing outbound queues? Need infraday | Weekly volume of Outbound Call:
pattern for last 6 weeks for all the | 700
Channels/Language in scope?
Please specify how do we expect
Outbound Calls - Dialer or manual | outbound calls to be made i.e. dialer or
43 Generall X . . - =, | Both
calling manual callinge If Dialer, then is it
predictive or preview?
44 Generall utboun als - Number o attempts to be made for a Non connect | Five times for a Non connect

attempt

tfransaction.

transaction.
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What is the Non Connect%, Connect%
45 General Outbound Calls - Connect% (Right Party Connect and non-Right | Query is Not admissible
Party Connect)?
What is the AHT for Non Connect,
46 General Outbound Calls - AHT Connect (Right Party Connect and non- | Query is Not admissible
Right Party Connect)?
Outbound Calls - | Please confirm attempt wise . o
47 Not ad bl
General Connectability% & Contactability | Connectability% & Contactability% Query is Nof admissidle
48 G | Quaiit Please confirm whether QA will be | It is fo be informed that QA will be
enera vanty shared resource or dedicated dedicated
Please confirm whether audits to be
done on process level or agent level, we
It is fo be clarified that Quality Audit is
49 . . suggest at agent level. _
General Quality Audit In case at process level, then what will | fo be done on Agent level.
be the opfimum number of sampling to
be monitored
In case of Agent level, then the agent
50 Generdl Quality Audit audit b|fur<;oT|on will be 2 calls per agent It will be decided by the Bank
per week i.e.2 call per agent per week
i.e. 8 callin a month.
Whether different segments of Audits like |
51 General Quality Audit CSAT, Business Inteligence audit, | Kindly  refer  Scope of  Work
Y Compliance & integrity frame work | mentioned in the RFP
audif required 2
50 G | cas s C i< in SLA Medtrics 2 Kindly refer Scope of Work
enera Q Score s CQscoreisin etrics ¢ mentioned in the RFP
53 G | Quality — A s Fatal i< in SLA Metrics 2 Kindly refer Scope of Work
enera uality — Accuracy s Fatal accuracy is in etrics ¢ mentioned in the RFP
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QA need to work between 7:00 AM to

54 General Quality 9:00 PM, whether feedback to be | yes
delivered by QA is rotational.
Will we be audited by an external
. auditor ¢ In case of audit on audit,
5 General Audit what will be the folerable limit of | 7o
variance 2
‘ . ' Based on the current Covid-19 sifuation | | o5t Date and Time for receipt of
56 6 Bid Conftrol | Last Do’r¢ and Time for receipt of prevonmg in India, we reques’r yo.u"ro tender bids will be same as per
Sheet tender bids kindly change the type of bid submission . oL
to online through email. mentioned in bid control sheet of RFP
Please confirm if a soft copy of the
33. commercial bid is also required while | Kindly refer bid submission system
57 19 Submission | Commercial Bid (Soft Copy) . L . . .
submission. If so, is it required to be | mentioned in the RFP
of Offer
password protected?
We request you to kindly reconsider this
clause, because the general agents
can be considered for this clause, but
Scope of Every agent must be fluent in | the agents with regional language skills | .
%8 28 work Hindi, English, Bengali and Oriya. like Malayalam, Tamil, Telugu, Kannada, Kindly refer SIno 23
Marathi, Guajarati, and Punjabi it will be
difficult to know Bengali and Oriya.
Please reconsider this requirement.
We understand that the bank will do Training of agents WI|.| be responsibility
Train the Trainer program along with the | of the selected bidder. However,
59 29 18 Part 4 Scope of Work first batch of agents and will also | required training material related fo
provide adequate training material to | Banking products & services will be
the service provider. Please confirm. provided.
Please confirm 6 days training is only for
60 29/31 18 Part 4 Scope of Work the product fraining or the Soft-skills | It is combination of both.
training is included.
The frainer reqpiremen’r is- not spec.:if.igd Bank will not impart any training to
N The RFP Klnd'y confirm the initial the Ggenfs. Selected bidder has to
61 29 18 Part 4 Scope of Work training will be done by UCO Bank as TTT

program and then taken over by the
service provider trainers.

undertake the training process of
their agents.
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Requesting you to please explain in

42 20.2.SLNo | Error Rates (Rework  and . X It wil be finalised with selected
30 . detail the calculation methodology on | | .
10 Overrides) - Less than 2% bidders
error rate on overall volume
We understand error Rate (Fatal
43 30 20.2.SL No (Percentage of all incoming calls) parameters) will be calculated on the | It will be finalised with selected
10 sample audits done and not on overall | bidders
volume. Please confirm.
Please confirm the FIR (First time
Resolution)/FPOC Resolution Calculation
First Point of Conftact (FPOC) | methodology. Also, ACPT (Agent,
64 30 20.2.SLNo 1 | Resolution Rate -  Minimum | Customer, Process and Technology | There is ambiguity in query
Objective 85% Induced errors) logic to be applicable
and uncontrollable factors should be
excluded while calculating this metric.
AHT Base lining activity is recommended
. . during the Beta phase to finalize AHT
65 30 20.2.SLNo 3 ?ggsroge Call Handling Time - 180 |\, \ hmark  for  the process while | Clause stands as per RFP
ensuring customer experience is not
impacted and process objective is met.
The Bank proposes to make
6 | a0 | 1| Sammcno orongerment of Coll we request you to pease contm it the | Kndy refer commercial fomar
. o supervisor's cost is billable to the client. enclosed with RFP
up to 80 Call Desks with minimum 4
to 8 supervisors
Pleosg confirm if we need to hire. 100% | The resources must be professional
67 27 3 Experience exper!enced agents  or a mi _Of and experienced enough to handle
experienced and fresher like 60:40 the inbound and outbound calls
would be good to go. )
Please confirm the number of regional
language agents required per
68 27 5 verbal - Languages: Ionguoge. Otherwise, pleose provide Kindly refer SI No 23
the regional language wise call flow for
determining the number of agents
required.
Bidder is also required to submit 1. Please confirm the process will 1. Call .Cen‘rre is af  Bank’s
details of the arrangements made be run from the Bank's Location Location.
69 29 17 for the safety/security of the Call or Service Provider's location. 2. Bank has their own security

agents including their
conveyance arrangements and

2. We understand that the service
provider need to deploy security

arrangements. Bidder has to
submit details of the
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other amenities viz. Breakfast,
lunch, dinner, tea/coffee etc. the
entire costs of which would be
borne by the Bidder only.

guards at the premises. Please
confirm.

3. Please confim if the bidder
needs to provide access control
solution atf the premises.

4. Please confim if the bidder
needs to provide CCTV control
at the premises.

5. Please confim if the bidder
needs to provide cafeteria
service to the agents and
supervisors or free meals are to
be provided to them.

arrangements made for the
safety of the call centre
agents.

3. Not required.

4. Noftrequired.
5. Bidder has to arrange
Breakfast, lunch, dinner,

tea/coffee etc. Bank will not
provide any refreshment to
the call centre agents.

Please confirm if this is pure talk time (do

70 30 3 Average call handling time not include the time mentioned in point | Clause is self explanatory
no. 6 and 7)
Do we require to deploy 40 /80 agents
Attendance of the call agents to and 4/.8 supervisors on all the days of
be shared as part of the SLA. The operations or this is the total number of itis to be clarified that ) Fof
number of call agents should not agents fo be deployed. If we have to " ec;on © : ° r§QU|remen 0
9 deploy 40/80 agents and 4/8 supervisors | resources is mentioned in the span of
71 36 C be less than the numbers ordered . .
every day, then need to factor | three years. Kindly refer commercial
by Bank. In case the agents are additional manpower for covering u i
less, then the payment wil be - P g Up | format enclosed in the RFP
. their weekly off / leaves / national
made on a pro-rata basis. .
holidays compensatory off etc. Please
confirm.
As a standard practice across Industry,
79 we .reques’r you to kindly provide a BETA cl tand RFP
36 = 12. Penalty period of 90 days before Penalty clause ause stanas as per
becomes effective.
First  Point of Contact (FPOC) | Please provide more clarity on the | FPOC refers the agent who picks up
73 30 20.2 . - .
Resolution Rate defined process the phone initially.
74 30 20.2 Average Call Response Time /| We request you to kindly consider the Clause stands as per RFP

Average Speed of Answer

Industry standard which is 80/20.
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In the event of failure of
maintaining the SLA, penalty of 1%

Please provide more details and clarity

Kindly refer Penalty clause enclosed

75 36 12 of the project cost per day would | on this clause as the table mentioned with bre bid query response
be levied subject to a maximum of | below is not matching with this clause. P queryresp
10% of the total order value.
Attendance of the call agents to
be shared as part of the SLA. The
76 36 12 be less than the numbers ordered Flecse .prowde the biling methodology of resources present on the particular
in detail.
by Bank. In case the agents are day.
less, then the payment will be
made on a pro-rata basis.
Yes, all agents will work from Bank’s
PART-IV: UCO Bank infends on sefting up a | We understand all users will work from | Premises . and Complete
' 24x7x365 Call centre for its | Bank's premise and all the technology, | Infrastructure i.e. Hardware, Software,
77 26 SCOPE OF , . - . . . .
WORK customers, at Bank's own premises, soffwore, facility, systems, PCs efc lel be | networking, solution and seating
at Kolkata. provided by the bank. Please confirm. arrangements will be provided by the
Bank.
IVR should be able to guide
PART-IV: customer about any product |\, " 4o d VR will be provided | It is fo be clarified that IVR will be
78 27 SCOPE OF activation/ usage (e.g. Internet from Bank's end rovided by the Bank
WORK Banking activation, Mobile ’ P Y
Banking activation etc.) XIV
Requirement of Hardware We understand Bank will take care of
PART-IV: Sof’rC\INore networking. solution onci LAN infra, Desktops, Domain, and
79 29 SCOPE OF : g 9. Antivirus, calling platform and CRM | Kindly refer scope of work.
seating infrastructure would be .
WORK . along with on-floor IT support. Please
provided by the Bank. 2 L
confirm if our understanding is correct.
. Selected bidder has to provide 50 | Let us know if along with hardphones we
PART-IV: nos of voice over IP phone | need to provide headset as well. If Yes
80 . ) Kindly ref ised A XX
29 SCVS)(;EEF (Polycom 2200-40450-001VVX | then please specify make and model of inclly referrevised Annexure
201(PoE)) handset for call centre. Headset.
Presently Bank is running Call
Sg::rrgcirorgrigglk?gﬂf“ga Dur:gﬂ We understand Technology would be
PART-IV: for its colllien’rre’s i other yorF’r)s of extended from Bank's end in case they
81 29 SCOPE OF ) P . | plan to operate from other parts of the | That will be taken care by the Bank.
country i.e. Bengaluru, New Delhi . ;
WORK country. Please  confirm if  our

and Mumbai. Selected bidder has
to be keep theirr manpower
prepared to initiate call centre at

understanding is correct.
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new place.

This indemnification is only a
remedy for the Bank. The vendor is
not absolved from its responsibility
of complying with the statutory
obligations as specified above.
Indemnity would be limited to
court awarded damages and shall

Requesting you to please recheck the
clause for indemnifying for indirect,
consequential and incidental damages.

82 T . . . Clause stands as per RFP
31 3 exclude indirect, consequential | Request you to kindly remove this clause P
and incidental damages. | as it is not a standard practice in the
However, indemnity would cover | industry.
damages, loss or liabilities suffered
by the bank arising out of claims
made by ifs customers and/or
regulatory authorities.
Limitation Of Liability
Bidder's aggregate liability under | We request you to consider a Standard
83 T L Cl tfand RFP
47 36 the contract shall be limited to a | of LOL of 2 months invoice amount. CUSe STAnas @s per
maximum of the contract value.
Requesting you to please recheck the
Bidder shall be liable for any | clause for indemnifying for indirect,
84 47 36 indirect, 'consequen’rlol, incidental | consequential opd incidental dgmoges. Clause stands as per RFP
or special damages under the | Request you to kindly remove this clause
agreement/ purchase order. as it is not a standard practice in the
industry.
I(E\)/(;:rebllce;lri’r Loncourgm:sr"ﬁ%hdoinEn Sﬁius As per versant descriptfion the "Excellent"
" . guages. Hindl, Engiisn, falls under Versant 5, Pl confirm whether .
85 27 PART Bengali, Marathi, Oriya, Tamil, . . . . . Clause is self explanatory
the client is looking at this quality or we
Telugu, Kannada, Malayalam, .
=2 . . can go ahead with V3 or V4 also.
Punjabi, Assamese and Gujarati.
Excellent communication  skills L .
e . Please confirm if we can hire Versant 3
IV: SCOPE (verbal - Languages: Hindi, English, resources for Marathi, Oriya, Tamil
86 27 i . | Bengali, Marathi, Oriya, Tamil, ’ ya. 1AM kindly refer SI No 23
OF WORK Telugu, Kannada, Malayalam, Punjabi,
Telugu, Kannada, Malayalam, . .
=0 . . Assamese and Gujarati.
Punjabi, Assamese and Gujarati.
L1- General (Agents) - These | Please confirm whether we can deploy
agents  would solve minor | a mix of Fresher & Experienced (6Months
87 28 "PART technical / inquiry based | to 1Year with Any Contact Centre | Kindly refer SI No 67
difficulties /  queries, make | Experience) resources for the process atf
outbound calls for sales and | aratio like 60:40.
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collections and execute
transactions.

L2- Supervisors- These agents
would have a better
understanding of banking and
products UCO Bank has to offer.

They should have analytical skill o

IV: SCOPE Please confirm the number of years’

The modified clause to be read as :

L2- Supervisors- These agents would
have a better understanding of
banking and products UCO Bank has
to offer. They should have analytical
skill to understand the situation and

88 28 . | understand the situafion and . . . explain to the customer ensuring
OF WORK . . experience required for this role . . .
explain to the customer ensuring satfisfaction. They will also manage
satisfaction. They will also manage the call centre, agents and execute
the  call c.er_ﬂ.re, agents  and activities such as floor management.
execute activities such as floor . . .
Experience of one year including 6
management. . ) ;
month’s in Banking/finance related
call centre is mandatory.
The modified clause to be read as :
) The resources should be skilled/
The resources should be skilled/ experienced/ trained to handle the
experienced/ frained to handle . . .
. . . queries / issues which are expected
the queries / issues which are ,
expected from the Call Agents of f(r:omf the C;O” ?gen’rs of Eonkls Cal
. Bank’s Call Centre on banking . , enire on banking operational areas
queries, Internet Banking, Mobile P 9 Mobile Banking, Retail Banking,
Banking, Retail Banking, Government  Business,  Collection
Government Business, Collection Services , Pension Payment (Gowt.)
Services , Pension Payment (Govt.) y . o
et etc. Experience of one year including
6 month's in Banking/finance related
call centre is mandatory
Gene Please confirm if the client would be | No. but Bank will conduct interview
90 ol "PART General part of the hiring - assessing the | of the resources deployed in the call

candidates?

centre.
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Please confim if any specific | There should not be any criminal
Gene IV: SCOPE e . . . .
91 . | General background verification is required for | proceedings initiated or
ral OF WORK - .
agents and supervisors. contemplated against the agents.
1. UCO Bank intfends on setting up
a 24x7x365 Call centre for its
customers, at Bank's own premises,
at Kolkata. The Call Centre project
would be for a period of 3 years.
The Bank proposes fto make
outsourcing arrangements of Call )
PARTV: Agents for 40 Call Desks scalable | We understand that we need to deploy | The . reqw.remen’r .Of resources
y up to 80 Call Desks with minimum 4 | 40 /80 agents along with 4/6 supervisors. | mentioned in the RFP is segregated in
92 26 SCOPE OF . . . S ) . .
WORK to 8 supervisors during the period | Please confirm if our understanding is | the span of three years. kindly refer
of 3 years (on the basis of number | correct. commercial format.
of calls handled) and strictly as per
requirement of the Bank.
Manpower mentioned in RFP, is
indicative only. Year  wise
proposed man power for call
agents/supervisors is discrefion fo
the Bank.
PART-IV: 3. The agent must have | Please confirm if the count mentioned is | The . reqU{remen‘r .Of resources
: experience in  handling and | total deployment count [including week | mentioned in the RFP is segregated in
93 27 SCOPE OF . . : .
WORK managing in bound and out | off and leave shrinkage] or expected | the span of three years. kindly refer
bound calls. daily log-ins [excluding all shrinkages]. commercial format.
5. Excellent communication - skils If this is not including Leaves and weekl
PART-IV: (verbal - Languages: Hindi, English, off  shrinkage I%ose confirm ’rh?e/
94 27 SCOPE OF | Bengali, Marathi, Oriya, Tamil, ge. P : Kindly refer commercial format
number of agents and supervisors that
WORK Telugu, Kannada, Malayalam, needs o be actually deploved
Punjabi, Assamese and Gujrati . ¥ aeployed.
Please provide the process wise Weekly volume of Inbound Call:
PART-IV: 6. Everv agent must be fluent in | Pifurcation? Please provide volume / FTE 73000
95 28 SCOPE OF Hindi EZ\ ”S% Benaali and Oriva count  for  Inbound,  Outbound, | Weekly volume of Outbound Call:
WORK - ENGISN, 9 ya. collection calling, sales calling, etc, | 700

Please provide the counts LOB wise.
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Please provide the language wise
bifurcation? Please provide language

Weekly volume of Inbound Call:
73000

96 Gene Generall Generall wise volume / FTE, count for Inbound, Weekly volume of Outbound Call:
ral Outbound, collection calling, sales 700
calling, etc., Please provide the counts
LOB wise.
For Outbound and sales - Please provide
Gene the operatfional window & working
97 al General General days? Like - [9.00 am - 7.00 pm, Mon - | Kindly refer Scope of Work
Sat], please share desk / queue wise
details.
Gene For Outbound and sales - Would there
98 al General General be One time Allocation of Data for the | As per bank requirement
Monthe
Gene If it is Non One time allocation - What is
99 General General the Data Allocation Pattern — Day wise | Query is not admissible
ral
(from Day 1 to Day 30)
Gene For Outbound and sales - What would
100 al General General be the daily / monthly call volume?2 | Query is not admissible
please share desk / queue wise details
For Outbound and sales - What Total It is to be informed that number of
101 Gene General General number of Caliing attempts on any Non calling attempfts will be five times for
ral Contactable Case tactabl
permissible 2 (considering escalation limit) hon confactable cases.
Gene For Outbound and sales - How many
102 ral General General Call Queues to be catered to / Desks/ | As per Bank's requirement
Sub process to be managed?
For Outbound and sales - What is the
103 Gene General General current Contactability in each queue? As per Bank's requirement
ral (olease share 3 months trend)
[contactability %]
For Outbound and sales - What is the
Gene current  AHT  Queuewise?  (Please ) .
105 . A Bank t
ral Genera General segregate AHT for Beta Period and for > perbankis requiremen

BAU Period for Each Queue)
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For Outbound and sales - What is the

106 g?ne General General percentage of follow-up calls on | As per Bank's requirement
connected?
107 Gene General General For Outbound and sales - What is the As per Bank’s requirement
ral AHT of follow-up calls?
Gene For Inbound - What would be the daily /
108 al General General monthly call volume?2 please share desk | As per Bank's requirement
/ queue wise details
For Inbound - What is the AHT
Gene Queuewise? (Please segregate AHT for , .
1
07 ral General General Beta Period and for BAU Period for Each As per Bank’s requirement
Queue)
Gene For Inbound - What is the Peak Volume
110 al General General to Off peak Volume Ratio of a day in a | As per Bank’s requirement
week/ month?e
For Inbound - What is the Call
Gene Distribution Pattern Half hourly Interval , .
i ral General General wise 2..Please share last 3 months trend As per Bank's requirement
(in numbers).
For Inbound - What is the Call
Gene Distribution Pattern - Daywise (from Day , .
112
ral General General 1 fo Day 30)2 Please share last 3 months As per Bank's requirement
trend (in numbers).
Gene For Inbound - Are there any Process Off As per Bank’s requirement
113 General General Days2 (Is there an opfion of Mutually
ral
agreeable Process Off Days)
For Outbound [collections] - What is the
2
114 | Gene General General expec’rgd mpn’rhly volumess Pleqse As per Bank's requirement
ral share city /pin code and bucket wise
volumes?
Gene For Outbound [collections] - What is the
115 al General General operational window & days? [9.00 am - | As per Bank’s requirement

7.00 pm, Mon - Sat]
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For Outbound [collections] - What is the

116 g?ne General General daily/monthly expected ACR / agent? | As per Bank's requirement
Please share bucket wise details.
1. Please confim if the service
provider needs to look after the
quality of the process by
Gene appointing QA who will audit the 1. Yes Bonlf may conduct
117 al General General quality of the calls done by the process audit
agents. Please confirm. 2. Query is not clear
2. LOB wise support span ratio will
be as per CBSL standards for
quality, fraining, etc.?
1. Kindly confirm if the ftraining .
rooms and required facility will 1. For On job and refresher
be provided by UCO bank at training, Conference room wiill
118 rCé”ene General General their premises? be provided by the Bank.
2. Please confim if the training 2. Training expenses will be
days will be billable or not. borne by the bidder.
Gene Kindly confirm the FTE definition for ‘
119 al General General biling, eg. 1 FTE = 182 hours login in a | Query is not clear
month.
120 Gene General General Pl.eose confirm if L2 staff/ supervisors are Kindly refer commercial format
ral billable?
Please confirm if the prices are | Existing Call centre will not move
Gene opplicqble for revision gf’fer mutual from Kolkata. Bank may open call
121 General General discussion and agreement if in case the . .
ral . centre at new locafion ie.
call centre is moved from Kolkata to . o
Bengaluru, Delhi or Mumbai? Bengaluru, Delhi or Mumbai in future.
A complete set of tender
document can be obtained from
Tender the . Kindly refer corrigendum enclosed
122 10 document | following address during office Is there any exemption for MSMEs? with pre bid query response
and fee hours on all working days on

submission of a written application
along with a non-refundable fee
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of  Rs.10,000/- (Rupees Ten
Thousand Only) as  Tender
document Cost
The Bidder(s) must submit Earnest
Money Deposit in the form of Bank
Earnest Guarantee valid for a period of 6 indl f i |
123 . Money months fogether with a  claim Is there any exemption for MSMEs? Kindly refer comrigendum enclosed
Deposit f ] with pre bid query response
period of 30 days in favour of UCO
Bank payable at Kolkata for an
amount mentioned hereunder:
. . The modified clause to be read as :
Schedule of The Selected Bidder must .de'llver '
the resources ordered within 2 | Request the Bank to kindly extend the . .
124 31 Implgmen’ro’r weeks from the date of the | timeline to 6 weeks instead of 2 weeks The Selected Bidder m'us.’r deliver fhe
ion Contract / Order resources ordered within 3 weeks
from the dafte of the Contfract /
Order
Request the Bank to kindly revise the
The company should be in| clause as:
Eligibility existence for more than 3 years in | The company should be in existence for
125 7 Criteria India and having its own office in | more than 3 years in India and having its | Clause stands as per RFP
Kolkata own office in Kolkata or at least in one
location anywhere in India
Kindly refer corrigendum enclosed
126 ! Procedure for Participating in|Is there any exemption of EMD for | with pre bid query response
Tender MSME/NSIC
Amid lockdown will the pre bid happen
197 6 Bid Confrol | Pre- Bid Meeting Date & Time | with applicants presence in person. Will | Bid submission mode is offline. Kindly
Sheet 26/05/2020 at 12:30 PM it happen online? Will the date for bid | refer Bid control Sheet.
submission will also be delayed.
UCO Bank invites Request for Bank has specified total number of
128 5 proposal from vendors with proven | Is there a preferred ratio and number of | resources in the span of three years.
capabilities and experience in | TL, Trainer, QA Management of buffer staff is the
supply of call agents/supervisors sole responsibility of selected bidder.
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for managing call Centre.

The company should be in
existence for more than 3 years in

Is Location in kolkata mandatory. We
are running the call call center business
for over 10 years in different cities but
not Kolkata.

129 7 India and having its own office in | Is it okay if we open a center there. Clause stands as per RFP
Kolkata. Further so as the bank is also looking to
move the location from Kolkata to a
another cities
130 v What is thelast 6 months averae ratio of Query is not admissible
L1,L2,L3calls
The Bidder should have a minimum ) .
annual tumover of Rs. 5 Crores per Our turnover for last 3 financial years
131 8 year during the last three financial 2017-18, 2018-19 & 2019-20) has been | o4 yse stands as per RFP
. more that 5 crore every year.
years i.e. (2016-17, 2017-18 & 2018- . . .
19). Request for an exception at this point
The bidder must have managed We have experience of serving several
minimum 3 call centre projects for | BFSI clients.
established organizations in BFSI | We are part of MSME and as per Govt.
132 8 and at least one of them should | of India regulations, seek | Clause stands as per RFP
bein relief/exemption from the condition of
scheduled commercial Bank in | serving scheduled commercial Bank in
India. India
The Bank will intimate the vendor
on the inifial regional language . . .
133 28 skills for other languages up to a \t;\/eersszlirneqs ;2(;: Tieengsllir?nr;r? Oriya wil Kindly refer SI No 23
period of the first six months at the 4 9 9
time of contract signing.
Agents for two levels .Level wise Is there a minimum experience required
134 28 breakup of the job roles for the P 9 Query is not admissible

agents:

for L1,L2,L3
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13.Presently Bank is running Call
Centre from Kolkata only. During
confract period, Bank may plan
for its call centres in other parts of

The future locations are indicated
indicative or definitive.
What is the tentative time that the bank

Existing Call centre will not move
from Kolkata. Bank may open call

135 28 country i.e. Bengaluru, New Delhi | . . . . . .
and Mumbai. Selected bidder has is looking to §h|f’f the operations. _ centfre at new locations ie.
o be keep their manpower | HOW Much in advance the Vendor will | Bengaluru, Delhi or Mumbai in future.
prepared to initiate call centre at be informed regarding fhis.
new place.

136 9 g'g\;/e(;r’rimr%usrobuer o(;;ngg”wifhe?éi Please provide the shift wise peak and | The details will be shared with
fraffic off peak hours traffic for last 6 months selected bidder.

19. Training- The selected Bidder . . N
shall have to arrange to train the Bank will not provide any inifial
call agents to handle the call o _ o training to the agents. Training is sole
cenfre of the Bank at their cost | ! fN€ fraining and duration similar for | o0 nsipility of bidder.

137 29 X L1,L2,L3. We assume the initial training . , .
and expenses. The duration of the will be provided by the Bank Study material on Bank’ product in
training programmed should not Soft copy will be provided by the
be less than é working Bank
days
20.2 Agent Performance Metric | Kindly share the Kpi achievements for . .

1 t I

o last 6 months. ry is not admissible

B |2 (SLA) the last 6 month Que
17.Contract Period
The contract period will be for a W d th ice to b ised

139 39 period of 3 (Three) years which © recommen € prnce 1o be revised | ciqyse stands as per RFP
may be extended for another one every year basis mutual agreement
year by the Bank at the same cost.

140 | 36 12.Penalty We recommend the calculation on the Clause stands as per RFP

month basis and not daily
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Corrigendum/Addendum related to Request for Proposal (RFP) for Selection of vendor to provide customer su

RFP Ref No: DIT/BPR&BTD/OA/0233/2020-21 Date: 16.05.2020

Revised Technical Compliance Sheet (Annexure -XX)

Specification of voice over IP Phone Handset

ort through call centre agents

SI. No Overview Technical Specification /Requirement Compliance
(Yes)

1 Model GXP1620/1625

2 LCD Screen(pixel) 132x48

3 Lines (SIP Account) 2

4 Programmable keys 3 (XML)

5 Speed Dial/BLF No

6 Voicemail LED Access key to voice mail box

7 HD Audio Handset with HD audio, supports codec

G.722(wideband)

8 Speaker G.722(Wideband) HD Audio, Full Duplex
with Advanced Echo Cancellation (AEC)

9 Headset Jack Rj? supporting EHS with Plantronics

Handset

10 Backlit LCD Yes

11 Provisioning HTTP, HTTPS, TFTP,TR-069, XML

12 Network Ports Switch mode 2xRJ45 (10/100 Mbps)

13 Integrated PoE GXP1615&GXP1625 only

14 Security SIP/TLS,SRTP,AES-256, 802.1X

15 Operating System Linux based

16 Phonebook 500 contacts

17 Conference 3

Place:

Date:

Signature of Bidder:

Name:

Business Address:
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Additional Clause

MSME

As per recommendations of GOI, Bank has decided to waive off EMD and tender cost for NSIC registered MSME entrepreneurs.

i. Exemption from submission of EMD and Tender Fee / Cost shall be given to bidders who are Micro, Small & Medium Enterprises
(MSME) and registered under provisions of the Policy i.e. registration with District Industries Centre (DIC) or Khadi and Village
Industries Commission (KVIC) or Khadi and Industries Board (KVIB) or Coir Board or National Small Industries Commission (NSIC)
or directorate of Handicrafts and Handlooms or Udyog Aadhaar Memorandum or any other body specified by Ministry of
MSME.Bids received without EMD and tender cost from bidders not having valid NSIC registered documents for exemption will

not be considered.

i. To qualify for EMD & Tender Fee / Cost exemption, firms should necessarily enclose a valid copy of registration certificate
which is valid on last date of submission of the tender documents. MSME firms who are in the process of obtaining registration
will not be considered for EMD & Tender Fee / Cost exemption. (Traders are excluded who are engaged in trading activity

without value addition / branding / packing. In such a case they will have to submit EMD and Tender Cost).

ii.  MSME bidder has to submit a self-declaration accepting that if they are awarded the confract and they fail to sign the
confract or to submit a Performance Bank Guarantee before the deadline defined by the Bank, they will be suspended for a

period of three years from being eligible to submit bids for contracts with the Bank.

iv.  An MSE unit will not get any purchase preference over any other MSE unit.

v. Bids received without EMD for bidders not having valid NSIC registered documents for exemption will not be considered. Bids
received without EMD for bidders not having valid registration documents for exemption will not be considered. However,

Performance Bank Guarantee has to be submitted by the bidder under any circumstance.
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Scope of work

1.

The protection of customer’s private information is of prime consideration. The service provider must adhere to this. The
selected bidder is accountable and liable for the consequences in case of disclosure of any type of information pertaining to
customer.

The required educational qualification for L1- General (Agents) should be graduation as minimum qualification. Experience of
one year including 6 month’s in Banking/finance related call centre is mandatory. Necessary Certificate to be enclosed.

The required educational qualification for L2- Supervisors should be graduation as minimum qualification. Experience of one
year including 6 month's in Banking/finance related call centre is mandatory. Necessary Certificate to be enclosed.

The Bank reserves the right to evaluate the quality of resources and if not satisfied, selected bidder is required to replace the
resources within one week.

Proficiency in the proper version of the local language is must but the call agent should have knowledge of the local dialect.

Agent Performance Metric (SLA) { Modified}

l.
lflo Performance Metric Measure Unit Service Level
. 6 of i i | ithi
Average Call Response Time / Average 80% of ‘incoming calls within 5
1 Seconds seconds and overall all calls not
Speed of Answer
more than 10 seconds
2 | Average call handling time Seconds Less than 180 Seconds
3 Abandoned Call Rate (%) Percentage of all incoming Less than 3%
calls
4 | Average delay before abandonment Seconds Less than 60 seconds
5 | Average After Call Work Time / Wrap Up Time | Seconds Less than 120 seconds
6 | Average Hold Time Seconds Less than 30 seconds
5 Number of complaints escalated to Level 2 | Percentage of all incoming Less than 10%
calls
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Number of complaints escalated to Level 3 Percentage of all incoming Less than 3%

8
calls

9 Error Rates (Rework and Overrides) Percentage of all incoming Less than 2%
calls

Total call ived at call tre that
10 ofal calls received at call centre that were Percentage < 2%

abandoned at agent stage

Average waiting time for a customer in

11 . : Seconds < 100 Seconds
queue for connecting with the agent
12 | Percentage of call answered in 20 seconds Percentage 95%
Penalty
| Description Penalty
No
1 If Average Call Response Time / Average Speed of Answer is less
than 80% of incoming calls and more than 5 seconds
2 If Average call handling time is is more than 180 seconds
3 If abandoned call rate is more than 3%
4 If Average delay before abandoned is more than 60 seconds Rs 1000/- per day and multiple of Rs
5 IF Average After Call Work Time / Wrap Up Time is more than 120 | 1000/- in case of repeated occurrence
seconds maximum Rs 10,000/-
6 If average hold time is more than 30 seconds
7 If Number of complaints escalated to Level 2 is more than 10%
8 If Number of complaints escalated to Level 3 is more than 3%
9 If Error Rates (Rework and Overrides) is more than 2%

* Selected bidder has to ensure that maximum calls per day is to be resolved up to 8000. Failure of which penalty of Rs 1000
per day will be imposed. Calls above 8000 in number is excluded from penalty clause.
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