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Important Information / महत्िपूर्ण सूचना 

(RfP No:   ROHY/01/2021-22                            dated   October 14, 2021) 

1. Name of the Company Small Industries Development Bank of India 
(hereinafter referred to as "SIDBI" or "the Bank") 

2 Address for Communication 
 
 

Website of SIDBI 

Hyderabad Regional Office 
G1, Akira Sikhara Plaza, D. No:5-8-196to207 
Jusbagh, Opp.Intermediate Board, Nampally 
Hyderabad -500 001 
www.sidbi.in 

 
 Activity Date, Time & Place 

3 Date of Issuance of RfP October 14, 2021 
4 Last date for written request 

for any clarifications 
October 20, 2021 

5 Pre-Proposal Meeting Date:  October 22, 2021 Time: 16:00 hrs. 
Office Address: 

SIDBI, Hyderabad Regional Office 
G1, Akira Sikhara Plaza, D. No:5-8-196to207 
Jusbagh, Opp.Intermediate Board, Nampally 
Hyderabad -500 001. 

6 Last Date for submission of 
proposals 

Date:  November 05, 2021 Time: 14:00 hrs 

SIDBI, Hyderabad Regional Office 
G1, Akira Sikhara Plaza, D. No:5-8-196to207 
Jusbagh, Opp.Intermediate Board, Nampally 
Hyderabad -500 001. 

7 Opening of Technical 
Proposals  

Date:  November 05, 2021 Time: 15:00 hrs.   

SIDBI, Hyderabad Regional Office 
G1, Akira Sikhara Plaza, D. No:5-8-196to207 
Jusbagh, Opp.Intermediate Board, Nampally 
Hyderabad -500 001. 

8 Opening of commercial 
Proposals 

To be intimated. 

9 Application Money NIL 
10 Earnest Money Deposit Rs. 48,400/- 
11 Independent External Monitor 

(IEM)appointed by the CVC 
Shri. Nageshwra Rao Koripally, IRS (Retd.)  
38, The Trails,  
Manikonda, RR District,  
Hyderabad-500089 
[E-mail: knageshwarrao@gmail.com] 
Mob No: 9788919555 

Note: 
1. SIDBI reserves the right to change/extend the dates without assigning 

any reasons thereof. Intimation of the same shall be notified on SIDBI's 
website 

2. This proposal document is not transferable. 
3. If a holiday is declared on the dates mentioned above, the proposals shall 

be received / opened on the next working day at the same time specified 
above and at the same venue unless communicated otherwise. 

*** 

http://www.sidbi.in/
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1. Terms of RfP Response 

1.1. This Request for Proposal (RfP) document has been prepared solely 
to inform potential bidders and to solicit proposals for engagement 
of a Manpower Recruitment Consultant / Agency for sourcing of 
Customer Service Associates (CSAs) on Outsourcing Basis. The RfP 
document is not a recommendation, offer or invitation to enter into 
contract, agreement or any other arrangement in respect of the 
services. The provision of the services is subject to observance of 
selection process and appropriate documentation being agreed 
between SIDBI and any successful Bidder as identified by SIDBI 
after completion of the selection process as detailed in Section 6 
of this document. 

1.2. While this document has been prepared in good faith, neither SIDBI 
nor any of its employees make any representation or warranty or 
shall have any responsibility whatsoever in respect of this 
document. Any liability is accordingly and expressly disclaimed. 

1.3. This document is meant to provide information only and upon the 
express understanding that the recipients / bidders will use it only 
for the purpose set out herein. 

1.4. The Bidders shall bear all costs associated with the preparation and 
submission of the Tender including but not limited to additional 
information required by the Bank, attendance of meeting, etc. and 
SIDBI will in no case be held responsible or liable for these costs, 
regardless of the conduct or outcome of the tendering process. 

1.5. The Bidders must apply its own care and conduct its own 
investigation and analysis regarding any information contained in 
the RfP document and the meaning and impact to that information. 

1.6. This document constitutes no form of commitment on the part of 
SIDBI. Each Agency / Consultant / bidder acknowledges and 
accepts that SIDBI may, in its sole and absolute discretion, apply 
whatever criteria it deems appropriate in the selection of agency / 
consultant, not limited to those selection criteria set out in this RfP 
document. The issuance of RfP document is merely an invitation to 
offer and must not be construed as any agreement or contract or 
arrangement nor would it be construed as material for any 
investigation or review to be carried out by the bidder(s). The 
Agency / Consultant / bidder unconditionally acknowledge by 
submitting their response to this RfP document that they have not 
relied on any idea, information, statement, representation or 
warrant given in this RfP document 

1.7. SIDBI reserves the right to reject any or all the proposals without 
assigning any reasons thereof without thereby incurring any 
liability to the Agency / Consultant / bidder or any obligation to 
inform the affected Agency / Consultant / bidder on the grounds for 
SIDBI’s action or without assigning any reasons, whatsoever. The 
decision of SIDBI shall be final, conclusive and binding on all the 



 

                                                           RfP for Appointment of Recruitment Consultant/Agency 
                                                                           for sourcing of customer support associates (CSAs) 

 
 

ROHY/01/2021-22                             Issued on: 14/10/2021 Page: 5 of 44 

 
 
 

Bidders/parties directly or indirectly connected with the proposed 
process and the same shall not be questioned / challenged. 

1.8. SIDBI may be notified of any omission / discrepancy in the RfP 
before the closure of proposal. If required, SIDBI may thereafter 
modify the RfP. The modified RfP would be hosted on SIDBI’s 
website. 

1.9. SIDBI also reserves the sole right for carrying out any 
amendments/ modifications / changes including any addendum to 
this RfP. Such amendments / modifications / changes including any 
addendum to this RfP shall be notified on SIDBI’s website 
www.sidbi.in and these will be binding on the bidders. 

1.10. SIDBI reserves the sole right to cancel the RfP at any stage without 
assigning any reason. 

1.11. Before submitting the Proposal, the bidders are requested to 
carefully examine the Proposal Documents, Terms & Conditions of 
RfP, Specifications and if there is or appears to be any ambiguity 
therein; they should immediately refer the matter to SIDBI, for 
clarification. 

1.12. Any Proposals received by SIDBI after the deadline for submission 
of proposal prescribed by SIDBI will be summarily rejected and 
returned unopened to the Bidders. SIDBI shall not be responsible 
for any delay or non-receipt/ non-delivery of the documents. 

1.13. From the time the proposals are opened, bidders should not 
contact SIDBI or any of its employees or representatives on any 
matter related to the proposal with a view to influence the 
examination, evaluation, ranking and appointment. Such an effort 
shall result in rejection of the proposals. 

1.14. All submissions, including any accompanying documents, will 
become the property of SIDBI. The bidder shall be deemed to have 
licensed, and granted all rights to SIDBI to reproduce the whole or 
any portion of their submission for evaluation, to disclose the 
contents of the submission to other bidders and to disclose and/or 
use the contents of the submission as the basis for any resulting 
RfP process, notwithstanding any copyright or other intellectual 
property right of the recipient / bidder in the submission or 
accompanying documents. 

1.15. In submitting a proposal, bidder understands that SIDBI will 
determine at its sole discretion which proposal, if any, is accepted. 
Bidder waives any right to claim damages of any nature 
whatsoever based on the selection process, final selection, and any 
communications associated with the selection. SIDBI reserves the 
right to engage any bidder whose proposal is deemed to be 
advantageous in meeting the specifications of the RfP. 

1.16. Communication on the RfP: Recipients are required to direct all 
communications for any clarification related to this RfP, to the RfP 
Coordinator mentioned below: 
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Contact details of respective Office: 
SIDBI, Hyderabad Regional Office 
G1, Akira Sikhara Plaza, D. No:5-8-196to207 
Jusbagh, Opp.Intermediate Board, Nampally 
Hyderabad -500 001 
 
Contact details of the officers concerned: 
 
Shri Thota Vidya Sagar  
Deputy General Manager 
Phone: +91 040 2321 0247, Mobile: 84280 86999 
Email: vsagar@sidbi.in 
 

Shri Vallapatla Babji  
Asst. General Manager 
Phone: +91 040 2323 1344, Mobile: 99675 82206 
Email: vbabji@sidbi.in 

 
All queries relating to the RfP, technical or otherwise, must be sent 
by email only and will be entertained by SIDBI only in respect of 
the queries received upto the date and time specified in the section 
‘Important Information’. SIDBI will respond to all the queries in the 
pre-proposal meeting. 

SIDBI may, in its absolute discretion seek, but being under no 
obligation to do so, additional information or material from any 
bidders after the closure of RfP and all such information and 
material provided will be taken to form part of that bidder’s 
response. 

1.17. RfP Validity period: RfP responses will remain valid and open for 
evaluation according to their terms for a period of at least 90 days 
from the date of Financial Proposal opening. The Bank shall also 
have the right at its sole and absolute discretion to continue the 
assignment/contract with the successful Bidder for future 
requirements on the rates finalized in this processing for various 
items/activities as described in the financial bid, or at the price 
negotiated thereafter, after expiry of current assignment period. In 
exceptional circumstances, the Bank may solicit the Bidder’s 
consent to an extension period of validity.  

1.18. Appointment period: The selected Agency / Consultant / bidder 
after the engagement would be appointed with the Bank for a 
period, as deemed necessary for engagement of CSAs. This will be 
based on mutual discussions between the selected Bidder and the 
Bank. 

*** 

mailto:vsagar@sidbi.in
mailto:vbabji@sidbi.in
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2. Background  

2.1. The Organisation 

Small Industries Development Bank of India (SIDBI), set up on April 2, 1990 
under an Act of Indian Parliament, is the Principal Financial Institution for 
the Promotion, Financing and Development of the Micro, Small and Medium 
Enterprise (MSME) sector and for Co-ordination of the functions of the 
institutions engaged in similar activities. 

The mission of SIDBI is to empower the Micro, Small and Medium Enterprises 
(MSME) sector with a view to contributing to the process of economic 
growth, employment generation and balanced regional development having 
objective to serve as a single window for meeting financial and 
developmental needs of MSME sector. 

Since its inception, SIDBI has been playing an active role in promoting MSME 
sector and provided direct and indirect support to entrepreneurs across the 
journey of setting up and scaling of their enterprises. The four basic 
objectives set out in the SIDBI Charter are Financing, Promotion, 
Development and Co-Ordination for orderly growth of industry in the MSME 
sector.  

SIDBI provides its services through a network of local offices in form of 
Regional Offices (ROs) – 10 nos. & Branch Offices (BOs) – 79 nos. located all 
over India. Detailed information on the functions of SIDBI is provided on the 
website www.sidbi.in. 

***** 

http://www.sidbi.in/
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3. Terms of Engagement 

3.1. Scope of Engagement 

The purpose of this RfP is to invite proposals for engagement of a 
Manpower recruitment Consultant / Agency for sourcing of Customer 
Support Associates (CSAs) on outsourcing basis. The objective of the 
Bank is to engage contractual / outsourced support staff to help Branch 
Offices (BOs) in dispensing with various activities related to credit 
dispensation viz. 
 

(i) Facilitating filling up of application form, obtaining signed loan 
applications;  
 
(ii) Collecting documents including KYC documents, cheques, 
following up for signatures/additional documents as required for 
Loan dispensation and for regular follow-up & monitoring including 
collection of audit related documents etc. from the existing as well 
as prospective clients of the Bank, or / and; 
 
(iii)To attend any other miscellaneous assignments given by BO 
from time to time.   

 
The Job profile & key skills required for candidates to be engaged 

as CSA’s are as under: 
 

S.No. Particulars Details 

1 Title Customer Support Associate (CSA)  

2 Type of 
engagement 

Contractual on Outsourcing basis 

3 No. of Posts  Total Eight to be placed in following locations: 

Three in Hyderabad, Two in Vishakhapatnam, one in 
Vijayawada, one in Bhubaneswar, one in Raipur. SIDBI 
may change the number of CSA as well as the 
locations at its discretion. 

4 Age The age of the CSA should not be less than 22 years, 
at the time of engagement. 

5 Educational 
Qualification (i) The candidate must possess B.Com./ M. Com. / CS 

/ CA(Inter) / ICWAI (inter) etc., from a recognized 
university at the time of engagement. 

6 Key Skills The candidate shall possess following Skills – 

(i) The candidate should have Prior basic knowledge 
of accounting and Banking. For NER, the 
candidates having Social Work, P & D related 
knowledge shall also be considered. 
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S.No. Particulars Details 

(ii) The candidate should be able to speak, read & 
write in Local Language. Further she/he should 
have basic working knowledge of English.   

(iii) Further, the candidates should have basic 
knowledge of computers (for filling online 
application form / other documents). 

(iv) The candidate should be highly familiar with the 
local area and prominent places and nearby 
industrial areas in the region; 

(v) The candidate should not have any kind of police 
record/complaint or litigation pending/filed against 
him / her. A mandatory check/report may be 
obtained in this regard. 

(vi) The candidate with own vehicle (Two-Wheeler) 
shall be preferred.    

7 Experience (i) No prior work experience required,  

(ii) However, the candidates with prior work 
experience in Banking / financial domain / 
corporates shall be preferred. 

 

8 Renumeration (i) The renumeration shall be in range of `30,000-
`40,000 per month depending upon the individual 
qualification & experience & Location.  

(ii) In addition to the above stated renumeration, the 
CSA shall also be eligible for annual increment 
upto 5% on the completion of first year, upto 7% 
in second year and upto 10% for third year.  The 
CSA’s continuing beyond 3 years, shall be eligible 
for annual increment upto 15% from fourth year 
onwards.  

Reimbursements of Expenses -   

(i) The CSA shall be eligible for reimbursement of local 
transportation expenses / Out of Pocket expenses and 
other incidental expenses etc. on actual basis and 
supported by documentary proof. 

(ii) Other than monthly salary / reimbursements, all 
the other incidental / Out of Pocket expenses shall be 
reimbursed directly by the SIDBI office.   

(iii) The indicative rates of reimbursement of Out of 
Pocket / Incidental Expenses including fuel cost, in 
case of usage of personal vehicle is as under – 

S.No. Distance Covered 
(To & Fro BO location) 

Eligible Amount 
(in `) 

1 10- 25 kms 200/- 
2 25 - 50 Kms 300/- 
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S.No. Particulars Details 

3 Beyond 50 kms 500/- 
(iv) Apart from above, in case, the CSA is out of office 
on duty, during lunch hours, he/she shall be eligible 
for lunch allowance of `100.00 per such instance. 

(v) In no case, the overall reimbursements to the CSA, 
shall be beyond monthly limit of `5,000/-.     

9 Leaves (i) The CSA shall be eligible for availment of 10 days 
leave in a year and the same can be carried forward 
in the subsequent years.   

(ii) However, not more than 5 leaves can be availed in 
a single occasion.  Any cumulative leave availment 
beyond 5 days, shall be on unpaid basis.    

(iii) Any accumulation of leave beyond 30 days shall 
not be permitted. 

(iv) Further, there shall be no leave encashment 
allowed and any accumulated leaves can only be 
adjusted in the notice period for the maximum of 15 
days. 

10 Tenure The initial engagement of the selected candidate shall 
be valid for 3 years with provision of further extension 
upto 2 years, subject to satisfactory feedback/review. 

Any further extension beyond 5 years, shall require 
approval of SIDBI for the continuation of the same 
candidate. 

The bidder may note that there shall be compulsory 
stipulation of clause in the offer letter of CSA to have 
a mandatory break of minimum 3 days (unpaid) after 
every 180 days of service including leaves, if any 
availed during the period.   

11 Selection 
Procedure 

(i) The engaged agency shall provide a Location-wise 
list of candidates to the Regional Office (RO). 

(ii)  Upon shortlisting of the candidates, the interview 
shall be conducted at Regional / Branch Office 
(RO/BO) for selection of the candidate, as the case 
may be. 

(iii)  The Regional / Branch Office (RO/BO) will 
recommend the names of successful candidates to 
the engaged agency. 

(iv)  Thereafter engagement and onboarding 
process shall be handled by the engaged agency. 

12 Onboarding 
process 

(a) The engaged agency shall be responsible for 
collecting and maintaining certified copies of 
following indicative documents from the selected 
candidates - 
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S.No. Particulars Details 

(i) Educational qualification documents / mark 
sheets etc. 

(ii) Identity Proof & Address proof.  

(iii) Prior work experience certificates. 

(iv) Character Certificate issued at the time of 
engagement with SIDBI. 

(v) Affidavit of declaration to the effect that no 
court case/police complaint is pending against 
him/her. 

(vi) Atleast 2 professional references to be 
verified. 

(b) Upon satisfactory submission of above documents 
& due diligence to be carried out by contracted 
agency, joining letters are to be issued by the agency 
to the selected candidate with a copy marked to 
respective RO/BO. The letters should invariably 
mention that the candidates shall not be able to claim 
any right/lien on the regular/permanent appointment 
in the Bank on the basis of this engagement.  

(c) At the time of reporting at SIDBI, the candidate 
shall be submitting accepted copy of above issued 
joining letter, along with identity certificate issued by 
the engaged agency. 

(d) Further, the agency shall forward scan copy of all 
the documents submitted by the candidate to the 
respective BOs for record purpose.    

(e) For the directly engaged CSAs, the documents 
shall be collected and maintained by respective BOs. 

(f) No identity card/ visiting card shall be issued by 
the SIDBI.  A one-time letter to the effect shall be 
issued to engaged Agency stating that they/their 
representatives are authorized to collect documents 
on behalf of SIDBI and no other kind of dealing is 
permitted under the arrangement.   

13 Reporting 
Arrangement 

The engaged CSA shall be reporting directly to 
respective SIDBI BOs.  The CSA shall be at the disposal 
of SIDBI at all time and shall perform / adhere to all 
the assigned tasks / instructions given by the Bank 
from time to time.   

14 Training / 
Induction 

The same shall be imparted at SIDBI, at the time of 
joining of the candidate.  

15 Review A timely review would be carried out at SIDBI, 
regarding performance of the engaged candidate. If 
found satisfactory, the service of CSA may be 
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S.No. Particulars Details 

continued, else a replacement may be requested 
from the engaged agency.    

16 Other 
Conditions 

(i) The Contracted agency shall maintain repository of 
documents obtained from the selected candidates.  

(ii) The status of above documents & timely payment 
of salary to CSA shall be ensured by the agency, 
along with timely payment of statutory dues in the 
form of EPF, ESIC and/or any other statutory etc. 
The same shall be checked & verified by respective 
SIDBI BO, once in every 6 months by conducting 
surprise visit to the contracting agency. 

(iii) While local manpower agency shall have enough 
manpower to provide immediate replacement if 
requested by the BO.  

   
The Bank, for this purpose, invites proposals from competent firms 

who are interested in participating in this RfP and must fulfil the eligibility 
criteria mentioned under Annexure III and also in a position to comply 
with the technical requirement mentioned and submit the required 
proposal as per the RfP. Apart from the above, the Bidder must also 
agree to all the terms & conditions mentioned under this RfP. The scope 
of such work may include, but not limited to, following aspects: 
 

a) Sourcing of the suitable candidates on contract / outsourcing basis 
to the SIDBI (hereinafter to be referred as “Client”) to be engaged 
as Customer Support Associates (CSAs). 

b) Managing the complete hiring process from registering a vacancy 
to the arrival of the successful recruit(s). 

c) Advertising the post, if required on discretion of the Client, 
sourcing, collection and scrutiny of application and identification 
of suitable candidates, application handling and storage, 
screening, Tests / Interviews exercise, Negotiations, etc.  

d) Tasks related to on-boarding of such candidates including handling 
references, clearances and professional background checks and 
criminal records etc. 

e) The candidate selection shall be finalized by SIDBI and SIDBI 
reserves the right to select/ reject the candidates sourced by the 
Consultant without assigning any reasons whatsoever. 

f) The selected candidate shall be on the rolls of the successful 
Consultant/Bidder and the payroll of the selected candidates shall 
be managed by the consultant only.  

g) In consideration of the service to be rendered by the successful 
consultant/bidder, the Client shall pay the consolidated service fee 
as finalized by way of bidding process inclusive of applicable taxes 
and shall not be liable to pay any other expenses/fees to the 
Consultant.  
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h) All the issues pertaining to CSAs on contract / outsourcing basis 
including payroll shall be handled by the Consultant and its 
designated staff and the Client shall not be responsible for the 
same in any manner. 

i) Any other specific job or hiring related services as required by 
SIDBI. 

j) The Consultant has to envisage all necessary services to be 
provided to achieve the objective for which the proposal is sought 
and ensure that the same is delivered to the Client.  

k) Omission of details in the proposal of the services required to be 
provided by the Consultant or mis-description of details generally 
acknowledged to be customary and/ or necessary to carry out such 
services or which the Consultant knows or reasonably should have 
known will not relieve the Consultant from performing such 
omitted details of the services and they must be performed, as if 
fully and correctly set forth and described in this proposal. 

 
Timeframe of the assignment: 

 
As considered necessary for successful delivery of the project, 
based on mutual discussions between the selected Bidder and the 
Bank. 

 

3.2. Subcontracting 

The services offered to be undertaken in response to this RfP shall be 

provided by the consultant / agency directly employing their employees, 

and there shall not be any subcontracting done by the consultant / firm. 

 

3.3. Substitution of Manpower 

The selected Bidder is expected to deploy appropriate quality and 

number of resources for providing services to SIDBI. The strength and 

quality of manpower will be specifically evaluated during the 

engagement. Any substitution or change in the manpower engaged shall 

be done within 30 days from intimation of SIDBI and the consultant shall 

be required to provide suitable alternatives agreeable to SIDBI at its own 

cost. 

3.4. Confidentiality 

This document contains information confidential and proprietary to 

SIDBI. Additionally, the selected consultant shall be exposed by virtue of 

the contracted activities to the internal business information of SIDBI. 

Disclosures of receipt of this RfP or any part of the aforementioned 

information to parties not directly involved in providing the services 

requested could result in the disqualification of the consultant, 
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premature termination of the Engagement, and / or legal action against 

the consultant for breach of trust. 

Selected Bidder shall have to sign a legal non-disclosure agreement with 

SIDBI before starting any project. 

The consultant (and its employees) shall not, unless SIDBI gives 

permission in writing, disclose any part or whole of this RfP document, of 

the proposal and/or contract, or any specification, plan, drawing, pattern, 

sample or information furnished by SIDBI (including the users), in 

connection therewith to any person other than a person employed by the 

bidder in the performance of the proposal and/or contract. Disclosure to 

any such employed person shall be made in confidence and shall extend 

only as far as may be necessary for purposes of such performance. The 

employees or the third party engaged by the bidder shall maintain strict 

confidentiality. 

The Consultant, its employees and agents shall not, without prior written 

consent from SIDBI, make any use of any document or information given 

by SIDBI or its authorized personnel, except for purposes of performing 

the contract award. In case of breach, SIDBI shall take such legal action 

as it may be advised. The Consultant has to maintain confidentiality even 

after completion/ termination of the Engagement. 

3.5. Single Point of Contact 

The Bidder selected for Engagement should have a local office in India, 

preferably in the local region, i.e., 

Hyderabad/Vijayawada/Vishakhapatnam/Bhubaneswar/Raipur/ and has 

to provide details of single point of contact viz. Name, designation, 

address, e-mail address, telephone/ mobile no. etc. 

3.6. Authorised Signatory 

The selected Consultant shall indicate the authorized signatories who 

can discuss and correspond with SIDBI, with regard to the obligations 

under the process. The selected consultant  shall submit at the time of 

submitting the proposal, a certified copy of the resolution of their Board, 

authenticated by Company Secretary/ Director, authorizing an official or 

officials of the company or a Power of Attorney copy to discuss, sign 

agreements/ contracts with SIDBI. The consultant shall furnish proof of 

signature identification for above purposes as required by SIDBI. 

3.7. Publicity 

Any publicity by the consultant in which the name of SIDBI is to be used 

should be done only with the explicit prior written permission of SIDBI. 

3.8. Payment 
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The SIDBI shall be making consolidated payment on monthly basis which 

shall include (i) Monthly renumeration of engaged CSAs and (ii) the 

service fee charged by the consultant/ agency for the services provided 

by them, including all applicable taxes.  The above payments from SIDBI 

will be made only post completion of month of service till the termination 

of engagement. The above monthly payment shall commence from the 

completion of first month of service of the engaged CSA.  No advance 

payments shall be considered in this regard.   

3.9. Expenses 

SIDBI shall not pay any amount/expenses / charges / fees / travelling 

expenses / boarding expenses / lodging expenses / conveyance 

expenses / out of pocket expenses etc. other than the fees as per the 

final price of the successful consultant mentioned in the commercial 

proposal stage of any intervention. 

3.10. Adherence to Standards 

The bidder should adhere to laws of the land and rules, regulations and 

guidelines issued by the various regulatory, statutory and Government 

authorities. It should also ensure that it has complied with all required 

legal compliances and it also has the necessary permission and licenses 

to do the job as Manpower consultant / Agency.  
The Consultant will be responsible for the authenticity and genuineness 

of the work undertaken and will be liable for breach of contract if 

discrepancies/ violations are observed. SIDBI reserves the right to 

ascertain information from the other institutions to which the bidders 

have rendered their services for execution of similar projects. Such 

feedback from high ranking officials would also form part of bidder 

selection and any strong adverse comment/action about product or 

service would make the bidder ineligible for further 

assessment/processing. 

3.11. Professionalism 

The selected Bidder should provide professional, objective and impartial 

advice at all times and hold SIDBI’s interests paramount and should 

observe the highest standard of ethics while executing the assignment. 

It should strictly avoid conflicts with other assignments/jobs or their own 

corporate interests and act without any consideration for future work. 

3.12. Solicitation of Employees 

The selected Bidder during the term of the contract shall not without the 

express written consent of the Bank, directly or indirectly: a) recruit, hire, 

appoint or engage or attempt to recruit, hire, appoint or engage or 

discuss employment with or otherwise utilize the services of any person 

who has been an employee or associate or engaged in any capacity, by 
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the Bank in rendering services in relation to the contract; or b) induce 

any person who shall have been an employee or associate of the Bank 

at any time to terminate his/ her relationship with the Bank. 

3.13. Statutory authority obligations, notices, fees & charges 

The consultant shall comply with and give all notices required by any Act, 

any instrument, rule or order made under any Act, or any regulation or 

byelaw of any relevant authority which has any jurisdiction with regard 

to the assignment. 

The selected Bidder would comply with all Applicable Laws as they relate 

to its performance under this RfP. This RfP shall be governed, interpreted 

by and construed in accordance with the laws of India. 

3.14. Assignment 

Neither the Engagement nor any rights granted under the Engagement 
shall be sold, leased, assigned, or otherwise transferred, in whole or in 
part, by the selected Bidder, and any such attempted sale, lease, 
assignment or otherwise transfer shall be void and of no effect without 
the prior written consent of SIDBI. 

If an selected Bidder undergoes a merger, amalgamation, takeover, 
consolidation, reconstruction, change of ownership, etc. the service level 
agreement executed with the Advisory Firm after award of purchase 
order shall be considered to be assigned to the new entity and such an 
act shall not affect the rights of SIDBI under the executed service level 
agreement. 

3.15. Dispute Resolution 

SIDBI and the selected Bidder shall make every effort to resolve 

amicably, by direct informal negotiation, any disagreement or dispute 

arising between them under or in connection with the Engagement. If 

after 30 days from the commencement of such informal negotiations, 

SIDBI and the consultant have been unable to resolve amicably an 

Engagement dispute; either party may require that the dispute be 

referred for resolution by formal arbitration. 

All questions, disputes or differences arising under and out of, or in 

connection with the Engagement, shall be referred to sole Arbitrator 

appointed by SIDBI and the award of the arbitrator shall be final and 

binding on the parties. The arbitration and reconciliation act 1996 and 

revisions, if any, thereof, shall apply to the arbitration proceedings and 

the venue of the arbitration shall be at Lucknow/Mumbai only. The 

expenses incurred by each party with the preparation, presentation, etc. 

of its proceeding as also the fees and expense paid to the appointed 

arbitrator by such party or on its behalf shall be borne by each party 

itself. 

3.16. Termination 
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The Bank shall have the option to terminate this RfP and/ or any 
subsequent agreement and/ or any particular order, in whole or in part 
by giving selected Bidder at least 90 days prior notice in writing. It is 
clarified that the selected Bidder shall not terminate this RfP & the 
subsequent Agreement for convenience. 

However, the Bank will be entitled to terminate this RfP and any 
subsequent agreement,  

• if selected Bidder breaches any of its obligations set forth in this 
RfP and any subsequent agreement and such breach is not cured 
within ninety (90) Days after Bank gives written notice; or 

• if such breach is not of the type that could be cured within ninety 
(90) Days, failure by selected Bidder to provide Bank, within ninety 
(90) Days, with a reasonable plan to cure such breach, which is 
acceptable to the Bank. Or 

This RfP and subsequent Agreement shall be deemed to have been 
terminated by either Party one day prior to the happening of the 
following events of default: 

• The other Party becomes unable to pay its debt as they fall due or 
otherwise enters into any composition or arrangement with or for 
the benefit of its creditors or any class thereof; 

• A liquidator or a receiver is appointed over all or a substantial part 
of the undertaking, assets or revenues of the other Party and such 
appointment continues for a period of twenty-one (21) days; 

• The other Party is subject of an effective resolution for its winding 
up other than a voluntary winding up for the purpose of 
reconstruction or amalgamation upon terms previously approved 
in writing by the other Party; or 

• The other Party becomes the subject of a court order for its winding 
up 

The selected Bidder understands the strategic importance of this Project 
and that it would require tremendous commitment of technical resources 
for the same from the selected Bidder for the tenure of this RfP and 
subsequent Agreement. The Parties therefore agree and undertake that 
an exit at any point in time resulting due to expiry or termination of this 
RfP and subsequent Agreement for any reason whatsoever would be a 
slow process over a period of three (3) weeks, after the completion of 
the notice period. During this period, the selected Bidder shall continue 
to provide the Deliverables and the Services in accordance with this RfP 
and subsequent Agreement and shall maintain the agreed Service levels. 

Immediately upon the date of expiration or termination of the RfP 
and subsequent Agreement, the Bank shall have no further obligation to 
pay any fees for any periods commencing on or after such date. 

Without prejudice to the rights of the Parties, upon termination or expiry 
of the Agreement, the Bank shall pay to the selected Bidder, within 
fifteen (15) days of such termination or expiry, of the following: 
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• All the undisputed fees outstanding till the date of termination; 

Upon the termination or expiry of this RfP and subsequent Agreement, 
the rights granted to the selected Bidder shall immediately be 
terminated. 

• Upon the Bank’s request in writing, the selected Bidder shall be 
under an obligation to transfer to the Bank or its designee(s) the 
Deliverables being used by the selected Bidder to perform the Services 
free and clear of all liens, security interests, or other encumbrances at a 
value calculated as stated. 

3.17. Order Cancellation 

The Bank will provide the selected Bidder a remedy period of 90 days to 
rectify a default or given situation. The Bank will provide in writing the 
nature of the default to the selected Bidder through a letter or mail 
correspondence. The 90-day time period will commence from the day 
the Bank has sent such correspondence to the selected Bidder. 

The Bank reserves its right to cancel the order in the event of one or 
more of the following situations, that are not occasioned due to reasons 
solely and directly attributable to the Bank alone: 

• Delay in implementation beyond the specified period that is agreed 
in the contract that will be signed with the selected Bidder. 

• Discrepancy in the quality of service/security expected during the 
implementation, rollout and subsequent maintenance process. 

• Failure of the selected Bidder make good the situation within the 
remedy period 

• The selected Bidder commits a breach of any of the terms and 
conditions of the RfP/ contract. 

• The selected Bidder becomes insolvent or goes into liquidation 
voluntarily or otherwise 

• An attachment is levied or continues to be levied for a period of 7 
days upon effects of the tender. 

In case of order cancellation, any payments made by the Bank to the 
selected Bidder would necessarily have to be returned to the Bank with 
interest @ 15% per annum from the date of each such payment. These 
payments to be returned would refer to those deliverables that will have 
to be reversed or redone post the termination of the selected Bidder. 

3.18. Indemnity 

The selected Bidder shall indemnify the Bank, and shall always keep 

indemnified and hold the Bank, its employees, personnel, officers, 

directors, (hereinafter collectively referred to as “Personnel”) harmless 

from and against any and all losses, liabilities, claims, actions, costs and 

expenses (including attorneys’ fees) relating to, resulting directly or 
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indirectly from or in any way arising out of any claim, suit or proceeding 

brought against the Bank as a result of: 

• The Bank’s authorized/ bona fide use of the deliverables and /or the 
Services provided by the selected Bidder under this RfP; and/or 

• an act or omission of the selected Bidder and/or its employees, in 
performance of the obligations under this RfP; and/or 

• claims made by employees who are deployed by the selected Bidder, 
against the Bank; and/or 

• claims arising out of employment, non-payment of remuneration and 
non- provision of statutory benefits by the selected Bidder to its 
employees 

• breach of any of the term of this RfP or breach of any representation 
or false representation or inaccurate statement or assurance or 
covenant or warranty of the selected Bidder under this RfP; and/or 

• any or all Deliverables or Services infringing any patent, trademarks, 
copyrights or such other Intellectual Property Rights; and/or 

• breach of confidentiality obligations of the selected Bidder contained 
in this RfP; and/ or 

• Negligence or gross misconduct attributable to the selected Bidder or 
its employees. 

Indemnity would cover damages, loss or liabilities suffered by the Bank 
arising out of claims made by customer and / or regulatory authorities 
for reasons attributable to breach of obligations under this RfP and 
subsequent agreement by the selected Bidder. 

3.19. Corrupt and Fraudulent Practices 

As per Central Vigilance Commission (CVC) directives, it is required that 

selected Bidders/ Suppliers/ Contractors observe the highest standard of 

ethics during the procurement and execution of such contracts in 

pursuance of this policy: 

• “Corrupt Practice” means the offering, giving, receiving or soliciting 

of anything of values to influence the action of an official in the 

procurement process or in contract execution AND 

• “Fraudulent Practice” means a misrepresentation of facts in order 

to influence a procurement process or the execution of contract to the 

detriment of the Bank and includes collusive practice among Advisory 

Firms (prior to or after bid submission) designed to establish bid prices 

at artificial non-competitive levels and to deprive the Bank of the 

benefits of free and open competition. 

The Bank reserves the right to reject a proposal for award if it determines 

that the selected Bidder recommended for award has engaged in corrupt 

or fraudulent practices in competing for the contract in question. 
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The Bank reserves the right to declare a firm ineligible, either indefinitely 

or for a stated period of time as per the Bank’s discretion, to be awarded 

a contract if at any time it determines that the firm has engaged in 

corrupt or fraudulent practices in competing for or in executing the 

contract. 

3.20. Violation of Terms 

The Bank shall be entitled to an injunction, restraining order, right for 

recovery, suit for specific performance or such other equitable relief as 

a court of competent jurisdiction may deem necessary or appropriate to 

restrain the selected Bidder from committing any violation or enforce 

the performance of the covenants, obligations and representations 

contained in this RfP. These injunctive remedies are cumulative and are 

in addition to any other rights and remedies the Bank may have at law 

or in equity, including without limitation a right for recovery of any 

amounts and related costs and a right for damages. 

3.21. Legal Jurisdiction 

All legal disputes between the parties shall be subject to the jurisdiction 

of the Courts situated at Lucknow/Mumbai only. 
*** 
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4. Process of Selection 

4.1. Pre-qualification 

 
• This enquiry is in the nature of Request for Proposal (RfP) intended to 

result in the selection of an Manpower Consultant / Agency who has 
an established track record of providing all of the services relating to 
engagement of contractual / outsourced manpower and as defined in 
the Scope of Work as at Sl.No.3.1.  

• The consultant / agency / firm satisfying the eligibility criteria to apply 
for Engagement are eligible and invited to submit Proposal for RfP as 
per Annexures. 

• A list of the Eligibility Criteria is given in Annexure III.    
• All responses shall be evaluated to validate compliance of the bidders 

according to the eligibility criteria as mentioned above as per format 
and supporting documents mentioned against each clause.  

• SIDBI reserves the right to enhance any of the eligibility criteria to 
arrive at a ranking of applicants as per these criteria to restrict the 
number of consultants.  
 

Note: 
a. Cut-off date for the eligibility criteria mentioned at clause 4.1 to be 

taken as September 30, 2021 unless otherwise specified. 

b. Documentary evidence must be submitted for each criterion. 

c. Banks refer to Banks in India only and exclude RRBs and 

Cooperative Banks. 

 Apart from the above minimum criteria, the bidder is also required to 
give the following information: 

Sr. No. Document Required 

i) 
Ownership and nature of entity (public, partnership, 
subsidiary etc) details 

ii) Income Tax returns for past three years. 

iii) 
Board resolution (in case of company) or Power of 
Attorney authorizing the authorized signatory to discuss 
/sign on behalf of the bidder (refer point 3.6 for details). 

iv) Proof of address of Registered office. 

v) 
Service Tax Registration Certificate / GST Registration 
Certificate / Registration with Central / State Labour 
Office, if applicable.  

 
✓ SIDBI reserves the right to ask for additional / alternate 

documents from the bidder. 
✓ Non - submission of any of the specified documents by the bidder 

would result in rejection of the proposal. 
 
 
 



 

                                                           RfP for Appointment of Recruitment Consultant/Agency 
                                                                           for sourcing of customer support associates (CSAs) 

 
 

ROHY/01/2021-22                             Issued on: 14/10/2021 Page: 22 of 44 

 
 
 

4.2. Disqualification: 

SIDBI may at its sole discretion and at any time during the evaluation of 
Proposal, disqualify any Bidder, if the Bidder has: 

• Submitted the Proposal documents after the response deadline; 
• Made misleading or false representations in the forms, 

statements and attachments submitted in proof of the eligibility 
requirements; 

• Exhibited a record of poor performance such as abandoning 
works, not properly completing the contractual obligations, 
inordinately delaying completion or financial failures, etc. in any 
project in the preceding 3 years; 

• Submitted a proposal that is not accompanied by required 
documentation or is non-responsive or incomplete; 

• Failed to provide clarifications related thereto, when sought; 
• Submitted more than one Proposal; 
• Declared ineligible by the Government of India/State/UT 

Government for corrupt and fraudulent practices or blacklisted; 
• Submitted a proposal with price adjustment/variation provision. 

4.3. Liability to furnish the Information 

The Bidder is expected to examine all the instructions, guidelines, terms 
and conditions and formats in the RfP. Failure to furnish all the necessary 
information as required by the RfP on submission of a proposal not 
substantially responsive to all the aspects of the RfP shall be at Bidder’s 
own risk and may be liable for rejection. 

4.4. Adherence to terms and conditions  

Bidders who wish to submit their responses to this RfP should note that 

they should abide (in true intent and spirit) by all the terms and 

conditions contained in the RfP. If the responses contain any extraneous 

conditions put in by the bidders, such responses may be disqualified and 

may not be considered for the selection process. 

 

*** 
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5. Submission of Proposals 

5.1. The response to the RfP: 

The response to the RfP should be submitted in sealed envelopes giving 
full particulars in the manner specified in the points below. The envelope 
should reach on or before the timeline mentioned in the Important 
Information for RfP given at beginning of this RfP at page no 3. 

5.2. RfP response documents: 

• The Bidders should submit 2 printed copies of the proposal and a non-

rewritable CD / pen drive as a single file in PDF format containing the 

Proposal along with all annexes and forms/letters.   
• All pages of the proposal must be sequentially numbered and shall be 

initialed by the Authorized Representative of the Bidder.  
• The proposal should not contain any pricing information whatsoever 

on the services offered, except in Financial Proposal as specified. 

• The RfP response document should be submitted to the Bank in 
duplicate i.e. two sets of envelopes (One containing original and the 
other having the duplicate set) clearly mentioning ORIGINAL/ 
DUPLICATE as applicable in each envelope set. In case of any 
discrepancy, the ORIGINAL will be treated as the final for the purpose 
of evaluation of the Technical Proposal.  

• The Bidder shall seal each set in one outer and three inner envelopes 
• The outer envelope shall be addressed to: 

 
The General Manager   
Small Industries Development Bank of India (SIDBI),   
Hyderabad Regional Office, G1, Akira Sikhara Plaza, D. No:5-8-
196to207, Jusbagh, Opp.Intermediate Board, Nampally, 
Hyderabad -500 001 
 

• Marked clearly: Proposal for – “Appointment of Manpower Consultant 

for Sourcing of Customer Support Associates (CSAs) on outsourcing 

basis”    
• An inner envelope shall contain the non-rewritable CD / pen drive with 

the soft copy of the proposal in the pdf format.  
• The e-mail address and phone/fax numbers of the Bidder should also 

be indicated on the sealed envelope and the Proposal. 

ENVELOPE 1: (Eligibility Criteria): The requisite certificates and 

documents supporting the eligibility criterion should be submitted as 

per Annexure III in Envelope – 1 separately to the Bank address as 

specified. 
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Format for Technical Proposal:  
 
The Technical Proposal (included in Envelope-2) should be made in an 
organized, structured and neat manner. Brochures/ leaflets should not 
be submitted in loose form. 
The suggested format for submission of the Technical Proposal is as 
follows: 

1) Offer covering letter as per Annexure I 
2) Proposed List of Key personnel as per Annexure V 
3) Undertaking as per Annexure VII 
4) Declaration on Conformity with Hard Copy as per Annexure VIII 
5) Comments on the Terms of Reference/ RfP 
6) A copy of the RfP along with the addendum (if any) duly putting 

the seal and signature on all the pages of the document for having 
noted contents and testifying conformance of the terms and 
conditions, should be included in Envelope-2. 
 

 
ENVELOPE 2: Technical Proposal - 1 Hard Copy and Soft Copy 
 
The Technical proposal should be submitted in the form of one hard copy 
and one soft copy. Hard Copy should be placed in a sealed envelope 
super-scribed as “TECHNICAL PROPOSAL”. Soft Copy should be 
submitted in a CD in a sealed envelope marked “SOFT COPY OF 
TECHNICAL PROPOSAL”. These two sealed envelopes must be placed in 
a single sealed envelope super-scribed as “Technical Bid: Appointment 
of Manpower Consultant for Sourcing of Customer Support Associates 
(CSAs) on outsourcing basis”. 
 
The Technical Proposal should be complete in all respects and should 
contain all information as specified in the RfP, with the exclusion of the 
Financial Proposal. The Technical Proposal should not contain any price 
information; any firms disclosing the Financial Proposal information in 
the Technical Proposal will be summarily rejected. One hard copy of the 
Technical Proposal should be submitted and one soft copy (both in one 
closed envelope to the Bank marked as Hard Copy and Soft Copy 
respectively). The Technical Proposal should indicate the ideas, solutions 
and processes suggested in ‘Scope of Engagement’. 
All the relevant pages of the proposal are to be numbered and signed by 
an authorized signatory on behalf of the firm. The number should be 
unique serial number across the document. The Bidder should provide 
documentary evidence of the authorized signatory for the purpose of this 
RfP. 
The RfP response shall be in the English language only. The contact 
name, email ID and telephone numbers (mobile & landline) of the 
consultant shall also be indicated on the sealed cover. 
 
Format for Financial Proposal: 
The Financial Proposal needs to be provided in the template provided in 
Annexure VI. The Financial Proposal should be submitted in the form of 
one hard copy. Hard Copy should be placed in a sealed envelope super-
scribed as “FINANCIAL PROPOSAL”. The three sealed envelopes 
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containing the Eligibility Criteria, Technical Proposal and Financial 
Proposal must be placed in an outer sealed envelope super-scribed as 
“Appointment of Manpower Consultant for Sourcing of Customer Support 
Associates (CSAs) on outsourcing basis”. 
Kindly note that the Financial Proposal and Technical Proposals must be 
submitted separately in different envelopes as specified above. It is 
reiterated that if any envelope is found to contain both Technical and 
Financial Proposals, such offers will be rejected by the Bank. The 
Technical and Financial Proposals should not be conditional in any 
manner; any conditional Financial Proposal responses shall be rejected 
by the Bank. 
The THREE SEPARATE sealed envelopes containing the Eligibility Criteria 
(as per Annexure-III), Technical Proposal, Financial Proposal must be 
submitted in three separate covers to the Bank directly as under: 
• ENVELOPE-1: Eligibility Criteria as per Annexure III. 
• ENVELOPE-2: Technical Proposal: (1 Hard Copy and 1 Soft Copy) 
• ENVELOPE-3: Financial Proposal (1 Hard Copy) 
Each of the above set of the Proposal must be labelled with the following 
information: 
1. Technical/ Financial Proposal as applicable 
2. RfP Reference Number and Date 
3. Name of the firm 
4. Whether Original/ Duplicate 
 
IMPORTANT POINTS TO BE NOTED 
a) The sealed bid envelopes should be delivered to the RfP Co-
ordinator at the postal address mentioned in the point “Important 
Information”. The Bank has nominated the RfP Co-ordinator to manage 
the bid process on behalf of the Bank. 
b) All the queries and communication must be addressed to the RfP 
Co-ordinator from the Bank. 
c) All envelopes should be securely sealed and stamped. Any 
discrepancy between the original & duplicate, the original document will 
prevail. 
d) All letters must be addressed to the RfP Co-ordinator. 
e) Only one submission of the RfP response by each Bidder will be 
permitted. In case there are multiple submissions by the same 
organization, the first submission will be treated as final by the Bank for 
the purpose of evaluation of responses). All responses would be deemed 
to be irrevocable offers/proposals from the Bidder and may if accepted 
by the Bank form part of the final contract between the Bank and 
selected Bidder. 
f) Unsigned responses would be treated as incomplete and are liable 
to be rejected. 
 
Financial Proposal 

The Financial Proposal should contain all relevant price information, 
covering total price (inclusive of all incidental costs and other 
expenses) and should not contradict the Technical Proposal in any 
manner. There should be no hidden costs for items quoted. The offer 
must be made in exact and the offer should include all applicable 
taxes and other charges and cess of any type, including GST. The 
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Bank is not responsible for the arithmetical accuracy of the bid. The 
Bidder will have to ensure all calculations are accurate. The Bidders 
will bid for the entire duration of the contract. The Bank at any point 
in time for reasons whatsoever is not responsible for any assumptions 
made by the Bidder. The Bank at a later date will not accept any plea 
of the Bidder or changes in the commercial offer for any such 
assumptions. 

• Applicant should quote fees as per the Annexure VI format provided 
by the Bank while submitting the Financial Proposal. 

• The proposal should be prepared in English in MSWord / Excel/ PDF 
format. All correspondence will be in English. All forms may please be 
filled in Arial 12 Font in double spacing format. The Proposal shall be 
typed in indelible ink and shall be signed by the Bidder or a person or 
persons duly authorized by the bidder to bind the bidder to the 
process. The person or persons signing the Proposals shall initial all 
pages of the Proposals. Any interlineations, erasures or overwriting 
shall be valid only if they are initialed by the person signing the 
Proposals. SIDBI reserves the right to reject the Proposals not 
conforming to the above. 

• The Bidder shall submit the Proposal properly in a file ensuring that 
the papers are not loose. All the pages of the proposals including 
documentary proofs should be numbered as "Page #". 

• It should be noted that in case of any discrepancy in information 
submitted by the Bidder in hard-copy and soft-copy, the hard-copy 
will be given precedence. 

• Only one submission of the RfP response by each bidder will be 
permitted. In case of multiple submissions by the bidder, the first 
submission made will be given precedence. 

• Submission by Fax transmission or emails is not allowed and will be 
considered invalid. 

5.3. Rules for responding to this RfP 

i. The Bidders should use the formats prescribed by SIDBI in submission 
of the RfP Response. 

ii. All responses received after the due date/ time as per schedule 
mentioned in the ‘Important Information for RfP’ given in the 
beginning of the RfP would be considered late and would be liable to 
be rejected. 

iii. Documents not required as part of the RfP should not be provided. 

iv. Unsigned responses would be treated as incomplete and are liable to 
be rejected. The proposals once submitted cannot be withdrawn/ 
modified after the last date for submission of the proposals unless 
specifically permitted by SIDBI. 

v. SIDBI reserves the right to not to allow/ permit changes in the 
technical requirements and not to evaluate the offer in case of non-
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submission of the technical details in the required format or partial 
submission of technical details. 

vi. Bidders at no point in time can excuse themselves from any claims by 
SIDBI whatsoever for their deviations in confirming to the terms and 
conditions and other schedules as mentioned in the RfP circulated by 
SIDBI. Bidders shall be fully responsible for deviations to the terms & 
conditions etc. as proposed in the RfP. 

vii. If related parties (as defined below) submit more than one Proposal, 
then both/all Proposals submitted by related parties are liable to be 
rejected at any stage at SIDBI’s discretion: 

a. Proposals submitted by the holding company and its subsidiary.  
b. Proposals submitted by one or more companies having common 
director/s. 
c. Proposals submitted by one or more Limited Liability Partnership 
(LLP) firms having common partners.  
d. Proposals submitted by one or more companies in the same group 
of promoters/ management.  
e. Any other proposal in the sole discretion of SIDBI is in the nature 
of multiple proposals. 
 

***** 
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6. Evaluation of Proposals 

6.1. Opening of Proposals  

The proposals received within the prescribed date and time will be 
opened as per schedule mentioned in the ‘Important Information for RfP’ 
given in the beginning of the RfP. During the opening of the proposals, 
the Bidders can depute an authorized representative (only one) to attend 
the proposal opening process. No separate information will be given in 
this regard to the bidders for deputing their representatives. The 
representative has to submit an authority letter duly signed by the 
consultant firm, authorizing him to represent and attend the Proposal 
opening on behalf of consultant firm. The authorized representative, 
having photo identification, shall sign a register of attendance. However, 
proposals would be opened even in the absence of any or all 
representatives of the bidders. 
 
Pls note - In view of COVID pandemic and lockdown imposed from time 
to time, the opening of proposals and subsequent meetings including 
technical & financial bid opening,  may be organized online through video 
conferencing, the details of the same shall be shared by SIDBI with the 
participating Consultant firms, depending on the prevailing 
circumstances. 
    

6.2. Evaluation Committee 

The proposals will be evaluated by Bank’s Evaluation Committee based 
on the proposal submitted by the Bidders. The evaluation committee 
shall evaluate the responses to the RfP and all supporting documents / 
documentary evidence. Inability to submit requisite supporting 
documents / documentary evidence would lead to rejection of the 
proposal.  The decision of the Evaluation Committee in the evaluation of 
responses to the RfP shall be final. 
 

6.3. Preliminary Scrutiny 

Preliminary scrutiny of the Proposals for eligibility will be done to 
determine whether the Proposals are complete, whether the documents 
have been properly signed, whether any computational errors have been 
made, and whether the Proposals are generally in order. Proposals not 
conforming to such preliminary requirements will be prima facie 
rejected. 
 

6.4. Conformance to eligibility criteria:  

Proposals conforming to preliminary scrutiny requirements will be 
checked by a Committee for conformance with the eligibility criteria 
stated in the Annexure III. Only firms that fulfil ALL the eligibility criteria 
as mentioned in the Annexure III are eligible to participate in this Bid. 
The bidder should submit their responses along with documentary 
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evidence and self-declaration, as required for the above eligibility 
criteria. Proposals of those bidders, who do not fulfil any of the eligibility 
criteria as stated in full, will be summarily rejected. The consultants 
fulfilling the eligibility criteria as laid out above will proceed to the next 
stage of the Technical Evaluation. The Bank’s discretion on ‘Eligibility 
Criteria’ is final. 
 

6.5. Technical Evaluation:   

The proposals received by the Bank will be technically evaluated to arrive 
at the technical scoring as per the scoring methodology specified below 
under the TECHNICAL PROPOSAL EVALUATION CRITERIA. The Bids which 
are securing the technical score of 70 or more marks out of a total of 100 
marks are considered as technically qualified and only those technically 
qualified Bids will be further processed to find “Highest scoring Firms” as 
per evaluation methodology under TECHNO COMMERCIAL EVALUATION 
CRITERIA. The Bank however retains the right to lower the cut off score 
by 10 marks, if adequate number of bids does not qualify with the 
minimum score specified above. 

A list of Key personnel to be deployed for the project to be furnished with 
details of Name, Age, Qualification and Experience in Annexure V. Kindly 
note that the team proposed in the Technical Proposal will need to 
necessarily be made available to the Bank for delivery assignment.  

Based on the details submitted by the Consultant / Agency in the 
Technical Proposal, the Technical Evaluation of the eligible firms will be 
carried out as furnished below: 

S.No. Evaluation criteria Weightage 

1. 
Understanding of SIDBI’s requirement and 
job profile of the proposed recruitment and 
its strategic context. (Total – 15 Marks) 

15% 

2. 

Past Experience of hiring in the similar 
roles (Total – 50 Marks) 

50% 

No. of hirings  
  

   0 0 
 1-3 20 
 3-5 40 
More than 5 50 

3. 

Profile of the Team Leader and Team 
Members leading the assignment (Total – 
25 Marks) 

25% 

(a.) Team leader Experience - 
(i)  <3 Years 5 
(ii) 3-5 Years 10 
(iii) More than 5 Years 15 

 (b.) Team Members Experience (Cumulative Experience) - 
 (i)  <3 Years 0 
 (ii) 3-5 Years 5 
 (iii) More than 5 Years 10 

4. 
Resourcefulness of the Consultant -
(Total – 5 Marks) 

10% 

Grand Total 100% 
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Techno-commercial evaluation criteria 
 
This will be a techno commercial evaluation and accordingly the 
Technical evaluation will have 75% weightage and Commercial 
evaluation shall have 25% weightage. These weightages shall be taken 
into consideration for arriving at the successful Consultant / Agency. The 
evaluation methodologies vis-a-vis the weightages are as under: 
The overall score will be calculated for all technically qualified firms using 
the following formula: 
 
S = (T/T High x 75) + (C Low/C x 25)  
 
Where: 
S = Score of the Firm 
T =Technical score of the firm 
T High = Highest Technical score among the firms 
C = Quote as provided by the firm (please refer to Annexure VI)  
C Low = Lowest Quote of C among the firms 
 
The firm securing the highest score becomes the successful firm. 
 
For example – There are three bidders A, B and C. 

Technical score will be arrived at treating the marks of the bidder scoring 
the highest marks (A) in Technical evaluation as 100. Technical score for 
other bidders (B, C, etc.) will be computed using the formula Marks of B 
/ Marks of highest scorer A*100. 

Similarly, Commercial Score of all technically cleared bidders will be 
arrived at taking the cost quoted by L1 bidder i.e., the lowest quote from 
all technically qualified bidder (say C) as 100. Marks for other bidders will 
be calculated using the formula Commercial Score = Cost of L1 bidder / 
Cost quoted by bidder * 100. 

A “Combined score” will be arrived at, taking into account both marks 
scored through Technical Proposal evaluation and the nominal 
commercial quotes with a weightage of 75% for the Technical Proposal 
and 25% for the Financial Proposal as described below. 

The combined score is arrived at by adding Technical Score and 
Commercial Score. The successful bidder will be the one who has highest 
Combined Score. 

Sr. 

No. 

 
Bidder 

Technical 

Evaluation 

marks (T) 

Nominal 

Bid Price 

in INR(C) 

Technical 

Score 

Commercial 

Score 

Combined Score 

(out of 100) 

1 A 95 69 95/95*75 = 75.0 60/69*25 = 21.7 75.0+21.2 = 96.7 

2 B 85 65 85/95*75 = 67.1 60/65*25 = 23.1 67.1+23.1 = 90.2 

3 C 90 60 90/95*75 = 71.1 60/60*25 = 25.0 71.1+25.0 = 96.1 
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In the above example Bidder A with highest score becomes the 
successful bidder. 
For the purpose of Technical Proposal and Financial Proposal, the 
comprehensive proposal (covering domestic and international presence) 
as submitted by the Bidders will be considered for evaluation purposes. 

However, kindly note that the Bank reserves the right to finalize and if 
deemed necessary, focus on only the domestic presence of the Bidder 
(and excluding the international presence) from the scope of work, as 
decided by the Bank. The Bank’s decision is FINAL in this regard. The 
fees payable to the selected Bidder will be determined as per the scope 
of work finalized by the Bank. 

 

6.6. Notification of Outcome 

Bank will notify the Bidder who have been engaged either in writing or 
by email as soon as practicable. Bank is not obliged to provide any 
reasons for any such acceptance or rejection. The decision of SIDBI shall 
be final, conclusive and binding on all the Bidders/parties directly or 
indirectly connected with the RfP process and the same shall not be 
questioned / challenged. 

*** 
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Annexure I: Technical Proposal Covering Letter 
(To be submitted on Bidder’s letter head) 

Date: 

To, 

The General Manager   
Small Industries Development Bank of India (SIDBI) 
Hyderabad Regional Office 

    G1, Akira Sikhara Plaza, D. No:5-8-196to207 
    Jusbagh, Opp.Intermediate Board, Nampally 
    Hyderabad -500 001 

 
 

Sub: RfP Reference No. RfP: << RFP Details >> dated 
_____________ Appointment of Manpower Consultant for Sourcing of 
Customer Support Associates (CSAs) on outsourcing basis 

Having examined the above RfP including all Annexures, the 
receipt of which is hereby duly acknowledged, we, the undersigned, 
offer to undertake the services in conformity with the said RfP in 
accordance with the Prices indicated in the Commercial Offer and 
made part of this Bid. 

If our Offer is accepted, we undertake to provide service as a firm 
as per the timelines defined by the Bank from the date of 
commencement of services. 

We agree to abide by this offer till 90 days from the date of 
Financial Proposal opening and our offer shall remain binding upon us 
and may be accepted by the Bank any time before expiry of that 
period. 

Until a formal contract is prepared and executed, this offer 
together with the Bank's written acceptance thereof and the Bank's 
notification of award, shall constitute a binding contract between us. 

We confirm that we have not made any changes in the offer 
documents, except for filling in appropriate columns. 

We confirm that our Company / firm has not been blacklisted/ 
debarred by any Government Financial Institutions/Banks/ RBI/ 
Government/ Semi-Government departments/ PSUs in India. 

We confirm that our Company/ firm do not have any pecuniary 
liabilities nor any judicial proceedings or any restraint restricting us in 
fulfilling the Advisory services. 

We understand that the Bank is not bound to accept the offer and 
the Bank has right to reject the offer in full or part without any 
assigning any reasons, whatsoever. 

Signature of the Authorized Signatory 

Name: 

Designation: 
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Date: 

Seal of Bidder: 

 

Attachment: 

Sr. No. Document Required 

i) 
Ownership and nature of entity (public, partnership, 
subsidiary etc) details 

ii) Income Tax returns for past three years. 

iii) 
Board resolution (in case of company) or Power of 
Attorney authorizing the authorized signatory to discuss 
/sign on behalf of the bidder (refer point 3.6 for details). 

iv) Proof of address of Registered office. 

v) 
Service Tax Registration Certificate / GST Registration 
Certificate / Registration with Central / State Labour 
Office, if applicable.  
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Annexure II: Letter of Authorization to Bid 
 
(To be submitted on Bidder’s letter head) 

Date: 

To, 

The General Manager   
Small Industries Development Bank of India (SIDBI) 
Hyderabad Regional Office 

    G1, Akira Sikhara Plaza, D. No:5-8-196to207 
    Jusbagh, Opp.Intermediate Board, Nampally 
    Hyderabad -500 001 

 

SUB: Authorization Letter for submitting bid documents. Sub: 
Reference No. RfP : << RFP Details >> dated _____________  

Dear Sir, 

This has reference to your above RfP for Appointment of Manpower 
Consultant for Sourcing of Customer Support Associates (CSAs) on 
outsourcing basis. 

Mr./Ms.  is hereby authorized to sign the bid documents and the 
contract on behalf of our organization for the given scope of work vide 
the Bank's Request for Proposal. He/ She is also authorized to take 
decisions on behalf of the organization till the RfP process is 
completed. 

Certified photocopy of Power of Attorney (PoA) of the person 
authorizing such person is duly submitted. 

We hereby extend our full guarantee and warranty as per Clauses of 
Contract for the goods and services offered for supply by the above 
firm against this RfP. 

The specimen signature is attested below: 

 

Specimen signature of the Representative 

 

Signature of the Authorizing Authority 

 

Name of the Authorizing Authority (Certified Xerox copy of POA of 
authorized Signatory/ authority is to be submitted) 

Note: 

1) This letter of authority should be on the letterhead of the principal 
on whose behalf the proposal is submitted and should be signed by a 
person competent and having the power of attorney to bind the 
principal. It should be included by the Bidder in its proposal. 
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Annexure III: Eligibility Criteria 
 

Sr. 
No. 

Details Supporting Documents to be submitted 

1 The Bidder should have been in operations in 
India at least since April 01, 2015 with the 
ability to service the client across state and 
should have a local office in the city, for which 
requirement is posted. The Bidder should be a 
Government Organisation/ Public Sector   
Undertaking/ Public Limited Company / Private 
Limited Company/ Limited Liability 
Partnership/ Partnership Firm / Proprietary 
firm.   It should be registered or incorporated 
in India.  

Certificate of Incorporation/ Documents 
of Constitution/ Certificate of 
Registration 

2 The Bidder should have an established 

business/practice of providing Manpower 

services. 

Please indicate no. of years of 
manpower recruitment services, no. of 
executives in the team and no./list of 
Assignments handled (details may be 
provided as per format at Annexure IV: 
Format for Relevant Engagements). 

3 The Bidder should have tangible positive net 

worth during the last 3 immediate 

consecutive financial years. (years to be 
indicated) 

Certified copies of Audited Financial 

Statements (and Annual Reports, if 

applicable) for the last three financial 

years with audit reports and notes on 

accounts. 

4 The Bidder should not be owned or controlled 
by any Director or Employee of SIDBI (or their 
Relatives) 

Self-Declaration by the Bidder on 
Company’s letter head (Annexure IX) 

5 The Bidder should not have been penalised or 
found guilty in any court of law and the 
Advisory Firm shall not have been blacklisted 
/ debarred by any Central Government 
Ministry/ Bank/ RBI/ IBA/ any regulatory 
authority and not involved in any major 
litigation since April 2014 to till the date of 
submission of the Proposal, that may have 
impact or compromise the delivery of services 
required. 

Self- Certification by the Bidder on 
Company’s letter head to be provided. 
However, SIDBI would have the right to 
independently verify the same. 
(Annexure X)  

6 The company / firm has not defaulted to any 
Bank within the jurisdiction of India 

CIBIL report of the company / 
firm. Alternatively, Auditor certificate 
may also be obtained at the time of 
bidding and upon selection CIBIL report 
may be called for.  

Note: 
a. ^Government-owned and semi-government enterprises may participate, only if they are legally and 

financially autonomous. 
b. The parent company of any subsidiary company which is seeking qualification on the financial 

strength of its parent, would have to- 
i. provide all the details/documents regarding itself as indicated in the list of the Pre-

Qualification Criteria above. 
ii. give a written undertaking that it would bear all financial or contractual liabilities of the 

subsidiary with regards to this RfP.  
iii. give a written undertaking that its technical capabilities/ resources would be available to 

the subsidiary company as and when required by SIDBI. 
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Annexure IV: Format for Relevant Engagements 

Please use the format below to provide information for which your firm 

was contracted for carrying out Board Evaluation related assignment(s)- 
 
(Use separate sheet for each client) 
Name of the Client  
Description of the assignment  
Duration of the assignment (in 
months) as per agreement: 

 

Start Date  
End Date  
Duration of all the consulting 
assignments for the client (in 
Months): 

 

Number of professional staff 
Provided for the consulting 
Assignments for the client 

 

Terms of Reference  
Impact achieved  
Contact Details of senior Executive 
of the Client (Name, Contact 
Number, email 
id) 

 

 
(Client Certificate & copy of work order may please be attached in 
support of the above) 
 

Signature of the Authorized Signatory 

Name: 

Designation: 

Date: 

Seal of Bidder: 
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Annexure V: Proposed list of Key Personnel to be engaged for execution 
of the assignment 

 
 
 

SI.No Name Age Qualification Experience 

relevant to RfP 

Proposed Role 

in the Team 

1      

2      

      

      

 
A list of key personnel to be deployed for the project to be 

furnished with details as per the table above. 

The Bank shall reserve the right to seek the change of resource 

personnel in case on need. 

 

 
Signature of the Authorized Signatory 

Name: 

Designation: 

Date: 

Seal of Bidder: 
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Annexure VI: Financial Proposal Format 
 
From:  
(Name/address of Consultant) ………………………………. ….. 
………………………………. ……………………………………….  
………………………………. ………………………………………..  
 
To: 
(Name/address of Client) ………………………………. ………… 
………………………………. ……………………………………….  
………………………………. ………………………………………..  
 
Dear Sir, 

 
Engagement of Customer Support Associates (CSAs) on outsourcing basis. 

 
Reference: Proposal No. Your letter dated ……………..  
 
We herewith enclose Proposal for the above assignment. We undertake that, in 
competing for (and, if award is made to us, in executing) the contract for the above 
assignment, we will strictly observe the laws against fraud and corruption in force in 
India, namely “Prevention of Corruption Act 1988”  
 
Yours faithfully,  
 
Signature:……………………………..  
Name: ………………………………….  
Address :…………………..  
…………………………………………  
(Authorized representative)  
 
COST OF SERVICES - for providing services for Engagement of Customer Support 
Associates (CSAs) on outsourcing basis -  
 

Monthly Service Fee as a % of Fixed 
Cost (per position) 

 

 
(i) ** The above rates are exclusive of applicable taxes which would be 

paid at actual. Any request for change of rates during the tenure of the 
contract would not be entertained by the Bank. 
 

(ii) We are aware that all the payments shall be subject to TDS, as 
applicable, at the time of payment. 

 
I / We agree to undertake the work subject to terms and conditions 

stipulated by SIDBI at the rates quoted above. 
 
Date:  
 

Signature of the Authorized Signatory 

Name: 

Designation: 

Date: 

Seal of Bidder: 
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Annexure VII: Undertaking 
 
(To be submitted on Bidder’s letter head) 

Date: 

To, 

The General Manager   
Small Industries Development Bank of India (SIDBI) 
Hyderabad Regional Office 

    G1, Akira Sikhara Plaza, D. No:5-8-196to207 
    Jusbagh, Opp.Intermediate Board, Nampally 
    Hyderabad -500 001 
 
Dear Sir, 
 

SUB: Authorization Letter for submitting bid documents. Sub: 
Reference No. RfP : << RFP Details >> dated _____________  

 
1) Having examined the RfP including all Annexes and Appendices, the 

receipt of which is hereby duly acknowledged, we, the undersigned 
qualify under the minimum eligibility criteria and offer to provide, 
deliver, implement and commission ALL the items mentioned in the 
‟Request for Proposal” and the other schedules of requirements and 
services for SIDBI in conformity with this RfP.  

Sr Particulars Details 
No   

1. Name of Consultant / Firm  

2. Registered Address  

3. Website address  

4. Nature of entity (partnership/ private/ public etc.)  
5. Name of Partners / Directors  

6. Date of Incorporation  

7. Details of authorized contact person  
 a. Name  
 b. Designation  
 c. Telephone nos.  
 d. Mobile no  
 e. Email Address  

 f. Fax no  

 
2) We confirm that we have the in-house capabilities to complete the 

assignment mentioned under this RfP on our own and not through 
any associate. 

3) We confirm that we have the technical capabilities to deliver all the 
requirements of the above mentioned RfP. 

4) We confirm that the services offered to be undertaken in response 
to this RfP shall be provided by the us directly employing our 
employees, and there shall not be any subcontracting done by us. 
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5) We hereby certify that we have provided all the information 
requested by SIDBI in the format requested for. The information 
provided is correct and true to the best of our knowledge. In case at 
any stage, it is found that the information given by us is false / not 
correct or in a different format, SIDBI shall have the absolute right to 
take any action as deemed fit without any prior intimation to us. 

5) We agree to abide by the terms of this RfP from the date fixed for 
receiving the same or agreed extended period and it shall remain 
binding upon us and may be accepted at any time before the expiry 
of the period. 

6) If our Proposal is accepted, we undertake to complete and deliver the 
whole of the works comprised as and when assigned in the RfP; 
comply with the delivery schedule as mentioned in the RfP or as 
mutually agreed to and agree to abide by the General Terms and 
Conditions. 

7) We agree to abide by this Proposal for 90 days from the date of the 
Proposal opening and our Offer shall remain binding on us and may 
be accepted by SIDBI any time before expiry of the offer. 

8) Unless and until a formal Agreement is prepared and executed, this 
RfP together with our written acceptance thereof shall constitute 
binding Terms and Conditions between SIDBI and us 

9) We understand that the RfP does not commit SIDBI to reimburse the 
Bidders for any costs incurred in submission of this proposal. All 
statements in RfP and any pre-proposal negotiations, understandings 
and agreements resulting from RfP are preliminary; consequently, 
SIDBI has no obligation to us until a written contract is executed. 

10) We agree that SIDBI is not bound to accept any Proposal SIDBI may 
receive. 

11) We understand that SIDBI has the right, without assigning reasons 
thereof, to 

a. Reject, amend, and modify any condition contained in the RfP 
b. Terminate this RfP 
c. Negotiate with one or more Bidders  
d. Not award the assignment to any of the Bidders and / or 

recommence the entire process.  
e. Empanel one or more Bidders for any reasons whatsoever.  
f. Modify the requirements and terms of this RfP and request revised 

proposals from some or all of the Bidders.  

Signature of the Authorized Signatory 

Name: 

Designation: 

Date: 

Seal of Bidder: 
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Annexure VIII: Conformity with Hardcopy Letter 
 

(This letter should be on the letterhead of the bidder duly signed by an 
authorized signatory) 

Date: 

To, 

The General Manager   
Small Industries Development Bank of India (SIDBI) 
Hyderabad Regional Office 

    G1, Akira Sikhara Plaza, D. No:5-8-196to207 
    Jusbagh, Opp.Intermediate Board, Nampally 
    Hyderabad -500 001 
 
Dear Sir, 
 

SUB: Authorization Letter for submitting bid documents. Sub: 
Reference No. RfP : << RFP Details >> dated _____________  

Further to our proposal dated …………., in response to the Request 

for Proposal (Bank’s tender No. hereinafter referred to as “RfP”) 

issued by SIDBI (“Bank”) we hereby covenant, warrant and confirm 

as follows: 

The soft-copies of the proposal submitted by us in response to the 

RfP and the related addendums and other documents including the 

changes made to the original RfPs issued by the Bank, conform to 

and are identical with the hard-copies of aforesaid proposal 

submitted by us, in all respects. 

Yours faithfully, 
 

 
Signature of the Authorized Signatory 

Name: 

Designation: 

Date: 

Seal of Bidder: 

 

 

 

 

Annexure IX: Declaration: No Ownership or Control of SIDBI Directors/ 
Employees (or relatives) 
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(On letterhead of the bidder duly stamped and signed) 
 

 
DECLARATION-CUM-CERTIFICATE 

 
 
 

 
TO WHOM SO EVER IT MAY CONCERN 

  

 
This is to certify that ___________________ (Name of bidder) is not a 

related party to SIDBI as per the provisions of Companies Act 2013, 

as amended from time to time. 

 
 
 
 
 
 
 
 

Signature of the Authorized Signatory 

Name: 

Designation: 

Date: 

Seal of Bidder: 
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Annexure X: Not penalized or Found Guilty in any Court of Law 

(On letterhead of the bidder duly stamped and signed) 
 

 
DECLARATION-CUM-CERTIFICATE 

 
TO WHOM SO EVER IT MAY CONCERN 

 

 
This is to certify that the Advisory firm/company has not been 

penalized or found guilty in any court of Law and the firm/ company 

has not been blacklisted / debarred by any Central Government 

Ministry / Bank / RBI/ IBA / any regulatory authority since April 2015 

till the date of submission of the Proposal 

 
 

Further, this is to certify that ____________does not have any 

legal, civil, criminal, taxation and other cases pending against 

________________that may have any impact affecting or compromising 

the delivery of services required. 

 
 
 
 

Signature of the Authorized Signatory 

Name: 

Designation: 

Date: 

Seal of Bidder: 
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Annexure XI: INDICTAIVE TERMS OF APPOINTMENT OF CONSULTANT 

Indicative terms for selecting Local Manpower Agency 
 

S.No. Particulars 
1 The agency shall have necessary registration with Asst. Labor 

Commissioner or Regional Labor Commissioner under Contact 
Labour (Regulation & Abolition) Act, 1970 (CLRA Act), wherever 
applicable. Further, the agency shall have all the other necessary 
statutory approvals in place viz. State / Central Govt. registrations 
for EPF/ESIC etc.      

2 The agency shall be strictly adhering to the condition of minimum 
wages for the renumeration payable to the contractual engaged 
staff. An Affidavit to the effect to be obtained, in this regard.   

3 The agency has been submitting all the statutory dues on time 
and shall not have any statutory dues pending in the last 3-4 
years.  

4 The agency shall have sufficient availability of manpower/ 
database, at any given point of time, to address the immediate 
replacement or additional requirement. 

5 The agency owners shall not have any kind of police complaint / 
Court case pending / filed against them in last 5-6 years.  An 
affidavit to the effect may be obtained at the time of engagement.   

6 The agency owners shall not have any direct linkage with local 
politicians/trade unions etc. 

7 The above engagement shall be subject to the Bank’s extant 
outsourcing and procurement guidelines.   

8 The agency should have filed IT returns in the last 3-4 years and 
asper the audited results of last 3-4 years, nothing adverse has 
been reported against the agency. 

9 The agency shall have sufficient availability of 
manpower/database, at any given point of time, to address the 
immediate replacement or additional requirement. 

 
***** 

 

 
 
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 


