
 
       OFFICE OF THE 

SUPERINTENDING ENGINEER 
OPERATION CIRCLE, U.H.B.V.N.L KURUKSHETRA 

Tel. No. 01744-238956  E-mail:seopuhbvnkurukshetra@gmail.com  

 Fax :     01744-239627  
 

UTTAR HARYANA BIJLI VIRTAN NIGAM 

Notice inviting Tender 

     SE (OP) Circle UHBVN Kurukshetra 

Sr.
No
. 

NIT No.  Brief Scope of work  Last date of 
sale of Bid. 

1.  OCK‐
165/SEOPKK
R/2016‐17 
Dated :‐ 
05.07.2016 

Sealed  tender  are  invited  from  the  contractors 

having  experience  of  operating  a  call  centre 

preferably of a Public Utility service for at least one 

year experience ,Photo copy of Contractor Licence  

(  Proof  to  be  submitted  while  collecting  bid 

documents  )  to  establish  a  centralized  Customers 

Care  Centre  to  be  called  the  Bijli  Suvidha  Kendra 

(BSK) in Kurukshetra City. 

(Earnest Money Rs. 50,000.00) 

18.07.2016 
upto 05.00 P.M 
 
Last date of 
Submission of 
Bid 
19.07.2016 at 
01.00 P.M 
 
Opening date 
of the Bid 
19.07.2016 at 
03.00 P.M 

 

  Detailed terms & conditions are available on the website www.uhbvn.com.  

 

                  SE (OP) Circle 
                  UHBVN Kurukshetra 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

mailto:seopuhbvnkurukshetra@gmail.com
http://www.uhbvn.com/


Terms and Condtions :‐ 
 

1. Tender  documents  can  be  purchased  on  any  working  day  during 
working hours(  i.e. 0900 to 1700 hrs)  from the office of SE  (OP) Circle 
UHBVN  Kurukshetra  by  cash  in  the  shape  of  BA‐16/through  DD  upto 
5.00 P.M . on dated:‐ 18.07.2016. 
 

2. The  cost  of  tender  documents  is  Rs.  1000/‐  amount  to  be  deposit  in 
cash or in the shape of demand draft payable at Kurukshetra in favour 
of Executive Engineer (OP) Divn. UHBVN Kurukshetra. 
 

3. Tender/NIT must be accompanied by the earnest money/bid security as 
specified in the tender documents. Tender without earnest money and 
contractor licence  shall not be accepted.    
 

4. Tender/NIT  must  be  delivered  in  the  office  of  SE  (OP)  Circle  UHBVN 
Kurukshetra  before  01.00  P.M  on  dated:‐  19.07.2016  and  will  be 
opened at 03.00 P.M on the same day. If the date of receipt/opening of 
tender  happens  to  be  holiday  on  any  account  of  the  same  will  be 
received/opened  on  the  next  working  day  at  the  same  time  and  the 
venue. 
 

5. The  undersigned  reserves  the  right  to  refuse  to  issue  the  tender 
documents  to any applicant and also  reject any or all  tenders without 
assigning any reason and no claim on this account shall be entertained. 
 

6. No deviations shall lead to rejection of the bid/offer. 
 

7. Any other  information/ detail  required  in  this  regard  can be obtained 
from SE (OP) Circle UHBVN Kurukshetra. 
 

 
Superintending Engineer 
(OP) Circle UHBVN 
Kurukshetra 
 
 
 
 
 
 
 
 
 
 
 



BID DOCUMENTS 

Establishment of customer Care Center at Kurukshetra. 

1. Background:   Prompt and courteous disposal of public grievances regarding 
breakdown in supply has been a matter of concern for UHBVNL. Despite 
having large number of complaint centers in the district, the low level of 
satisfaction in the matter of attendance of complaints has not done credit to 
the UHBVN in any manner. It has therefore, been decided to re-organize the 
complaint centers in urban area with a view to delivering prompt, efficient and 
courteous service in respect of attendance to common complaints regarding 
non-availability of electricity.       
   

2.        Proposal:   
A Centralized Customer Care Center called Bijli Suvidha Kendra (BSK) shall 
be established in the city of Kurukshetra. This center would be provided with: 

a) 3 to 5 telephone lines (to be provided by the UHBVN depending upon the 
need). The monthly rentals and official call charges shall be paid by the 
Contractor direct to the Telephone Service Provider. These would be 
reimbursed by the UHBVN upon presentation of the payment of receipt 
alongwith contractor’s monthly bills. 

b) Wireless base station or other means of communication viz. WLL or cell 
phones for communication with area complaint centers. This would be 
provided by the UHBVN and its maintenance charges shall be borne by the 
UHBVN. 

c) Computer with printer, UPS, Corresponding software and other peripherals for 
recording the complaints and to generate reports on the redressal of 
complaints as well as outages (to be provided by the prospective contractors)  

d) Fax machine (to be provided by the prospective contractor). 

e) The BSK would be manned with at least 2 attendants per shift round the clock 
in 8 hours shift. Each shift would have an overlap period at about 30 minutes 
so that the incoming and outgoing staff can jointly discuss the problems, if any 
for the smooth functioning of the BSK. The attendants would be at least 10+2 
educated, computer literate and proficient in spoken Hindi and English. In 
addition, a Supervisor who would have graduate level qualification preferably 
a diploma in Electrical Engineering would also be available. These attendants 
and the Supervisor would be provided by the prospective Contractor. 

f) The area compliant centers would be provided with wireless sets or such other 
means of communications viz. WLL or cell phones etc through which they can 
be contacted (to be provided by the UHBVN). 

g) Suitable office space of approximately 200 to 250 sq. feet (to be provided by 
the UHBVN but the Contractor would not dispute the site or on the size of the 
accommodation provided to him for setting up BSK). Electricity & Water 
charges would be born by the UHBVN. 

h) Appropriate furniture (to be provided by the UHBVN) 

3 Functioning Methodology: 

a) Telephone numbers of the BSK shall be widely publicized throughout the city 
area. 

b) On receipt of a complaint at the BSK, the Attendant would note down the 
name of the person making the complaint, location and address of the 
premises, the telephone number, nature of the complaint and the time at 
which complaint was telephonically registered.  The details would be entered 
on the computer and the complainant would be informed of the serial number 
of his complaint. 



c) The BSK would have the area maps and details, indicating the name of the 11 
KV feeders(s) and the substation(s) from which different areas of the city are 
being fed.  
The attendant would promptly consult these maps and details to find out the 
name of the 11KV feeders and the sub station from where the affected area is 
being fed. 

d) The attendant would promptly contact the substation concerned to which the 
complaint pertains and find out from the substation staff as to whether the 
non-availability of the supply in the area is on account of a Power Cut or Load 
Restrictions imposed by Power Controller. In case the supply disruption is on 
account of Power cut or load restriction, the Attendant shall contract the 
respective substation staff to find out the (expected) duration of the supply 
outage. In case the non-availability of supply is on account of some 
breakdown or shutdown, the details of such breakdown/ shut down would also 
be obtained from the substation staff together with the expected time of 
restoration of supply. 

e) The Attendant, after receipt of the above information, shall promptly contact 
the complainant and inform him about the details of non-availability of the 
supply along with the expected time by which the supply would be restored. 

f) In case the substation staff indicates that there is no load restriction, power cut 
or break down/shut down at the sub station end and there is no report 
available at the substation of any disruption in the supply then the Kendra 
Attendant shall promptly contact the Area Complaint Centre staff on the 
wireless system and direct them to investigate and attend to the complaint 
promptly 

g) The Area Complaint Center staff on reaching the address of the complainant 
shall report their arrival to the BSK on the wireless set and shall also report 
thereafter the result of the investigation so carried out into the cause of the 
disruption and the time of the restoration of supply. This shall be eventually 
got confirmed by the BSK from the complainant on telephone and the 
information fed into the database maintained at the BSK. 

h) In case the Area Complaint Center Staff do not respond on the wireless set or 
do not proceed to the address of the complainant for attending to the 
complaint, then the Kendra Attendant or Supervisor shall informed the area 
JE. In case the area JE is not available, then the area SDO shall be informed. 
In case the area SDO is also not available, then the area Xen shall be 
contacted & so on. The Kendra Attendant shall also record the non-availability 
of the Area Complaint Center Staff/JE/SDO etc. along with the time of such 
telephonic/wireless contact in the database provided. 

i) MIS report(s) in the prescribed format should be prepared and transmitted to 
the area SDO and Xen daily and to the SE (OP) weekly. A summary of the 
report would also be sent to the respective Chief Engineer (OP)  and S.E (SO) 
every week. 

j) Functioning of each BSK would be monitored and supervised by the JE of the 
UHBVN Placed directly under control of the respective S.E(OP). 

 

4 .MIS Reports: 

  MIS reports as per the formats attached would be prepared daily, weekly and 
monthly. These formats can modified by the UHBVN and / or their number 
increased for effective management of the proposed system at any point of 
time during the period of the contract. In addition to the print outs, the 
prospective contractor would also provide soft copies of the entire data 
including MIS reports every month of the local superintending Engineer(OP) 
for archives and analysis. 

5 General: 

 a) For participating in the tendering process and submission of Bids, the bidder 
shall have adequate experience of operating a call center, preferably of the 
public utility services for at least one year, for which he shall submit a proof 
along with his bid. The details of past experience about the successful 
execution of works of similar nature would be furnished alongwith the bid. 



 b) He must be financially sound and must not be anticipating any ownership 
change during the contract period. 

 c) While communicating with the consumers, the Contractor would ensure polite 
and courteous behaviors of his staff. A penalty of Rs 100 shall be levied on 
every complaint of discourteous or impolite behavior of the contractor’s staff 
where such a complaint is received in writing. Five such complaints in a month 
may lead to termination of the contractor. 

 d) Any T&P / Vehicle required by the contractor, for smooth operation and 
preventive maintenance of the equipment installed at BSK shall be arranged 
by the contractor himself. 

 e) The UHBVN Shall not bear any Financial or legal responsibility, in case, the 
contractor/ his supervisor or his workmen meet with any kind of Fatal/Non 
Fatal accident during the course of the duty. All the persons employed by the 
contractor shall be engaged by him as his own employees / workers in all 
respects. The contractor shall be fully responsible for making any such 
payments to his men, as decided by the law. In case it is detected by the 
UHBVN that due compensation has not been paid by him to the concerned 
workman or his legal heirs, UHBVN will be at liberty to recover the amount 
from the contractor and pay to the workmen or legal heirs as per prevailing 
rules. 

 f) The contractor will comply with the provisions of workmen’s Compensation Act 
1923 the Employees State Insurance Act 1948 and other labour laws as 
amended up-to-date. A certificate of compliance to the above acts shall be 
given by the contractor along with a monthly bills. The consequences of giving 
false certificate shall be faced by the contractor’s and workman contribution 
towards EPF will be ensured by the contractor himself, as per law prevailing in 
Haryana state. 

 

 

 g) The contractor himself shall be responsible to get his workmen insured under 
the prescribed laws and to pay / deposit the requisite premium with the 
concerned authorities. A copy to this effect shall be produced before the 
UHBVN.  

 h) The contractor shall have to obtain a certificate of  Registration from the office 
of Labour Contractor and a copy of the same will have to be produced before 
the UHBVN. 

 i) After the award of the contract and up to its expiry, the contractor shall be 
custodian of the UHBVN’s moveable/ immoveable property and equipment 
handed over to him for the functioning of the BSK. Any damage / loss to the 
UHBVN’s equipment, moveable  and immoveable property at the BSK, due to 
negligence of the contractor or his men, or any other reason attributable to 
him, will be recovered from him. The cost recoverable from the contractor in 
such cases will be as per book value in the Fixed Asset Register of the 
UHBVN, or the cost of repair, whichever is higher. Decision of the 
Superintending Engineer/Operation,UHBVN, Kurukshetra in this regard shall 
be final and binding on the contractor. If the amount recoverable from the 
contractor turns out to be more than the payment due to him, the balance 
amount shall be recoverable from the contractor as per provisions of Law. 

 j) Maintenance of the equipment provided by the UHBVN would be responsibility 
of the UHBVN while that provided by the contractor would be his. Incase of 
any breakdown of the communication system provided by the UHBVN (viz 
P&T lines and / or wireless sets etc.) the contactor would, however, pursue the 
matter with the concerned department to ensure that the system continues to 
function properly. In case of prolonged breakdowns, the Superintending 
Engineer(OP) would be inormed in writing for his intervention. 

 k) In case of theft of any UHBVN’s moveable/ immoveable property at BSK, the 
contractor shall immediately inform the controlling Officer of the UHBVN to 
lodge an FIR for detailing the circumstances of such theft. 



 l) The Contractor shall have to pay minimum wages as fixed by Govt. of 
Haryana. 

 6 Period Contract: 

  The work will be awarded initially for a period of 12 months extendable, on 
satisfactory performance, by another period 12 months. Assessment by the 
Superintending Engineer (OP) regarding satisfactory performance, shall be 
final without any scope of challenging such assessment. 

7  Earnest Money :  
At the time of submission of Bid documents, the contractor/ bidder shall 
furnish an Earnest Money of Rs 50,000/- in a separate sealed cover, Bid 
documents not accompanied by the Earnest Money will be liable to be 
rejected by the UHBVN, and no request of the bidder, whatsoever, shall be 
entertained in this regard. However, Earnest Money of the successful Bidder 
shall be converted into Security Deposit at the time of awarding of the 
contract, and shall be retained by the UHBVN for entire period of the contract.. 
 
 
 

8  Terms of Payment:  
 

The bill for every month shall be submitted to the controlling office of the 
UHBVN, after completion of the month i.e in the first week of the following 
month. The bill, so submitted should be complete in all respects and 
accompanied by the relevant certificates, as required under this contract. 
Subject to any deductions, which the UHBVN may be authorized to make 
under this contract, 100% payment shall be made within 15 days of 
submission of the bill through Escrow Account. No advance payments will be 
made to the contractor.        
        

9   Negligence & Risk Coverage:       
                  

If the contractor contravenes the provisions of this contract or fails to provide 
efficient service as brought out the “Functioning Methodology: or acts in as 
impolite or discourteous manner towards the consumers neglects his job or 
refuses to comply with any reasonable order give in writing by the controlling 
officer of the UHBVN or his authorised representatives, a one week notice 
shall be served upon him to correct himself and to execute this contract in true 
spirit. If contractor fails to take notice of such notice served upon him, the 
UHBVN shall be at liberty to take the work wholly or part, out of the 
contractor’s hands and re-contract with any other person(s) at the cost of the 
contractor. Any extra expenditure incurred by the UHBVN on such re-
contracting shall also be recoverable from the contractor, in addition to the 
UHBVN right of claim for liquidated damages. It shall also be lawful for the 
UHBVN to forfeit either in whole or part, in its absolute discretion, the security 
deposit furnished by the contractor, Forfeiture or the security deposit shall be 
without prejudice to the right of UHBVN to recover any further amount of any 
liquidated and / or other damages, undue payment or overpayment made to 
the contractor under this contract or any other contract.   
          

10   Set-Off & Termination        
                             

Any sum of money due and payable to the contractor under this contract 
(including Security Deposit returnable to the contractor) may be appropriated 
by the UHBVN and set-off against any claim of the UHBVN for the payment of 
a sum of money arising out of or under this contract or any other contract 
entered into by the contractor with the UHBVN. In the event of breach of any 
of the terms and conditions of this contract by the contractor, UHBVN can 
terminate the contract without notice to the contractor at any stage, and the 
contractor shall have no claim whatsoever on the UHBVN on this account. 



 

11  Arbitration           
                       

All matters, questions, disputes, differences and / or claims  arising out of and 
/ or concerning and / or in connection and / or in consequence or relating to 
this contract, whether or not obligations of either or both parties under this 
contract be subsisting at the time of such dispute and whether or not this 
contract has been terminated or purported to be terminated or completed shall 
be referred to the sole Arbitrator i.e.Managing Director UHBVN or an Officer 
appointed by him as his nominee. The award of the Arbitrator shall be final 
and binding on the parties to this contract. The objection that the Arbitrator has 
to deal with the matters to which the contract relates in the course of his duties 
or he has expressed his views on any or all of the matters in dispute of 
difference, shall not be considered as valid objection. 

 

12  Jurisdiction of Courts:                                   
 

The courts of the place from where the acceptance of tender has been issued, 
shall alone have exclusive jurisdiction to decide any dispute arising out or in 
respect of the contract. 

 
13 Deployment of man power:- 

 
The tender documents will be considered only from those contractor who have 
got contractor license from the office of Labour Commission Haryana under 
the labour Act 1970 and other related documents. The tender documents and 
the copy of contractor licence will be checked in the office of SE (OP) Circle 
UHBVN Kurukshetra before receiving tender documents. The photo copy of 
the contractor license and other documents should be attached with the tender 
documents. 

 
 

 

             

 

   



Annexure-‘A’ 
 
Quotation:- 

 
The bidder has to quote the rates (In figures as well as in words) per 
Month in Lump Sum for the jobs/ works given in the tender 
documents.  

Total Lump sum Quoted rate per Month 
by the Bidder 

 
 
 

 

Sr. 
No. 

Description Strength/ 
Quantity 

Per Unit Rate 
Per Month 
(Rs.) 

Total Per 
Month (Rs.) 

1 Cost of providing skilled 
customer care attendants             
( Two nos. per shift) including 
reserves for weekly rest/leave  

07 Nos. 
Attendants 

 
 
 

 

2 Cost of supervisor.  02 Nos. 
Supervisors 

  

3 Overhead charges including 
rentals for computer/Fax their 
maintenance and stationery for 
printing MIS reports and such 
other misc. expenditure to run 
the BSK efficiency and as 
provided in the BID documents.  

4 Taxes and statutory duties.   
 

 

Note: Even though the bidder shall give breakup of the cost as per detail given 

above, the contract will be awarded on Lump-sum basis and the contractor shall not 

claim any amount over and above the contract value merely because he has given a 

cost breakup. 

   



 
 

Annexure-‘B’ 
 
MIS-1-Average time of attendance of complaints- (Daily, Weekly and Monthly) 
 

1. Total no. of complaints received.  
 

2. Number of complaints attended  
 

. In less than half an hour 
 

. In less than 2 hours & more than half an hour. 
 

. In less than 6 hours and more than 2 hours. 
 

. In more than 6 hours. 
 

. Total 
 

3. Average time of attending the complaints  
 

4. No. of complaints unattended with detailed reasons. 

i)  

ii)  
 

iii)  
 
Notes: 
 
 
 

1. The interruptions of more than ½ an hour should be reported to the SDO 

(OP) concerned.  

2. The interruptions more than 2 hours should be reported to the XEN (OP) 

also.  
 

3. The interruptions more than 4 hours should be reported to SE (OP) also.  
 

4. The interruptions more than 6 hours should be reported to CE (OP) also 


