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SECURITY PRINTING AND MINTING CORPORATION OF INDIA LIMITED
(A Mini ratna category I CPSE, wholly owned by Government of India)
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To carry out the
customer satisfaction
survey for various
products being
produced by SPMCIL &
sold to its customers

Consultancy
Services -
Study Report

Rs. 6,750/-
(Rupees Six
Thousand
Seven
Hundred and
Fifty Only)

1. -

Open Tender in two bid system i.e.
Techno-Commercial Bid & Financial Bid

28 Jun to 26 Jul 2013 during office Hrs.

Rs. 250/- (Two Hundred Fifty Only)

250/-

Mr. Nareshwar Nath,
Manager (Marketing)

Date, Time and Place of Pre-Bid Conference

SPMCIL

Tender No.: SPMCIL/Mktg/52/13 dated 28-06-2013

29 Jul 2013 at 1500 Hrs

29 Jul 2013 at 1530 Hrs

1A

Rs 250/- (Two Hundred and Fifty Only)
SPMCIL, 16th Floor, Jawahar Vyapar Bhawan, Janpath, New Delhi - 1 

SPMCIL, 16th Floor, Jawahar Vyapar Bhawan, Janpath, New Delhi - 1 

10 Jul 13 at 1500 Hrs at SPMCIL, 16th Flr, Jawahar Vyapar Bhawan, Janpath, N. Delhi - 1

Designated Tender Box at SPMCIL, 16th Floor, Jawahar Vyapar  
Bhawan, Janpath, New Delhi - 1
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Mr. Nareshwar Nath,
Manager (Marketing)
SECURITY PRINTING AND MINTING CORPORATION OF INDIA LIMITED
16th Floor, Jawahar Vyapar Bhawan, Janpath, New Delhi - 110 001
Phone:011-43582200, 23701225-26 Ext.127; Fax : 011-43582287
Email : businessopportunities@spmcil.com ; Website : www.spmcil.com

Director (Technical), SPMCIL, New Delhi

payable at New Delhi.

500/-

www.spmcil.com

2

For and on behalf of

2
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As per GIT

Yes, as per SIT S.N.21

As per GIT

As per GIT

As per GIT
As per GIT

As per GIT

Original Copy need
only be submitted

---
As per GIT
As per GIT
Not Applicable
Not Applicable

Not Applicable

Not Applicable
Not Applicable

Not Applicable



18 10, 20.4, 20.5, 20.6, 20.7, 
20.8 

Tender Submission Sr. No. 20 as included 
in SIT will modify & 

Supplement the clause 
10 & 20 of GIT in 

respect of submission 
of the tender 

19 12.4, 12.5, 12.6, 12.7, 12.8, 
12.9, 12.10, 12.11, 12.12 

Taxes and Duties Inter-alia also includes 
the context of service 

tax, Cess etc.  

20 : SUBMISSION OF TENDER  

In confirmation to the manner prescribed for tender submission at clause 10 & 20 of GIT, tenderer is 
required to submit the tender in two parts in separate sealed envelopes as given below :- 

Part A-Techno-commercial bid: 

The consultant shall submit the techno-commercial bid keeping in view the Technical 
Specifications & List of Requirements and indicate the consultant‘s approach for completing the work in 
time, giving the details such as work programme, deployment of technical personnel and staff with their 
qualification, status etc. to be used for the consultancy work. The Techno-Commercial proposal would 
cover, inter-alia as per Clause 10 of GIT, the following.  

(a) Details of fulfilling the prescribed eligibility criteria with supporting documents covering the 
following:-

(i).  Background of the organization with respect to similar experience and brief description of 
projects recently undertaken (for the past 5 years ending 31st March 2012) in the 
relevant field including scope of work and nature of consultancy services offered.  

(ii)  The details of past work carried out shall be furnished in tabulated form giving details viz. 
name of Organisation, Organistation type-Govt./Private, name of work, Contract value, 
date of start & completion of work, Extension provided, if any, etc. Copies of completion 
certificate / or any other substantiate proof of completing the work shall be submitted as 
proof of work experience.  

(iii)  Details of Academic & Professional expertise of the consultant & its associates in the 
employment.   

(b) A short write up on methodology to be adopted for the present project including approach and 
programme to carry out this assignment.  

(c) Details of the organizational set up for carrying out the subjected study and the individual 
expertise.

(d) Any other details which consultant may feel relevant to carryout the present assignment. It may 
please be noted that the Techno-commercial proposal shall not contain any reference to the 
consultancy fee.  

(e) All financial standing data should be certified by the Certified Accountant eg. Chartered 
Accountant (CA) in India and Certified Public Accountant/ Chartered Accountant of other 
countries. 

(f) Duly filled in Tender form and Questionnaire as prescribed under section X and Section XII of 
tender document respectively.  
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Part B- Financial Bid (Price Schedule) 

(a) This will contain Price Schedule as prescribed under section XI of this tender document. Price 
schedule will contain consultancy fee to be charged for completing the work. The total fee shall 
be quoted as a lump-sum amount with cost break-up details. 

(b)  While working out consultancy fees, following points should be noted:  
         (i) The consultant shall have to make their own arrangements for transport, accommodation, 

TA/DA of their personnel assigned to this project for their field work to collect data from 
various customers, visiting SPMCIL units at different locations, SPMCIL Corporate office 
or any other office / location in connection with the survey. 

          (ii) Consultancy fees quoted would be deemed to have included all the incidental cost 
including cost of all documents, reports etc. which would be required to be prepared by 
the consultants during the course of the assignment.  

Tenderer shall seal separately the ‘Techno-Commercial Bid with EMD' and 'Financial Bid' and 
covers will be duly super scribed. Both these sealed covers shall be put in a bigger cover and sealed. The 
bigger cover shall super-scribed “Tender for engagement of consultant for Customer Satisfaction 
Survey” AND NOT TO BE OPENED BEFORE 1530 Hrs on 29-Jul-2013. The Tenderer shall also write 
on cover the name of officer receiving the tender and the Name of the tenderer. The bids shall be 
submitted at the address mentioned under section-I (Notice Inviting Tender) on or before due date. 

21. PRE BID CONFERENCE 
For clarifying issues and clearing doubts, if any, about the specification and other technical details a pre 
bid conference shall be organized on 10-Jul-2013 at 1500 Hrs at SPMCIL Corporate Office, 16th Floor, 
Jawahar Vyapar Bhawan, Janpath, New Delhi – 110 001.The doubts as cleared and specifications as 
amended after pre bid conference shall be uploaded in the form of corrigendum on the SPMCIL website 
i.e. www.spmcil.com. Any corrigendum / amendment regarding the aforesaid tender shall be uploaded on 
SPMCIL website only. All interested are advised to visit SPMCIL website from time to time.  
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As per GCC

As per GCC

As per GCC

As per GCC

As per GCC

As per GCC

As per GCC

As per GCC

As per GCC

As per GCC

As per payment schedule
at SN 15 of SCC

As per GCC

Not Applicable

Not Applicable



15. PAYMENT TERMS : 

(a)  The consultant shall receive a sum equivalent to the lowest competitive offer as fees (the 
amount approved by Competent Authority), for all services and expenses for completion 
of the study as per the Technical Specifications mentioned under the Section VI and List 
of requirement under section VII of this Tender. This fee will be firm and final and will 
cover the entire scope of work mentioned under terms of reference and the survey shall 
be conducted as per methodology prescribed by SPMCIL.  

(b)  The fees referred at (a) shall become due in the following installments on completion of 
following deliverables:- 

Deliverables 
Within …… 

weeks of signing 
of contract form  

% of 
total 
Fee

payable 
Stage I  :  Pre Survey  04 weeks 10% 

Stage II  :  Conduct of Survey (Field Work) 16 weeks 25% 

Stage III :  Submission of draft report 22 weeks 25% 

Stage IV :  Final Report submission and organizing 
workshop  

(a)    Submission of final draft report 25 weeks 15% 
(b)  Acceptance of Report by SPMCIL 28 weeks 10% 
(c)  Organizing workshop for spmcil employees 

at a location designated by SPMCIL 40 weeks 15% 

Payment of the installments shall be effected within thirty days of becoming due and shall 
be made by cheque payable to the account of consultant. 
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Section VI: List of Requirements 
Schedule 

No
Brief description of goods and services 

(Applicable specifications etc. are in 
Section-VII) 

Accounting 
unit Quantity Amount of 

Earnest Money 

1.

To carry out Customer Satisfaction 
Survey for various products being 
produced by SPMCIL and sold to its 
customers 

Consultancy 
Services –  
Study  Report

Study
Report

` 6,750/-
(Rupees Six 
Thousand Seven 
Hundred and Fifty 
Only)

1.  ABOUT US : :
 Security Printing and Minting Corporation of India Ltd. (SPMCIL), a Mini ratna category-I CPSE & 

wholly owned Schedule 'A' company of Government of India based at New Delhi, operates four 
Mints, two Currency Note Printing Presses, two Security Printing Presses and one Security Paper 
mill located in various parts of the country. These nine units employ approx. 12,200 employees 
and the Company has posted gross turn over of ` 3422 crores (approx.) in FY 2011-12. Further 
details about Organization and its units are available at the website of SPMCIL at 
www.spmcil.com. 

2.  ABOUT THE CUSTOMER SATISFACTION SURVEY :  
 SPMCIL is engaged in the manufacture of security paper, printing of currency and bank notes, 

non-judicial stamps paper, postal stationery, travel documents & misc. security printing products, 
minting of coins, commemorative coins, manufacturing of medallions, weights & measures and 
refining of precious metals etc. SPMCIL intends to engage services of appropriate consultant to 
carry out the customer satisfaction survey for different products being produced by SPMCIL and 
sold to its customers. The survey would be resulting into :- 

(i) Assessment of customer satisfaction index for individual product categories 

(ii) Assessment of customer satisfaction index for new products (2006-07 onwards) 
developed by SPMCIL. 

(iii) Assessment of Overall Customer Satisfaction Index (CSI) for all product categories taken 
together.

The detailed scope of work, technical specifications, geographical coverage etc are elaborated in 
the Section VII (Technical Specification) of the tender document.  

3.  TIME FRAME:  
 Time period for completion of scope of work covered in Section VII of tender document shall be 

40 weeks or earlier, from the date of signing of contract form. 

 Stage-I  :  04 weeks from the date of signing of contract form  

 Stage-II :  16 weeks from the date of signing of contract form 

 Stage-III  : 22 weeks from the date of signing of contract form 

 Stage-IV  : 40 weeks from the date of signing of contract form 

It may be noted that SPMCIL have signed Memorandum of Understanding (MoU) with Ministry of 
Finance, Government of India for certain performance related targets in Year 2013-14. One of the 
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targeted activities of the MoU is achievement of target Customer Satisfaction Index for various 
products being produced by SPMCIL. Government of India is consistently monitoring SPMCIL’s 
performance related to achievement of these targets. Hence, conducting survey & submission of 
report in time is critical for the project and the same should be adhered under all circumstances. 
Thus, time is of the essence for this project. 

4.  OWNERSHIP OF DOCUMENT AND COPYRIGHT: 
The report on submission by the consultant shall be the property of SPMCIL. It shall not be used 
in part or full, copied or published in any manner without obtaining prior permission of SPMCIL.  

5. The selected bidder (consultant) shall be required to submit a non-disclosure undertaking for 
maintaining confidentiality of the information, data, etc. came to his knowledge during the course 
of the assignment. The bidder shall take all reasonable steps necessary to ensure that all 
persons employed in any work in connection with the contract, have full knowledge of the officials 
secrets Act and any regulations framed thereunder. Any information obtained in the course of the 
execution of the contract by the bidder; his employee or agent or any person so employed, as to 
any matter whatsoever, which would or might be directly or indirectly, of use to any enemy of 
India, must be treated secret and shall not at any time be communicated to any person.  

6.  The consultant shall not change nature and level of technical experts as well as other staff 
indicated in the proposal.  

7.  The Consultant shall remain fully and squarely responsible for the correctness and accuracy of all 
the data, analysis, table, charts, quantities, specifications and documents etc., prepared by them. 
Source of information may also be given in the bibliography of the document to establish the 
authenticity of the data. 

8. The consultant shall observe all care in accordance with recognition of analysis and modeling 
standards for carrying out the service required under this contract. They shall use for this purpose 
the highest scientific and most modern means to complete the study requirement. 

9. The consultant shall make their own arrangements for the transport, accommodation, TA/DA of 
their personnel assigned to this project for their field work to collect data from various customers, 
visiting SPMCIL units, Corporate office or any other location / offices in connection with the 
survey etc.   

10. Consultancy fees quoted for the work would deem to have included all the incidental cost 
including cost of accessing and or collecting database, reports, documents, statistics etc. which 
would be required to be collected and utilized by the consultant during the course of the 
assignment. 

11. The tenderer shall submit the bids as prescribed at clause 10 of GIT read with Clause 20 of the 
SIT. 
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Section VII: Technical Specifications:  
1. SCOPE OF WORK 

1.1. Design of the survey: 

The Selected Bidder can compute Customer Satisfaction Index based on following parameters, 
though not limited to, using questionnaire on a ten point scale ranging from 1 to 10. 

(A) Product components: It can include the parameters such as product specifications, 
product defects, quality of packaging, improvement needed in product, usage of latest 
technology, ability to meet technical needs of the customers, improvement in the product 
security based on customer feedback etc.  

(B) Order and order delivery process: This parameter can include information about the 
perception of SPMCIL’s customer with respect to variation in receipt and ordered value, 
timeliness of order execution, quality of documentation and security measures at sending 
deliveries of various products consignment.  

(C) Responsiveness of the employees of SPMCIL towards customers needs: This 
parameter can contain customer perception of parameter, such as, understanding the 
needs of the customer, keeping the customer informed of progress of the work, helpful 
attitude of the employees, access to the appropriate person in case of any requirement, 
provision of technical expertise to resolve the customer problem, problem solving ability 
providing the right information regarding dispatch /delivery status of various products etc.  

(D) Parameters with respect to Personnel: This parameter can cover item viz. information 
feedback from the customers about the competency, talent, sensitivity of the personnel of 
SPMCIL towards its customers, and efficiency of the personnel of SPMCIL. This can also 
cover feedback about their relations with customers.     

(E) Pricing Issues of Product & Services of SPMCIL: This parameter can include pricing 
of SPMCIL’s products & services vis-à-vis their value to the customer in terms of quality 
and security etc. 

(F) Overall services Rating of SPMCIL: This parameter can include collection of data on 
six attributes such as relationship between SPMCIL and its customers, quality of 
products, variety of the products, behaviour of SPMCIL’s employees, approach of 
SPMCIL’s employee and quality of customer services. 

(G) Complaint handling by SPMCIL: The data under this parameter can cover statements 
with respect to complaint handling. viz. its easy to make contact with SPMCIL, getting 
attention, solving the problem quickly, effort and approach of SPMCIL.   

Customer Satisfaction Index can be computed by assigning weightage to various 
parameters. The weightage can be decided by the consultant on basis of importance/criticality of 
the parameters. 

The above mentioned parameters are not exhaustive. With prior approval of SPMCIL, the 
Consultant shall be allowed to set or take into consideration any other parameter(s) as he deem 
fit for computing Customer Satisfaction Index. It may be noted that SPMCIL is primarily interested 
to assess and measure the present level of customer satisfaction. The consultant is free to design 
the survey as he deems fit, however, the consultant shall get the design of survey, method of 
computing customer satisfaction index, research methodology to be adopted in conducting the 
survey etc. approved from SPMCIL prior to conduct the survey. The survey design, methodology 
of survey, detailed analysis of the feedback received & computation of customer satisfaction 
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index shall be part of report, which shall be submitted by the consultant to SPMCIL as per the 
prescribed schedule. 

1.2. Coverage  

 Product category wise major customers, their indicative geographical location and minimum 
numbers of customers to be surveyed are as follows: 

S.N. Product Categories 
Customers to be 

Surveyed 
(Minimum In Nos.)

Major Customers 

1. Bank Notes  07 Office of Reserve Bank of India at 
different locations across the country

2. Security Paper  04 
Four units of SPMCIL i.e. ISP Nashik, 
SPP Hyderabad, BNP Dewas, and 
CNP Nashik, BRBNMPL units at 
Mysore / Salboni.  

3. Mint Products 

(a)  Circulation Coins  07 Office of Reserve Bank of India at 
different locations across the country

(b)  Commemorative Coins 25
Individual coin collectors, different  
registered numismatic societies, etc 
across the country 

(c) Non coinage business  
viz. Medallion, Weights & Measures, 

 Bullion Work etc.
18 

Defence Forces, government 
departments, temples, corporates, 
various universities, educational 
institutes, etc.

4. Security Printing 

(a) Postal Items  
 viz. Inland Letters Card, Commemorative 
 Stamps,  Envelopes, Post Cards etc. 

05 

Reserve Bank of India, State 
Governments, Govt. Departments, 
Department of Posts, Banks, Financial 
Institutions, Registration & stamps 
departments of State Govt, 
Universities, treasuries, Defence 
Ministry, Election Commission of India 
etc

(b) Non Postal Items  
 viz. Adhesive Stamps, Non Judicial & 
 Allied Stamps, Court Fees Stamps, etc. 

15 

(c) Travel Documents  
 viz. Passports & Allied Booklets 

05 

(d) Misc. Security Printing Items  
 MICR & Non MICR Cheques, Saving 
 Instruments, Stickers / Labels / Identity 
 Cards / Security Forms / IPO / Warehouse 
 Receipt Books / Various Statutory 
 Certificates, ASI Tickets, Election Seals 
 etc. 

15 
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Coverage for New Products (2006-07 onwards) developed by SPMCIL  

S.N. Product Categories 
Customers to be 

Surveyed 
(Minimum In 

Nos.) 
Major Customers 

1. Bank Notes 01 
Nepal Rastra Bank Kathmandu Nepal 
(Feedback can be obtained through 
Email, Telephone or by post) 

2. Mint Products

21 
(07 customer from each 
India Government  Mint 

except Noida)

(a) Circulation Coins

(b) Commemorative Coins 

(c) Non coinage business 

3. Security Printing 

(a) Misc. Security Printing Items 
14 

(07 customer from each 
unit i.e. India Security 

Press Nashik & Security 
Printing Press, Hyderabad 

Among others New Products 
Customers like Archaeological Survey 
of India (ASI) for tickets, Excise Dept. 
of Govt. of Delhi for Excise Seals & 
Security Stationary, Relevant 
Department of AP Govt for D Patta 
Forms, Directorate of Small Savings 
for 10 years NSC, etc are to be 
covered 

Indicative Locations are : Andhra Pradesh : Hyderabad, Assam : Gauhati, Chhattisgarh : Patna, Raipur, Delhi, Gujarat : Ahmedabad, Gandhinagar Haryana 
: Faridabad, Himachal Pradesh : Shimla, Jharkhand : Ranchi, Karnataka : Bangalore, Mysore Kerala : Kochi, Thiruvananthapuram Madhya Pradesh : Gwalior 
(Lashkar), Indore, Jabalpur, Bhopal, Ujjain, Dewas, Hoshangabad Manipur : Imphal, Maharastra : Mumbai, Nagpur, Meghalaya : Shillong, Mizoram : Aizawal, 
Nagaland : Lakshdweep  Kohima, Orissa : Bhubneshwar, Pondicherry. Punjab : Ludhiana, Chandigarh Rajasthan : Ajmer, Jaipur Tamilnadu : Chennai, Tripura 
: Agartala, Itanagar Uttar Pradesh : Kanpur, Lucknow, Noida, Uttranchal : Dehradun, West Bengal : Kolkata, Salboni, Silvassa (Dadra & Nagar Haveli), 
Daman, Panaji, Port Blair

Note : Out of above, for data collection, consultant is expected to visit location (s) of major customers viz. major offices of Reserve Bank of India, Head 
Quarters of Department of Posts, Ministry of External Affairs (Passports & Visa Division, Delhi), Headquarters of Registrar of Stamps & Registration 
Department (for Non Judicial Stamp Paper) of various state governments, SPMCIL Units, BRBNMPL Units etc. These locations also cover customers’ 
location for other SPMCIL products. Therefore, simultaneously these customers can also be contacted personally to collect the data. Feedback / Data 
Collection from other customers can be obtained through telephonic / Internet based interviews followed by recorded feedback through filled in 
questionnaire. 

2. Stages of the Work: 

2.1. Stage-I : Pre- Survey : 

(A) The consultant shall designate a key personnel to act as Project Coordinator on its behalf 
to deal with SPMCIL in all matters related to the survey.  

(B) The consultant shall undertake a preliminary visit to at least one unit representing one 
SPMCIL product vertical i.e. India Government Mint, Currency Printing Press, Security 
Printing Press and Security Paper Mill. For ease of convenience these visit can be done 
at IGM Mumbai, ISP/CNP Nashik and SPM Hoshangabad. Such preliminary visit would 
enable the selected consultant to understand the activities involved across the value 
chain of various SPMCIL products from their production to final Delivery. The condition of 
preliminary visit is required for the consultant (selected bidder) not familiar with the 
SPMCIL range of activities operating, in case the selected bidder has undertaken survey 
or similar study for SPMCIL in past then such preliminary may not be necessary.   
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(C) Coordination and collection of updated customer data base from 09 SPMCIL units & 
Corporate office, Design of survey instrument (questionnaire), methodology of collecting 
data & get questionnaire & methodology approved from SPMCIL. The weightages to be 
assigned to the satisfaction parameters/attributes for computing CSI shall also be 
finalized in consultation with SPMCIL.  

(D) Preparation of sampling list. Resource mobilization for collection of primary data to collect 
data using structured questionnaire. 

(E) While deciding sampling list, consultant shall assign appropriate weightage/priority to 
those customers which are major revenue generator, major contributor in turnover, bulk 
buyer, privileged customers, etc. The selection of the customers must be appropriate to 
solicit the desired information. 

2.2 Stage -II : Conduct of Survey (Field work) : 

(A) Fixing appointment with prospective respondents (only for major customers) for personal 
interviews to collect data. Telephonic / Internet based interviews followed by recorded 
feedback through filled in questionnaire can be done in remaining cases. It is to be 
ensured that appropriate hierarchy of surveyors be used to collect data.  

(B) On Monthly basis, the consultant shall submit the progress report on work done. 

(C) Data collection, analysis & interpretation, computation of customer satisfaction index on 
10 point scale as per pre-assigned weight-age to each parameter. 

(D) Identification of area for improvement pertaining to the customer satisfaction 

(E) Specific or any significant customer comments, which require immediate action/attention. 

(F) Analysis of customer comments and recommendation for improvement 

(G) Identification of priority areas requiring top management focus for computing customer 
satisfaction across customer base 

(H)  Subject to the satisfaction of the SPMCIL, this stage shall be deemed to be completed on 
confirmation from the selected bidder that the survey work & data analysis is completed  

2.3 Stage-III: Submission of Draft report & Discussion:  

Preparation & submission of draft report for approval at SPMCIL. Discussion with officials at SPMCIL 
Corporate Office to incorporate suggestions and thereby submission of revised reports, (if any). The 
report may contain the following but need not be limited to: 

(A) Design of the survey 

(B) Methodology of conducting the survey 

(C) Methodology of computing Customer Satisfaction Index (CSI) with working example 

(D) Overall Customer satisfaction Index (CSI) for various product categories of SPMCIL  

(E) The overall CSI may be computed after factoring due contribution of the respective 
product categories in overall turn over of the company.  

(F) Product Category wise Customer Satisfaction Index 

(G) Detailed analysis and interpretation of feedback received for all products  
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(H) Voice of the customers (their comments about SPMCIL) 

(I) wherever ratings are low (dissatisfaction, needs improvement, fair), the consultant can 
consider to indicate the customers identity & their expectation from SPMCIL & suggestion 
to improve. This would enable SPMCIL to spell out the problem clearly and to take 
effective remedial action  

(J) Specimen format of survey instrument used for study. 

(K) Workable/feasible suggestions for improvement in performance and/or customer 
satisfaction index. 

(L) The report shall also contains separate section dealing with the following :  

� Customer Satisfaction Index as assessed through survey for New Product (2006-
07 onwards) developed by SPMCIL. This section can includes elaborate analysis 
of following areas however not limited to :    

o Identification of area for improvement pertaining to the customer 
satisfaction 

o Specific or any significant customer comments, which require immediate 
action/attention. 

o Analysis of customer comments and recommendation for improvement 

o Identification of priority areas requiring top management focus for 
computing customer satisfaction across customer base 

o Detailed analysis & interpretation of feedback received regarding new 
products  

2.4.  Stage-IV :  Final report submission & organizing workshop : 

(A) Submission of Draft final report for approval of SPMCIL.  

(B) Approval of report by SPMCIL  

(C) After submission of report, the consultant may be required to arrange a workshop for 
SPMCIL representatives at a location designated by SPMCIL. The traveling, Boarding & 
Lodging facility for this purpose would be arranged by SPMCIL. The workshop may cover 
communicating salient features of report, feedback received & measures to be taken for 
improvement in CSI. 

Study report shall be submitted to SPMCIL in Two Hard copies and also softcopy. 
Physical evidence (If any) shall also be submitted to SPMCIL.  

………………………………………………. 

Note: Tenderer’s attention is drawn to GIT clause 10 and 17.   

The tenderer is to provide the required details, information, confirmations, etc accordingly, failing which 
it’s tender is liable to be ignored.
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Section IX: Qualification/Eligibility Criteria 

1. Eligibility Criteria 

1.1. Bidder shall have completed customer satisfaction survey or similar study for at least two 
PSUs/Govt./Statutory Govt. bodies in the last five years ending 31-03-2012. The similar study 
may be related to survey based, user perception/market research study. The Bidder shall submit 
documentary proof of having completed such survey or studies from their clients. 

1.2. Bidder shall have at least 02 number of experienced (minimum five years) qualified professional 
on their rolls who have conducted/coordinated such surveys/studies. 

1.3. Bidder should not have suffered any financial loss for more than one year during the last three 
financial years ending 31.03.2012. 

1.4. The net worth of the bidder should not have eroded by more than 30% in the last three years 
ending 31.03.2012.  

Note:

(a).  Eligibility of any joint partners, Associates not in the employment of the Bidders shall not 
be considered. 

(b).  All financial standing data should be certified by a certified accountant e.g. Chartered 
Accountant.  

(c). Experience related to work in progress or un-complete survey or study shall not be taken 
into account while evaluating the bid against aforesaid criteria at 1.1.  

Certified copies of documents and other details in support of eligibility criteria as mentioned 
above should be submitted by the Bidders along with their techno-commercial proposal.  Non-submission 
of relevant documents as mentioned above shall render the offer as incomplete and liable for rejection.    
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Section XI: Price Schedule 

S.N. Description Basic Rate 
(In Rs.) 

Service Tax 
@....% (In 

Rs.) 
Total 

(In Rs.) 

(A) (B) (C) (D) (E = C+D) 
1.

Lump-Sum Professional Fee  
   

Cost break-up under following categories shall be provided: 

a) Consultant/professional Charges.    

b) Data Collection Charges.    

c) Documentation Charges.    

d) Misc. and contingent Charges.    

(i) We agree to the terms of payment mentioned under clause 15 of Special conditions of contract 
(SCC) of the tender document. 

(ii)  The lump sump fee to be quoted shall include all the cost incurred towards arrangements for the 
transport, accommodation, TA/DA of personnel assigned for the field work to collect data from 
various customers, visiting SPMCIL units for preliminary visit, etc as may be required in 
connection with survey work. The fee shall also includes expenses towards attending 
discussions/ meeting/ presentations etc. at SPMCIL Corporate Office and / or with concerned 
authorities for collecting feedback.  

(iii) Consultancy fees quoted for the work would be deemed to have included all the incidental cost 
including documentation charges, cost of collecting data, reports, documents, statistics etc. which 
would be required to be collected and utilized by the consultant during the course of the 
assignment and other misc. contingent charges. 

(iv) Bidder should clearly mention the rate at which service tax is to be charged for the aforesaid work 
in the price schedule.  

Sign & Seal of the Authorized Signatory of bidder 
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