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ABOUT THE DOCUMENT 

 

The objective of Guiding Note for Early Childhood Development (ECD) Call 

Center is to assist States / UTs in operationalizing Early Childhood 

Development (ECD) Call Centre.  

 

This document has broadly following three sections: 

a) Section A: Concept of ECD Call centre 

b) Section B: Model RFP for ECD Call centre 

c) Section C: Technical Guidelines to assist ECD Call centre 

 

This document is intended as a reference for use by the States / UTs which 

can then be customized / modified to meet State / UT specific needs and 

priorities related to Early Childhood Development (ECD) initiative. 

 

States / UTs are also requested to validate their prevailing procurement 

policies, State / UT orders & guidelines and legal opinion while selecting an 

appropriate Early Childhood Development (ECD) Call-centre Service 

Provider (ESP) or customizing their existing call centre contract based on 

the suggestion made in this document. 
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 DEFINITION OF KEY TERMS 

S No Term Definition 

1.  ECD Call centre 

Service Provider 

(ECSP) 

The implementing agency responsible for implementing 

and managing the Early Childhood Development (ECD) 

call centre operations. 

2.  Beneficiaries People who are receiving or seeking ECD services through 

the call centre.  

3.  Frontline Health 

workers  

People who assist in and provide healthcare services to 

the beneficiaries at the community level including 

Accredited Social Health Activist (ASHA), and Auxiliary 

Nurse Midwife (ANM).  

4.  Stakeholders People seeking the services, managing the services or 

involved in the delivery of the project.  

5.  Project The work accomplished under the assignment of setting up 

and operationalization of ECD call centre. 

6.  Call Centre 

Solution  

A system that allows a Service Provider or organization to 

operationalize an ECD call centre. 

7.  Call centre 

Cluster 

The number of ECD cluster through which calling operation 

is carried out in a call centre.  

8.  ECD Cluster People / team including Medical Consultant, ANM 

equivalent who jointly talks to the beneficiaries over phone 

to provide them information and counselling and resolve 

their programme related queries. A typical composition of 

ECD cluster may include 2 Medical Consultant and 6 

ANMs/ Counsellors and 2 call centre agents. 
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 INTRODUCTION 

1.1. Background 
2.1.1. Ministry of Health and Family Welfare (MoHFW) is committed to nurture the 

cognitive capital of country through enabling all young children, to attain their fullest 
potential by ensuring their right to good health, good nutrition, and access to 
stimulating, loving and protective care in a nature-friendly environment.  

2.1.2. To make every child achieve their fullest potential, MoHFW has implemented 
various initiatives like LaQshya, Homebased Care for Young Child, new MCP Card 
with ECD component, Comprehensive New Born Screening under RBSK, District 
Early Intervention Centre, ANM On Line (ANMOL), Mother and Child Tracking 
Facilitation Centre, Kilkari application, Reproductive and Child Health Portal, etc. to 
reach every pregnant women and mothers of young children. But these messages 
needs to be communicated to the families particularly the mother. 

2.1.3. MoHFW through Early childhood development (ECD) initiative will try to 
complement existing initiatives by reaching out to every pregnant mother and parents 
of every child upto the age of 2 years through ECD Call Centre. These ECD Call 
Centres would focus on the first 1000 days of the child which consist of 270 days 
during pregnancy and the first 730 days or first 2 years after birth.  

 
1.2. About ECD  
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2.1.4. The critical period of brain development includes 270 days of pregnancy and first 
two years of the child also known as the first 1,000 days. Early Childhood 
Development (ECD) interventions during this period will encompass physical, 
cognitive, social and emotional development of a child. 
 

 
 
2.1.5. To make every child achieve their fullest potential, the health system needs to 

reach out to every pregnant woman and mother and other family members of each 
child upto the age of 2 years. As the mother is the key stakeholder in holistic 
development of her child, the health systems need to communicate with mother in 
simple, effective and personalised messages. The health systems need to make the 
family believe that simple efforts and steps on their part can go a long way in 
enhancing the overall development of their child. 

2.1.6. These messages should also be reiterated by the other health providers like 
ASHA, ANM and medical officers so that all the caregivers are reinforcing the same 
messages. 

2.1.7. The Ministry proposes to set up a call centre to provide information and counselling 
to parents, which will enable them to provide nurturing care to their children to ensure 
their optimal development. This information will be provided by trained resources in 
the field of early childhood development, which adds the credibility of the advices. 
Further, focus will be on providing personalised advice to the caregivers, with 
emphasis on enhancing their knowledge on ECD and boosting their confidence to 
do simple things for and with their children to promote their development. As call 
centre offers an interactive platform, the advice can be customised to the parent’s 
and their child’s beeds, for which message and advice will build on what the 
caregivers are currently doing well to promote the development of their child and 
what more they can do.  

1.3. Call Centre for ECD initiative 
2.1.8. Call centres generally have agents that pushes some predefined script and 

messages. There is little emphasis on personal relationship and trust which is key to 
bring any behavioural change especially related to pregnant mother and child. To 
address this issue, apart from the call agents, there will be additional specialised 
manpower equipped with technical knowledge in medical sciences placed at the call 
centre. They would undergo a short training in early childhood development module 
before being placed at the call centres.  

2.1.9. In the context of ECD, the call centres at States / UTs are proposed to function as 
convenient interactive communication channels with families. This is to address on 
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one hand, their queries, myths, fears and challenges in the form of a helpline and on 
the other hand, convey specific time bound messages at periodic intervals to enable 
the foetus and the child to develop to its fullest potential using the specialised 
manpower.  

2.1.10. Additional specialised manpower would preferably consist of Medical 
Consultants and ANMs/ Counsellors, placed in a group or cluster at the call centres.  

2.1.11. With ECD initiative, it is envisaged that the states/UTs will communicate 
with the pregnant women and mothers registered on the RCH portal to build their 
confidence and clarify their myths to nurture their child.  

2.1.12. These messages from the call centre would be based on the prevailing ECD 
guidelines constructed in a simple, useful and effective manner to directly enhance 
the development of a child. These simple but critical messages are sometimes either 
trivialized or buried under the shadow of other medical messages that loses it 
importance, e.g. relaxing during pregnancy and avoiding stress, pregnant woman 
requires emotional support of family during pregnancy etc.  

2.1.13. In ECD call Centre, any first time caller, either registered or unregistered 
can make a call. Subsequently the caller would be registered at the ECD call centre. 

2.1.14. The subsequent calls would be routed to a pre-allocated ECD group or 
cluster of specialised manpower. Each ECD cluster would preferably consist of 2 
Medical Consultant and 6 ANMs/ Counsellors and 2 call centre agents. Each ECD 
cluster will preferably serve 40000 to 50000 beneficiaries.  

2.1.15. The allocated cluster model of ECD call centre will ensure trustworthy 
relation and partnership between government and beneficiaries during Early 
Childhood Development (ECD). 

 CALL CENTRE MODEL 

1.4. About Call Centre 
3.1.1. A call centre is broadly a specially designed centre duly equipped with necessary 

equipment, technologies, infrastructure and human resource to make, receive, 
manage and process large number of requests, queries or concerns of the callers. 
In public health sector, these call centres generally cover both inbound and outbound 
calls, covering a wide area that includes support, advocacy, counselling and 
consultation.  

1.5. Call Centres for ECD 
3.1.2. Call centres have come a long way in providing support to both urban and rural 

population in Indian public health sector. Their reach has also widened because of 
the availability of adequate and skilled resources and availability of infrastructure and 
technology for running and managing health based call centres. Some of these call 
centres are offering services even in regional languages to cater the targeted 
population across the nation. Call centres have broadly turned into contact centres, 
performing various roles and responsibilities beyond enquiry and validation like 
consultation, guidance and grievance redressal. Some of the call centres even 
handle other forms of correspondence or communication like remote diagnostics 
services. Some of these call centres are even operational 24 hours a day and 7 days 
a week.  

1.6. Role of ECD Call Centre 
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3.1.3. To put things in general terms, the purpose of ECD call centres is to support the 
beneficiaries and in this case the expecting woman, who would be undergoing a lot 
of physical and mental changes including stress, but would not know whom to rely 
and communicate regarding her doubts. Subsequently after the birth of a newborn 
child, helping the mother to nurture her child in the best possible way by providing 
scientific knowledge regarding child raising practices through simple time bound 
messages at periodic intervals . The support can be further broken down into two 
ways. First way of supporting is through outbound calls at fixed intervals based on 
predictive analysis and provide simple information which would be useful at that point 
of time.The second way of support is through receiving inbound calls and addressing 
the issue through providing expert opinion telephonically, based on the requirement 
of the callers. 

3.1.4. The role of ECD call centre is to bridge the gaps between the new scientific 
knowledge critical to the cognitive development of the young child which the 
government wishes to implement and the existing mistaken practices being followed 
in the community, largely due to ignorance. Thus the ECD cluster, placed at the call 
centre consisting of specialist, ANMs and call center agents would be the first point 
of contact and subsequently the ECD cluster would actively try to cultivate a 
trustworthy personal relationship with the callers by providing them genuine and 
authentic information including counselling and consultation.  

3.1.5. Trust, satisfaction and advocacy should be high on the list of priorities, as this 
alone can ensure a trustworthy and lasting relationship between call center staff        
(ECD cluster) and beneficiaries and finally between government intent and the 
beneficiaries. 

1.7. Components of Call Centres  
3.1.6. Specialized management, system driven processes, skilled resources, overall 

ownership and administration by service providers. 
3.1.7. Agents with specialized communication skills, subject matter expertise, command 

on language and continuous training. 
3.1.8. Call Centre automated processes and technologies to ensure optimized functions 

and workflow. There are no standardized technologies or process, but anything 
meeting the expectations and field requirements should be considered. 

3.1.9. Support and integration of the ECD services related to the activities provided 
collaboratively by the call centre service provider.  

1.8. Types of Call Centres 
Many call centre initiatives have successfully been implemented in various healthcare 

areas such as health awareness, health service delivery feedback, grievances, health 

counselling etc. Based on the scope of services and the requirement of the States and 

UTs, the model for call centre can be implemented and operated.  

3.1.10. There are several types of call centres today, but these guidelines focuses 
only on the two types of call centres according to management and location: in-house 
and outsourced call centres. 

3.1.11. In-House Call Centres: Many States / UTs have implemented call centres, 
within their premises, and staffed with people either on contract or through 
outsourced agency. In terms of advantages, the State / UT will have direct and full 
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control over the operations of the call call centre. Further, there are no change 
request and limitation to augmentation as every aspect is directly controlled and 
managed by the State / UT. Beneficiaries can relate and appreciate services if they 
are directly from the government having personal touch. In terms of disadvantage, 
this model has high initial investment and high operational expenditure. The 
challenge related to coordination with administration, technology, resource 
management and risk management would be most difficult aspect. The project 
further have high administration, overhead and maintenance costs. In most cases, 
the resource persons are outsourced, their individual involvement and commitment 
drives the success of the project. The in-house projects have low risk to exposure of 
data sharing as administration and policies are also managed by State / UT, 
however, if data sharing happens the implications are very high. Further, In-House 
Call Centres diverts the attention of the State / UTs from core services i.e. health 
service delivery to project management.  

3.1.12. Outsourced Call Centres: Many States / UTs have outsourced their call 
centres to companies that are specialized in providing call centre services. In terms 
of advantages, this aspect ensures alignment of the project deliverables with project 
requirement within allocated financial budget. The arrangement has lower cost or 
ownership and in case of exigency the project can also be terminated based on 
contractual conditions. This model generally ensures adequate room for scalability, 
updated technology, infrastructure, etc. during the entire implementation phase of 
the project. The outsourced agency will be responsible for the optimization of 
productivity based on aspects like administration, technology, resource management 
and risk management, etc. This arrangement empowers State / UT to pay attention 
to their core works. The arrangement further empowers State / UT to pay for the 
actual services delivered under the project. In terms of disadvantage, the state / UT 
would have lesser control of on the overall service delivery of the project. The agents 
(Doctors, ANMs, agents, etc.) are contractually deployed and may lose connect and 
commitment for the project in long run. Further, project should have adequate 
security parameters embedded in the application as the data pertains to individuals.  

 IMPLEMENTATION APPROACH FOR ECD CALL CENTRE 

1.9. Approach Model 
4.1.1. ECD Call Centre needs to be implemented in all states and UTs with the aim to 

develop an effective personalized two-way communication services for pregnant 
women and parents of new-born. The services include personalized assistance on 
various aspects related to health information, quality healthcare services available 
and importantly query resolution etc. related to first 1000 days. Many states where 
other call centres have been adopted / implemented, the existing call centre model 
would then need to be considered for enhancement to include ECD functionalities 
as per the provision of the contract. The States / UTs based on their requirement 
may choose in-house and outsourced model of call centre. In any of the model, 
implementation of the call centre may further be taken up as Greenfield approach or 
Brownfield approach.  

1.10. Greenfield vs brownfield 
4.1.2. Greenfield approach development happens when you start the project from clean 
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slate, afresh without any restrictions. No legacy data and process, no old call centre 
to link or maintain. Brownfield approach happens when State / UT decides to develop 
/ implement ECD on an existing call centre. As an upgrade is implemented into an 
existing solution, the development is said to be Brownfield. 

4.1.3. In brownfield approach, State / UT may be restricted by the technology constraints 
of legacy product / application. An open consideration is required while selecting 
Greenfield approach or Brownfield approach for ECD call centre. It is broadly 
suggested that State / UT may start preferably with a Greenfield approach and think 
beyond the constraints for extending the capabilities to implement ECD practices.  

4.1.4. Further, 
switching from 
an in-house call 
centre to an 
outsourced 
cloud-based call 
centre it is much 
more than 
physical 
relocation. This 
includes 
advance 
technology 
different 
payment 
structure and 
greater choice of technology, resource, coverage and availability.  

4.1.5. The call centre are living systems and continuous upgrades are required because 
of ever growing requirements and service level agreements (SLAs). The outsourced 
approach reduces pressure on internal administrators because call centre service 
providers are managing administration and technical challenges including 
upgradations.  

1.11. Implementation Considerations 
4.1.6. The scope of the ECD Call Centre within a state / UT should be clearly defined 

before selection of any implementation model. The State / UT should accept and 
agree on the scope, timelines, costs and impact that call Centre would made. “ECD 
Steering Committee” would preferably be formed in every state / UT to oversee the 
successful implementation of Call Centre in the state/ UT.  

4.1.7. In case of any large operational in-house call centre, State / UT must conduct an 
assessment of technology, assets and resources before its selection for brownfield 
approach. This assessment should not only covers the internal agents, technology, 
hardware and rent but also the department resources that are deployed or allocated 
for managing the call centre. The step will enable State / UT to decide what to 
insource and what to outsource.  

4.1.8.  Additional specialised manpower consisting of Medical Consultants i.e. medical 
doctors, specialist and ANMs/ Counsellors, who are supposed to be a part of the 
specific cluster/group at the call centres and provide quality technical knowledge to 
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the beneficiary are to be recruited separately.  
4.1.9. States / UTs are suggested to recruit resources like ANMs and medical consultants 

separately and confirm that they are trained in ECD. Such interested manpower can 
be initially registered online and then recruited by the government or a technical 
group who are not directly related to the outsourced call center model and have no 
conflict of interest. 

4.1.10. The technical group will select the specialised manpower after judging their 
attitude and understanding of ECD, including their expected salary and terms of 
reference. Once selected the Outsourced call center management would provide 
them with necessary support at the call center including assistance from the call 
center agents to enable them to contribute effectively. 

4.1.11.  Monthly salary of the specialised Manpwer should be paid separately by 
the Outsourced call center management as per recommendation by the government 
or the technical committee through direct bank transfer. 

4.1.12. In case of any misdemeanour commited by any of the member of the 
specialised manpower group or cluster, the independent technical committee needs 
to be informed and action taken only with their consent.  

4.1.13. Since requirements, SLAs and project costs are correlated, it is suggested 
that the same should be clearly drafted and reviewed before entering into any 
contract with ECSP. 

4.1.14. The implementation of Call Centre may be a phased approach. Defined 
below is the functionality of ECD Call Centre that should be considered by states and 
union territories. States / UTs need to conduct detailed assessment of the existing 
implementation to identify the gaps. All states would need to implement the critical 
features defined in the guidelines. The Call Centre needs to meet defined critical 
features which are mandatory for all states / UTs to comply with minimum necessary 
functions of ECD framework. Some of the features are described as desirable where 
decision would be left to states / UTs for adoption.  

Process Features 

Draft requirements 

 Model 

 Scope 

 Number of beneficiaries 

to be covered – 

(preferably high risk to 

start with) 

 Training needs (Subject 

Matter / Soft Skills) 

Critical 

 Linkage to RCH Portal  

 Allocation of Helpline Number – for inbound  

 CRM / IVRS/ Messaging 

 Reports & Statistics – Monitoring and Evaluation 

 Maintain security of health records  

 View Patient Reports and advice based on SoPs 

 SMS and email integration 

 Reminder and Alerts 

Empanelment process of 

specialised Manpower  

 Specialist  

 ANMs / Counsellors 

 

Desirable 

 Grievances  

 Suggest tests online  

 Symptoms checker  

 Healthcare Webinars  
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IEC of ECD Call Centre  Rating of resources by beneficiaries 

 Feedback, poll and surveys 

Selction of other manpower 

like call center agents  

other manpowers: To be managed by ECD call centre 

service provider 

 

 

4.1.15. Following are the broad activities for implementation:  

Activities  Output  

Stage 1 – Project Initiation and Assessment   

Perform gap assessment  

Based on the gaps identified, define the scope of implementation 

Initial Scoping  

  

Define Stakeholders, goals and expectations  Expectation 

setting  Orientation to steering committee on implementation approach and 

milestone  

Infrastructure assessment and profiling to adopt newer ways of 

delivering health information and services  

Assessment, 

vendor selection 

and contract 

management  

Obtain funding approval  

Request for tender, vendor evaluation and selection for ECD Call 

Centre service Provider (ECSP) 

- Define scope of work 

- Define acceptance criteria  

- Define User Interface approach  

- Define model and components  

- Design interaction services  

- Define conceptual data model 

- Integrate the portal with other systems and websites as per the 

integration points including RCH portal  

- Define third party integration for triangulation, if any 

Stage 2 – Go-Live and Contract Management   

Project review team for acceptance sign-off, Project Management 

and contract management 

Go-Live 

 SERVICES IN ECD CALL CENTRE 

1.12. Call centre Services  
5.1.1. ECD call centre may provide various set of services through various modes of 

communication that are best suited to the beneficiaries. These modes of 
communication form the basic functionalities of a call centre. Some of these modes 
of communication and functionalities of a typical call centre are as given below: 

1.13. Inbound Calling 
5.1.2. Beneficiaries may call the call centre for availing the desired service. Once, a call 

centre receives the call from the beneficiary, it will provide information related to 
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government schemes and programmes, healthcare services and other related areas. 
Interactive Voice Response System (IVRS) connects callers to a trained call centre 
agent for personalized assistance.  

5.1.3. Some of the services and information which may be provided through inbound 
calling are as follows: 

a) query resolution  

b) promotion of government programmes and schemes  

c) healthcare consultation  

5.1.4. An indicative broad process for the inbound call is given below:  
i. The call may be first handled by an IVR system wherein the IVRS provides the list 

of services that a caller can avail through the call centre.  

ii. This feature provides the caller a self-service option to get the desired information 

and services. 

iii. Based on the selection, IVRS will route the call to Specialist, ANMs, Counsellors, 

for personalized assistance. Resources will assist the caller in order to get the 

queries resolved.  

iv. In case where a specialized medical help is required, the call may be forwarded 

directly from IVR to the Specialist. 

1.14. Outbound Calling 
5.1.5. State / UT may desire to connect with the targeted beneficiaries for various 

purposes such as: 
a) Creating awareness about ECD services  

b) Getting feedback on the received healthcare services  

c) Validation of the services delivered by health workers 

5.1.6. Outbound calls will be made to beneficiaries registered in the RCH portal for 
awareness generation, advocacy and counselling. Specialist, ANMs, Counsellors 
will make the calls to beneficiaries and health workers for data validation and 
spreading awareness of various government schemes and programmes. In case 
where a specialized medical help is required, the call may be provided directly by the 
medical consultant. 

1.15. SMS Services  
SMS can be effectively used for providing specific details to the relevant stakeholders. 

An integrated SMS solution will enable the call centre agents to send required information 

to the stakeholders. The indicative list of functionalities of SMS solution is given below: 

5.1.7. Inbound SMS 
Inbound SMS services may be used to get feedback from beneficiary / health worker on 

the calls made to them through call centre.  

The beneficiary / health worker may also send SMS to get specific details such as 

services due, linked health worker details, information regarding government schemes 

and programme, etc. 

5.1.8. Outbound SMS 
a) Outbound SMS solution may be used for following indicative activities: 
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i. To provide specific details to the beneficiary / health worker as desired by them 

ii. To send relevant information to the beneficiary / health worker or the linked phone 

numbers in the database 

iii. To broadcast health related information to the targeted group 

5.1.9. Calling Matrix 

Risk Group (PW & Child) Agent Paramedics Doctor 

Low Risk Group Y Y N 

*High Risk Group N Y Y 

 

High Risk Group for PW 

A pregnant woman would be considered in High Risk Group, if she has any of the ailment 

like diabetes, BP, hypertension, TB, asthma, anaemia, or complications in previous 

delivery like abnormal child or abortion, etc. 

 

High Risk Group for Child 

A child would be considered in High Risk Group, if he/ she has low birth weight i.e. weight 

below 2.5 kg. 

 

Low Risk Group for PW & Child is to be defined by the State for calling. 

 TECHNOLOGY COMPONENTS OF ECD CALL CENTRE 

1.16. Technology Components  
6.1.1. In case State / UT is not willing to invest on infrastructure (Civil, IT and non-IT) and 

decides not to run the call centre from its own premises, it may choose to outsource 
the call centre. In this case State / UT is not required to provide space or any other 
infrastructure to the Call centre Service Provider (ESP). Call centre Service Provider 
will develop the call centre application as per the requirements of State / UT, 
establish, deploy and operate the call centre in its own premises. 

6.1.2. Broadly, there are five types of technology that ECD contact centre should 
consider:  

a) Contact centre functionality: ACD functionality (including interaction routing and 

queuing), CTI, IVR (routing), outbound dialling 

b) Desktop applications: CRM, customer management systems, helpdesk 

applications, agent desktop, knowledge bases, multichannel handling applications  

c) Management applications: workforce management, call recording, interaction 

analytics, reporting, MIS and business intelligence, workforce optimization, 

customer experience feedback 

d) Enabling technology: security, databases, payment technology, middleware, IP 

networks and other common architecture or hardware 

e) Other hardware: IP phones, PCs or desktop terminals, headsets, etc. 
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S. 

No. 

Call Centre 

Solution 

Component 

Component Feature Key Requirements 

1.  Customer 

Relationship 

Management 

(CRM) 

solution 

 

Call centre provides you the ability 

to contact your beneficiaries to 

provide them assistance and solve 

any challenge / query / support. 

 

It connects the beneficiaries 

through a single platform that 

automates the routing, ticket 

labelling, and processing of 

incoming / outgoing calls.  

 

Whenever anybody calls, CRM 

track each call and record the 

observations to provide a full 360-

degree view of all the internal and 

external interactions.  

 

The resources can see all the 

information related to that 

beneficiaries along with call logs, 

previous tickets, cases, events, 

notes, chat transcripts, and  

more. This information will help the 

resources to be more organized, 

efficient, and effective. 

 

 The customised CRM should 

be a web-based solution with 

seamless integration to the 

other tools such as IVRS, CTI, 

voice logger, SMS gateway 

etc. 

 It should have mechanism to 

integrate for fetching data for 

validation and pushing back 

the validated data to the data 

source. 

 Provide a single view to the 

State / UT for all the relevant 

functions as desired in the 

requirement document. 

 Complete management of 

service sets for both incoming 

and outgoing calls. 

 Customised call validation 

interface with all the necessary 

details on screen with a clear 

step-by-step validation steps 

and necessary pop ups for 

validation of key columns 

based on business rules. 

 Call back scheduling to ensure 

maximum coverage. 

 Should have customisable 

prompts for resources. The 

pop-up message that will be 

prompted to the CA while on 

call should be customizable as 

per requirements of 

MoHFW/State. 

 Skill based routing based on 

business rules like Data-driven 
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S. 

No. 

Call Centre 

Solution 

Component 

Component Feature Key Requirements 

routing (based on information 

stored in database systems), 

skill or profile based, last 

relationship / interaction 

based, service priority based, 

compliant with overall service 

levels, etc. 

 Build and customize routing 

strategies through easy-to-use 

point-and-click GUI 

 Uniform call distribution to 

various resources 

 Conferencing and live-chat 

facility  

 Content management / 

knowledge repository (i.e. both 

standard and temporary 

question bank) with a robust 

search engine to ensure 

efficient retrieval of information 

availability to resource within 

seconds 

2.  Interactive 

Voice 

Response 

(IVR) Menu 

System 

 

An Interactive Voice Response 

also known as virtual receptionist 

would be the first voice 

beneficiaries will listen to while 

contacting the ECD call centre. 

 

The IVR helps State / UT to 

instantly respond to beneficiaries 

and route call to best possible 

resource by greeting them with a 

personalized welcome message, 

and communicate with them in 

their local language. 

 

 Receive all inbound calls on 

the telephone number 

specified by the State / UT and 

prompt the callers to make 

their selection(s) 

 Identify the caller through 

Caller Line Identification (CLI) 

and support intelligent call 

routing based on past record or 

region 

 Update the IVRS usage details 

as the beneficiary traverses 

through the IVRS and reaches 

the resource 
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S. 

No. 

Call Centre 

Solution 

Component 

Component Feature Key Requirements 

The interaction happens through 

DTMF keypad tones. 

 Programmes wise Interactive 

Voice Response (IVR) Menu 

3.  Text to 

Speech (TTS) 

Voice is the soul of IVR or any 

system assisted communication in 

call centre.  

An audio response closes to 

human voice optimized to correctly 

communicate the context should 

be used. 

 Text-to-Speech (TTS) converts 

text into speech. The text may 

include some FAQs, 

emergency responses, etc. 

 Quality of text to speech should 

be comprehendible and 

understandable by the 

intended beneficiaries 

 The TTS should be able to 

integrate with the IVRS system 

as per the workflow. 

4.  Automatic 

Call 

Distribution 

(ACD) 

 

Automatic call distribution ensures 

calls are automatically routed to 

the right resources to ensure 

resource respond to the call at the 

earliest.  

 

It is a prerequisite as it helps in the 

systematic handling of inbound 

calls. 

 

The ACD should be customisable 

and configurable enough to 

handle call volumes are varying 

caller requirements like routing 

calls to the idle system, least 

occupied resource, language 

based routing, location based 

routing, etc. 

 Manages incoming calls and 

handles them based on the 

database and associated 

handling instructions. 

 Validate callers, make 

outgoing calls, forward calls to 

the right resource, allow call 

centre to record messages, 

gather usage statistics, 

balance the use of phone lines, 

etc. 

 Provide integration with IVRS 

menu system to intelligently 

route calls 

 Provide configurable system 

for whitelisting / blacklisting 

users 

 Automated dialling modes with 

algorithm-based dialling, 

progressive dialling, rule-

based dialling, least cost 

routing, etc.  
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S. 

No. 

Call Centre 

Solution 

Component 

Component Feature Key Requirements 

 Queue optimization, allowing 

the caller the option to be 

called back 

 Abandoned call recovery, to 

determine the contact number 

of a missed / abandoned call 

5.  Voice Logger 

 

Voice Logger records all the 

incoming and outgoing calls. It is a 

must to monitor the call quality to 

enables listening to conversation 

logs of caller and resources and 

managing call quality. 

 100% automatic call recording 

 Optimal Compression 

Techniques should be used 

 Logger should support multiple 

format support (mp3, wav etc.) 

 Recording should be sharable 

amongst ESP personnel and 

MoHFW through email, bulk 

transfer for supervisory 

requirements 

 Ability to search through call 

details to locate specific calls 

as well as matching records 

6.  Computer 

Telephone 

Integration 

(CTI) 

 

Computer telephony integration, is 

a technology that allows 

computers to interact with 

telephone systems.  

 

CTI provides a centralized control 

over all of their means of 

communication through single 

interface.  

  

 Should be able to integrate 

with call centre application / 

solution 

 Call events should be handled 

from the system such as hold, 

retrieve hold, conference, 

transfer etc. 

 Support relevant screen pop-

ups based on CLI, ANI 

(Automatic Number 

Identification), DNIS (Dialled 

Number Identification 

Sequence) 

 The CTI shall seamlessly 

integrate with the application to 

take control of the call flow 

inside the Switch / EPABX and 
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S. 

No. 

Call Centre 

Solution 

Component 

Component Feature Key Requirements 

allocate the most appropriate 

resource 

7.  Call centre 

MIS  

MIS reports are required for 

monitoring and evaluating 

statistics like display call volume, 

peak hours, number of calls 

missed and received, resource 

utilization, traffic coming from 

different regions, new and repeat 

callers, and other important 

insights. 

 

MIS reports are significant when 

making staffing decisions, 

scheduling resources and 

evaluating the performance of 

individual resource, teams, 

departments and overall call 

centre. 

 Dashboard 

 M&E Reports 

 Performance Reports 

 All other Reports to display the 

performance of various 

services rendered by call 

centre 

1.17. Technology advancements  
The technology advancement that additionally may be considered for implementation by 

the state / UTs at the ECD call centre are as follows: 

6.1.3. Cloud based Call centre: These are network-based services in which a provider 
owns and operates call centre technology by providing its services remotely in a 
subscription model. They are increasingly becoming common because the solution 
is available as a service and there is no requirement of physical hardware which 
eliminates the problem of maintaining the equipment and its upgrades. These can 
be easily scaled for business operations and their implementation is also swift. 

6.1.4. Virtual Call Centres: These centres do away with the need to have all agents in 
one physical location — instead combining the call centre infrastructure and 
geographically dispersed agents into a single, virtual entity. 
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 WORKFLOW IN ECD CALL CENTRE  

1.18. Proposed ECD call centre workflow 
A broad process map detailing the tentative flow of ECD Call Centre is placed below: 

a) Beneficiary Consent and Follow-up 

ECD Call Centre Process Map 

Be
ne

fic
ia

ry
Ca

ll 
Ce

nt
re

 
Ag

en
t

Ca
ll 

Ce
nt

re
(D

ia
le

r)
Nu

rs
e/

Co
un

se
llo

r
M

ed
ica

l C
on

su
lta

nt

 Beneficiary Consent and Follow-Up

Start 

Interacts with targeted beneficiary 
for validation, query resolution, 

grievance redressal 
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b) Outbound call to Beneficiary 
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ECD Call Centre Process Map 
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c) Inbound call Beneficiary 
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7.1.1. MCTS / RCH database will be used for calling the beneficiary through ECD call 
centre. 

7.1.2. The first time caller will either be a registered beneficiary on RCH portal or an 
unregistered beneficiary on RCH portal.  

7.1.3. In case of registered beneficiary on RCH portal, the dialer will pull the data from 
RCH portal through web services or API. The dialer will automatically retrieves the 
details of the targeted beneficiary based on the system preferences available in RCH 
portal and makes call to these beneficiary. After connecting the call, the Call Centre 
Agent will interacts with the caller and validate the basic details of the beneficiary. 
Subsequently, Call centre agent will take the consent of the beneficiary about their 
preference for avail the servicesIf the beneficiary accords her consent, then the 
agent asks the beneficiary for preferences like preferable Language, preferable time, 
any risk factor, any concern of the family, any health challenges etc. The same would 
be stored in the dialer database for onward calling. If required, the call would also be 
transferred to the Nurse / Counsellor/ Medical Consultant and their ECD related 
queries may be resolved. If the beneficiary is not keen for availing services, then 
called number would be added to the list of uninterested callers and no calls would 
be made to such beneficiaries. 

7.1.4. The caller can also make ECD call centre on centralised and toll free number 
registered by the State/ UT. In case, any unregistered beneficiaries try to access the 
services, the ECD call would be routed to helpdesk agent that will first register the 
beneficiaries and then forward the call to ECD cluster. In case of subsequent calls, 
the call would be routed directly to the allocated cluster. 

7.1.5. ECD cluster would tentatively be consisting of 2 Medical Consultant (preferably 
MBBS) and 6 Nurses / Counsellors (preferably diploma in Nursing and Midwifery or 
graduation in social sciences or equivalent) and 2 call centre agents. Each ECD 
cluster will preferably have 40000 to 50000 allocated beneficiaries. ECD cluster will 
always make and receive the calls from allocated beneficiaries only. 

7.1.6. The State / UT may also provision a missed call facility for implementation of the 
project. Once the call is received, it may be taken either as an inbound call or may 
be terminated at the dialer to consider as missed call. A missed call can be followed 
by an SMS, another call, or a combination of the two based on the functionality. Once 
the call is received at the dialer, the call will automatically get disconnected by the 
dialer and at the same time the number will get searched from the internal database. 
In case of registered number the call will be connected to the cluster preferably to 
consultant and specialist in case of inbound to provide consultancy and advisory 
services.  

7.1.7. In case of unregistered beneficiaries, an ECD cluster will be allocated by the 
system based on predefined algorithm and call will be forwarded to the allocated 
ECD cluster. In case of outbound calls, predictive calling will be made by the ANMs 
and Medical Consultant based on predefined algorithms like high risk cases, etc. 
States / UT may choose physical call centre or hosted call centre 1based on their 

                                            
1 In physical call centre, the dialer will transfer the missed call data based on mapping of numbers to 
mapped cluster through predictive calling and data can be fetched through physical call centre.  
In case of hosted call centre, system will generate two calls, initially to the cluster and subsequently to 
the beneficiary. This will enable the conferencing between cluster and beneficiary. 
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requirement. 
7.1.8. The State / UT may define a mechanism for the empanelment of Counsellors, 

ANMs and Medical Consultants provided they are trained in ECD (short course of 1-
2 days). It is suggested that state / UT should deploy qualified and trained resources 
for deployment in ECD call centre. It is suggested that State / UT may publish the 
advertisement for empanelment of Counsellors, ANMs and Medical Consultant. Any 
candidates may apply for the suitable positions based on the eligibility. Based on the 
result of test and interview, the shortlisted candidates may be selected for the 
position and accordingly cluster would be created. 

7.1.9. The Cluster will interact with the allocated beneficiaries with periodic messages 
covering the first 1000 days based on critical periods in the life of a child beginning 
from conception to first two years of life. The beneficiaries include pregnant woman, 
child (0-1 year) and child (1-2 year) registered in RCH portal would be considered 
for making the 21 ECD calls. The pregnant woman will receive 9 outbound calls 
during her pregnancy period. Parents of child (0-1 year) and child (1-2 years) will 
receive 9 outbound calls and 3 outbound calls respectively from allocated cluster. 

7.1.10. Based on the volume of calls, if calls volume of a cluster is unexpectedly 
low i.e. below 60 % of utilization, a report should go to state and call centre will be 
asked for explanation. If explanation is not satisfactory then state may take call to 
close the cluster.  

7.1.11. It is estimated that 10% of the beneficiaries registered in RCH portal will be 
covered from ECD call centre. To start with, the calls may be routed to the high risk 
cases. The State / UT may extend the services to all the registered beneficiaries in 
phased manner. 

7.1.12. It is estimated that the average call handling time (AHT) of ECD call centre 
for each inbound and outbound call will be 5 minutes. However, the same may vary 
during actual usage based on the services actually delivered from ECD call centre. 

7.1.13. It is estimated that during initial phase, the utilisation of the call centre for 
outbound and inbound calling may vary from 80% to 20% respectively. However, 
after successful operation and IEC of the project, the utilisation for outbound and 
inbound calling may vary extensively.  

7.1.14. It is suggested that opening hours for the call centre may be considered 
from 9:00 am to 6:00 pm. In case of excess utilization, multiple shift may be 
considered from 8:00 am to 4:00 pm and 11:00 am to 7:00 pm to cover peak time 
traffic hours. The State / UT may ascertain peak call, shifts, no. of clusters based on 
utilization, if necessary.  

7.1.15. It is suggested that the platform should preferably be used only for ECD call 
centre. In case of rollout of other initiatives, State / UT may sign a separate contract 
with same / other service providers based on the model RFP.  

 EMPANELMENT OF RESOURCES  

1.19. Empanelment of Specialised Resources for ECD Call Centre 
8.1.1. Apart from technology, the success of the call centre equally depends on the 

Specialised Resources deployed for the ECD Call Centre. Therefore, specialised 
resources is the key to delivering exceptional experience.  

8.1.2. The deployment of specialised resources should directly be managed and 
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monitored by the State/ UT to ensure quality of the manpower. 
8.1.3. Further, these specialised resources needs to have a deep understanding of the 

subject and services if they’re to be trusted to represent the government for advocacy 
and consultation. 

8.1.4.  To determine that specialised resources have thorough understanding of the 
subject, the selection process and examination may be conducted online. The online 
selection process may also be conducted once a year with provision of keeping 
candidature of candidates on hold for upto two years to manage attrition during the 
tenure of the project.  

8.1.5. The broad advantages of online selection process may include: 
a) Securely store data and questions in sets for exams and support automatic grading  

b) Remove the need for physical centres as resources can opt for examination based 

on their convenience.  

c) Eliminate the need to travel and logistic of resources and examiner. 

d) Variety of Questions can be included like MCQs, fill in the blank, true false, etc. 

e) Provide performance reports and assist in differential grading sections-wise 

f) Stop the exam browser and disables the use of other application on desktop / 

laptop to prevent unethical practices. Also record and monitor the activities of the 

candidate in real time for automated proctoring.  

g) Provide features like Aadhaar and OTP based authentication to avoid 

impersonation. 

8.1.6. Roles and responsibilities of the specialised resources for operating a call centre 
may include the following: 

S No Resource Type Description  

1 Project Manager  Will be responsible for day-to-day operations and 

supervising the calling operation. Will be responsible for 

managing the efficiency of calling operation.  

(Applicable in case of more than 2 clusters) 

2 Nurse/ Counsellor Will be responsible for receiving calls from callers or making 

calls to beneficiaries for resolution of queries, grievance and 

counselling.  

3 Medical Consultant  Will provide necessary medical assistance to the caller / 

beneficiary over the phone for ECD related matter.  

8.1.7. The deplayment of Call centre Agents may be managed directly or may be through 
ECD call centre service provider. 

S No Resource Type Description  

1 Call centre 

Agents 

Will be responsible for making calls to beneficiary for 

validating details and setting preferences. 
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 PAYMENT MODELS 

1.20. Commonly used payment modes  
9.1.1. License based payment mode: ESP may be engaged based on the number of 

licenses obtained for operation of ECD call centre. Unit rate for payment to the ESP 
will be based on per license, per agent, per seat for the call centre. ESP payment 
will be equal to the number of call centre licenses procured for the call centre X unit 
rate of license. 

9.1.2. Time based payment mode: ESP may be engaged based on the time of actual 
calling made through the call centre. Unit rate for payment to the ESP will be based 
on per minute or per hour of actual calling made through the call centre. ESP 
payment will be equal to number of actual minutes or hours of calling made through 
call centre (considering number of seats in the call centre, working hours / minutes 
of call centre and actual number of operational days) X unit rate of calling. 

9.1.3. Seat based payment mode: Seat based payment mode is considered when fixed 
number of call centre agent seats are envisaged for the call centre. In this case, the 
payment shall be made based on the per seat rate for the call centre. ESP payment 
will be equal to number of Call centre Seats in the call centre X unit rate per Call 
centre Seat. 

 PROJECT PLAN 

State / UT needs to devise a detailed project plan for the call centre including 

implementation and operationalization of the call centre. Various factors that may be 

considered while devising the project plan are as follows: 

1.21. Governance Structure 
State / UT needs to plan a governance structure for the call centre project. This structure 

may broadly consist of a committee that will guide the project and an external agency that 

may be engaged to provide specialized and specific inputs to the project. 

10.1.1. Committee for call centre management 
State / UT needs to constitute a committee that will steer and guide the call centre project. 

This committee will take strategic and operational decisions for the call centre. The 

committee may comprise the following members: 

a) Chairperson – Chairperson will preside over the committee and will be involved in 

the decision making process for the project. 

b) Nodal officer – Nodal officer will oversee, manage and guide the entire project and 

take decisions related to day to day operations of the project. 

c) Technical officer – Technical officer will oversee the technical aspects of the 

project. 

d) Representatives from the Department – Representatives from the Department will 

provide the programme related inputs and requirements to the committee. 

10.1.2. External agency 
State / UT may hire an external agency for providing specialized assistance in RFP 

preparation, technical support, bidding process, preparation of contract, contract 

management, SLA monitoring and project management.  
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1.22. Selection of ECD Call Centre Service Provider (ESP) 
10.1.3. State / UT needs to select ESP that will implement and operationalize the 

ECD call centre. State / UT needs to follow the relevant financial rules and 
procurement policies laid down by the Central / Government in selection of ESP.  

10.1.4. Selection procedure typically consists of the following major activities:  
a.  Preparation of Request for Proposal (RFP) 

State / UT needs to prepare an RFP to invite the prospective bidders for 

participation in the bidding process. The RFP should clearly mention the scope 

of the project and the relevant terms & conditions. The RFP should be based 

on the relevant financial rules and procurement policies laid down by the 

Government.  

b.  Bidding process for selection of the ESP 

Bidding process will broadly include the following activities, Publication of 

RFP, Evaluation of bid proposals submitted by the bidders, Identification of 

successful bidder and Signing of contract. 

1.23. Project Timelines  
10.1.5. State / UT should formulate the project timelines. This shall consist of the 

activities that will be performed for the implementation and operationalization of the 
project.  

10.1.6. An indicative project timelines for a call centre project are mentioned below:  

S. 

No. 

Activity Timeline 

1. Project Report for Selection of ESP  

a. Preparation of RFP  

b. Publication of RFP  

c. Identification of successful bidder (ESP)  

d. Signing of contract with the ESP  

2. Implementation of the project  

a. Go-live of the project  

3.  
Operationalization and maintenance of the 

project 

 

 

 OTHER FACTORS STATE / UT NEEDS TO CONSIDER 

1.24. Intellectual Property Rights (IPRs)  
State / UT should include IPR clause preferably based on the following: 

Any pre-existing IPRs of ESP shall be owned by ESP. IPRs arising out of this project shall 

be owned by the State / UT. The source code of the call centre solution developed under 

this project shall be owned by the State / UT. State / UT can modify the application or 

source code for their own use. If required, State / UT can modify the call centre solution 

either by their own professionals or by third party professionals. The IPRs of the Third 

Party Software, Hardware, or System used by any party under this project shall rest with 

Indicative 
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the OEM / concerned party except for the customizations done over these software 

products for the project. 

1.25. Standard Rules & Regulations  
State / UT should follow the extant guidelines for setting up of a call centre, like:  

11.1.1. Government rules for procurement  
11.1.2. State / UT procurement guidelines if any 
11.1.3. Compliance to the standards such as IPV6; IT Act 2008 (including 

amendment); recommended EHR standards; eGovernance policies as prescribed 
by the MeitY / MDDS, any other relevant standard prescribed by any other 
government organization. 

1.26. Call Centre Utilization 
Call centre Agents are crucial resources in a call centre. State / UT should strive for 

maximum call centre utilization. The calculation for sizing of the call centre and cluster 

may be done based on the envisaged call volume for the day rather than the envisaged 

call volume during peak hour (except when it is felt necessary by the State / UT as per 

the requirement of the programme). The call centre utilization may also be increased with 

a right mix of inbound and outbound calling process. Since the State / UT cannot ensure 

a minimum volume of inbound calls, it would be advisable to avoid setting up a call centre 

based only on inbound calls. Following mechanism may be considered for estimating 

clusters: 

11.1.4. Assume 20 % beneficiaries have unique mobile number 
11.1.5. Assume that after 6 months, there will be 10% increase in beneficiaries with 

unique mobile number  
11.1.6. Assume 20 % beneficiaries out of 20 % beneficiaries with unique mobile 

number make outbound calls  
11.1.7. Assume that 20% of total inbound and outbound calls would be escalated 

to medical consultant. 
11.1.8. After one year the estimates should be reconsidered based on actual call 

volumes. 
1.27. Monitoring and Evaluation 
State / UT needs to continuously monitor the call centre operations and evaluate them 

vis-à-vis the desired outcome. An efficient reporting system helps in monitoring the key 

performance indicators of the call centre. State / UT may design a reporting system that 

will provide status of the call centre operations in terms of call quality, SLA performance, 

data quality and other related factors. Some broad parameters include: 

11.1.9. Number of calls made 
11.1.10. Number of calls answered 
11.1.11. Number of calls missed / abandoned 
11.1.12. Total minutes of calls answered 
11.1.13. Total minutes of calls made 
11.1.14. Number of repeat calls from beneficiaries 
11.1.15. Amount of total time spent on calls 
11.1.16. Distribution of calls through the day 
11.1.17. Group-wise utilisation of each cluster  
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11.1.18. Individual utilisation of agent, ANM, counsellor, medical consultant 
11.1.19. Customer satisfaction 
1.28.      Calling Hour Efficiency  
11.1.20. It is observed that call centre works with 60-80% efficiency i.e. actual hours 

of calling may vary from 60 to 80% of the total call centre operational hours. State / 
UT will also need to consider factors like idle time between calls, lunch / tea breaks 
etc., wrap up time while designing the requirement of number of Call centre Seats. 

1.29. Other aspects for consideration 
 State/UT may also consider following points for conceptualizing the scope of the 

ECD call centre and implementation / management of the call centre: 

11.1.21. While conceptualizing an ECD call centre, States / UTs need to develop the 
scope of services to be offer to the beneficiaries through the call centre. Only the 
standard advices will be provided through the call centre. In case of critical or 
complex medical conditions, they will be guided to consult the nearest public 
healthcare facility. State / UT should exclude any clinical advice that would be in 
contravention to extant laws. 

11.1.22. Standard operating procedure varies based on the initiatives and scope of 
the project from State to State. Hence, State / UT needs to devise a standard 
operating procedure specific to their call centre initiative and their administrative 
structure.  

11.1.23. Cluster and resources of the cluster will provide services based on standard 
guidelines and standard operating procedure developed / approved by the State /UT. 

11.1.24. While conceptualizing an ECD call centre, States / UTs may plan for 
appropriate IEC activities including advertisement and awareness of the initiative 
under appropriate scheme to ensure the optimal utilization.  

11.1.25. States / UTs based on their requirements and expected milestones of the 
project may devise appropriate payment schedule for the call centre project. 

11.1.26. States / UTs need to design a suitable governance structure for the call 
centre project. Also, corresponding roles and responsibilities may be defined for 
various levels of governance structure for envisaged call centre project. 

11.1.27. States / UTs are suggested to use outsourced model for ECD call centre 
operationalization and management as it helps States / UTs in focusing on their core 
operation. The extent of outsourcing may be defined by State / UT. 

11.1.28. States / UTs are suggested to devise a detailed Service Level Agreement 
(SLA) based on the requirement of call centre project. The SLA should cover all 
performance aspects of the envisaged call centre. Indicative list of SLA, which is 
applicable in a call centre operation has been provided in the model RFP document. 

11.1.29. States / UTs are suggested to ensure that the ESPs will be overall 
responsible for the security, technology upgradation and maintenance activity for the 
call centre. 

11.1.30. ESP should be selected based on their technical capability and financial 
strength to execute the call centre project. Accordingly State / UT is suggested to 
design appropriate pre-qualification and technical criteria for selection of CSP. 
Indicative evaluation/qualification criteria is provided in the model RFP document for 
reference. 

11.1.31. Based on the complexities involved in the envisaged call centre project, 
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State / UT may also consider allowing consortium in the RFP for implementation and 
management of call centre project. 

11.1.32. States / UTs are suggested to devise suitable mechanism for safeguarding 
the sensitive and personal identifiable information and preventing its misuse. 

11.1.33. Suitable provision may be devised in the RFP to ensure CSP will maintain 
highest standard of professional conduct for managing privacy of data. 

11.1.34. States / UTs are suggested to devise a mechanism to obtain consent from 
the beneficiaries to use beneficiaries’ personal identifiable information for calling 
purpose for health service delivery initiatives including feedback. 

1.30. Flow of document 
11.1.35. For ease of the States / UT, a template Model RFP for Outsourced Model 

has been provided in “Section A”. The section details the Model Request for Proposal 
(RFP) to be floated by the States / UT for selecting an ECD Call centre Service 
Provider (ESP). State / UT needs to insert text in space marked < >. Text given in 
<< >> are explanatory comments. 
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SECTION B: MODEL RFP FOR ECD CALL CENTRE 
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REQUEST FOR PROPOSAL FOR 
SELECTION OF ECD CALL CENTRE 

SERVICE PROVIDER (ESP) 
 

 

  

 

MODEL REQUEST FOR PROPOSAL FOR 
SELECTION OF ECD CALL CENTRE SERVICE 

PROVIDER (ESP) FOR OPERATIONALISATION OF 
EARLY CHILD DEVELOPMENT (ECD) CALL CENTRE 

 
 
 

GOVERNMENT OF <……> 

Date___/____/______ 
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2. INTRODUCTION TO RFP 

2.1. Important Dates for RFP 

S. No. Particular Date 

1. Start date of issuance i.e. Publication of RFP document Tp 

2. Last date for submission of pre-bid queries Tp + 7 days 

3. Pre-bid meeting Tp + 10 days 

4. Last date for issuance / sale of RFP document Tp + 20 days 

5. Last date and time for bid submission Tp + 21 days 

6. Date and time of opening of technical bid 
To be announced   

later 

7. Presentation by the bidders on their technical bid To be announced later 

8. 
Date and time for opening of financial bids of qualifying 

bidders 
To be announced later 

  

2.2. Fact Sheet 

Evaluation 

Method 

<<Evaluation method which may be used for the selection of ECD Call 

centre Service Provider (ESP) is L-1 after qualifying in the 

Prequalification-cum-Technical bid. However, the State /UT may use 

any other evaluation method as per the General Financial Rules 2017/ 

prevailing procurement guidelines and the same should be mentioned 

herein.>>  

 

After evaluation of quality has been completed, the State / UT shall notify 

those bidders whose proposals did not meet the minimum qualifying 

standard or were considered non-responsive to the RFP and/or TOR, 

indicating that their financial proposals will be returned unopened after 

completing the selection process. 

Nodal Contact 

Person 

RFP may be collected from the following Nodal Officer on or before the 

date mentioned in the RFP: 

Name : <> 

Address: <> 

Phone No: <> 

Email: <> 

by paying the tender Fee of Rs. <> by <<Demand Draft/ Banker’s 

Cheque/any other as prescribed by the State/UT>> in favour of <> 

payable at <> from any of the scheduled commercial bank <<or as 

prescribed by the State/UT>> 

 

OR 

 

May be Downloaded from <<Name of Website>> 
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However, in this case the bidders are required to submit the tender fee 

in the form of a <<Demand Draft/ Banker’s Cheque/any other as 

prescribed by the State/UT>> (details mentioned in above para) along 

with the proposal. 

Bid Security / 

Earnest Money 

Deposit 

The bidder shall furnish EMD in the form of <<Demand Draft/ Banker’s 

Cheque/any other as prescribed by the State/ UT>> drawn in favour of 

<> for an amount of Rs. <> /- (Rupees <> Only) payable at <>. 

EMD should be valid for a period of <> days from the last date of 

submission of the bid. In case of validity of more than 90 days, other 

instruments may be considered by the State. 

Pre-bid meeting  A pre-bid meeting will be held on date, time and venue mentioned in 

Important Dates for RFP table. All the queries should be sent to Nodal 

Contact Person mentioned above on or before date and time mentioned 

in Important Dates for RFP table either through post or e-mail. 

Language of bid Bid should be submitted in English language only. 

Bid validity Bid must remain valid for <> days from the last date of submission of 

the bid. 

Bid documents <<State/ UT needs to provide the details and order of bid documents 

that is to be submitted by the bidder. 

Bid submission The bid should be submitted to the Nodal Contact Person mentioned 

above. 

 

2.3. Request for Proposal 

Sealed tenders are invited from eligible, reputed, qualified entities with sound technical 

and financial capabilities for operating ECD call centre on outsourced model  <<or any 

other activity as envisaged by the State/UT and to be specified by State/UT>>of a call 

centre as detailed out in the scope of work under this RFP document. This invitation to 

bid is open to all bidders meeting the minimum eligibility criteria as mentioned in the RFP 

document. 

  

3. BACKGROUND INFORMATION 

3.1. Government of <> 

State / UT government can give a brief description about the department and the activities 

carried out by the State / UT government in the department of health. 

 

3.2. About ECD  

3.2.1. The critical period of brain development includes 270 days of pregnancy and first 

two years of the child also known as the first 1,000 days. Early Childhood Development 

(ECD) interventions during this period will encompass physical, cognitive, social and 

emotional development of a child. 
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3.2.2. To make every child achieve their fullest potential, the health system needs to 

reach out to every pregnant woman and mother and other family members of each child 

upto the age of 2 years. As the mother is the key stakeholder in holistic development of 

her child, the health systems need to communicate with mother in simple, effective and 

personalised messages. The health systems need to make the family believe that simple 

efforts and steps on their part can go a long way in enhancing the overall development of 

their child. 

3.2.3. These messages should also be reiterated by the other health providers like 

ASHA, ANM and medical officers so that all the caregivers are reinforcing the same 

messages. 

3.2.4. The Ministry proposes to set up a call centre to provide information and counselling 

to parents, which will enable them to provide nurturing care to their children to ensure 

their optimal development. This information will be provided by trained resources in the 

field of early childhood development, which adds the credibility of the advices. Further, 

focus will be on providing personalised advice to the caregivers, with emphasis on 

enhancing their knowledge on ECD and boosting their confidence to do simple things for 

and with their children to promote their development.  As call centre offers an interactive 

platform, the advice can be customised to the parent’s and their child’s beeds, for which 

message and advice will build on what the caregivers are currently doing well to promote 

the development of their child and what more they can do.   

3.3. Call Centre for ECD initiative 

3.3.1. Call centres generally have agents that pushes some predefined script and 

messages. There is little emphasis on personal relationship and trust which is key to bring 

any behavioural change especially in the health sector. In the context of ECD, the call 

centres at States / UTs are proposed as convenient interactive communication channels 

to address queries, myths, fears and challenges of mother and parents. 

3.3.2. With ECD initiative, it is anticipated that government will communicate with  the 

pregnant women and mothers registered on RCH portal to build their confidence and 

clarify their myths to nurture their child.  

3.3.3. These messages from the call centre would be based on the prevailing ECD 

guidelines constructed in a simple, useful and effective manner to directly enhance the 

development of a child. These simple but critical messages are sometimes either 

trivialized or buried under the shadow of other medical messages that loses it importance, 

e.g. relaxing during pregnancy and avoiding stress, pregnant woman requires emotional 

support of family during pregnancy, etc.  

3.3.4. In ECD call Centre, any caller, either registered or unregistered can make or 

receive a call. In case of both, registered or unregistered caller, the call would be routed 

to an allocated predefined ECD cluster. Each ECD cluster would preferably consist of 2 

Medical Consultant and 6 ANMs/ Counsellors and 2 call centre agents. Each ECD cluster 

will preferably serve 40000 to 50000 beneficiaries.  

3.3.5. The allocated cluster model of ECD call centre will ensure trustworthy relation and 

partnership between government and beneficiaries during Early Childhood Development 
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(ECD). 

3.4. Reproductive Child Health (RCH) 

3.4.1. A new web application called Reproductive Child Health (RCH) is being developed 

to track eligible couples and beneficiaries and to provide better service to them. It also 

intends to provide better support to health workers. In RCH Programme, the contour has 

broadened with major emphasis on:  

i. Maternal health services  

ii. Child health services 

iii. Tracking the usage of family planning methods 

iv. Adolescent health services 

3.4.2. RCH has marked a shift in the approach towards monitoring health and family 

welfare programme as it is aimed at ensuring delivery of maternal and child health 

services to all pregnant women and new born in an effort to reduce maternal, infant and 

child mortality in the country. This system is being developed based on the new 

Reproductive and Child Health (RCH) register that is being implemented at the field level. 

 

4. SCOPE OF WORK 

4.1. General Conditions 

4.1.1. State / UT is now planning the augmentation of the ECD call centre with enhanced 

features. The call centre will operate every day in a year except gazetted holidays 

between <> for service delivery through agents. 

 

4.1.2. The call centre has a capacity of <> seats. The entire project would be executed 

on turnkey basis. This project on turnkey basis would be understood to mean that the 

ESP shall have the complete responsibility to design, establish, operate and maintain the 

complete setup of ECD call centre project. ESP shall have the complete responsibility of 

operationalization, maintenance, support and up-gradation of all components of the 

project.  

 

4.1.3. In this context, State / UT through this RFP seeks to appoint a ESP for 

“Operationalisation of Early Child Development (ECD) call centre.” which would provide 

the necessary information exchange platform to pregnant woman for early child 

development for 9 months and to mothers after the child birth for 2 years. The ESP will 

be responsible for the establishment, operation and maintenance of ECD call centre 

project. 

 

4.1.4. Through this RFP document State / UT invites interested parties who have 

expertise in the area to submit their bid. In order to implement the ECD, ESP needs to be 

selected that will implement and operationalize the ECD call centre operation. 
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4.1.5. Some of the key aspects of the project are as given below: 

a) ESP shall have a valid license for operating the call centre for the project. 

b) ESP shall make the arrangement of space for establishment of call centre. 

c) ESP shall procure, install, operate and maintain the complete IT and non IT 

infrastructure. 

d) ESP shall integrate call centre application provided by State / UT to develop and 

integrate application with MCTS application of Government. 

e) ESP shall earmark and mobilize call centre team. 

f) ESP shall maintain discipline of the office environment and safety of the call centre, 

agents and other support staff deployed at the call centre site. 

g) ESP shall establish and maintain the specified SLAs. 

h) ESP shall ensure Go-Live of the project within 90 days from the date of signing of 

the contract. 

4.1.6. For various projects to be executed under this RFP, the scope of work for ESP has 

been broadly categorised as given below and detailed out subsequently. 

a) Call Centre space including ICT & Non-ICT Infrastructure 

b) Call Centre Solution 

c) Human Resource Requirement 

d) Operational Requirement of the Call Centre  

e) Other Requirements of the Project 

4.2. Services in ECD Call centre 

4.2.1. Call centre Services  

a) ECD call centre may provide various set of services through various modes of 

communication that are best suited to the beneficiaries. These modes of 

communication form the basic functionalities of a call centre. Some of these modes 

of communication and functionalities of a typical call centre are as given below: 

4.2.2. Inbound Calling 

a) Beneficiaries may call the call centre for availing the desired service. Once, a call 

centre receives the call from the beneficiary, it will provide information related to 

government schemes and programmes, healthcare services and other related 

areas. Interactive Voice Response System (IVRS) connects callers to a trained call 

centre agent for personalized assistance.  

b) Some of the services and information which may be provided through inbound 

calling are as follows: 

d) query resolution  

e) promotion of government programmes and schemes  

f) healthcare consultation  

c) An indicative broad process for the inbound call is given below:  

v. The call may be first handled by an IVR system wherein the IVRS provides the list 

of services that a caller can avail through the call centre.  
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vi. This feature provides the caller a self-service option to get the desired information 

and services. 

vii. Based on the selection, IVRS will route the call to Specialist, ANMs, Counsellors, 

for personalized assistance. Resources will assist the caller in order to get the 

queries resolved.  

viii. In case where a specialized medical help is required, the call may be forwarded 

directly from IVR to the Specialist. 

4.2.3. Outbound Calling 

a) State / UT may desire to connect with the targeted beneficiaries for various 

purposes such as: 

i. Creating awareness about ECD services  

ii. Getting feedback on the received healthcare services  

iii. Validation of the services delivered by health workers 

b) Outbound calls will be made to beneficiaries registered in the RCH portal for 

awareness generation, advocacy and counselling. Specialist, ANMs, Counsellors 

will make the calls to beneficiaries and health workers for data validation and 

spreading awareness of various government schemes and programmes. In case 

where a specialized medical help is required, the call may be provided directly by 

the medical consultant. 

4.3. SMS Services  

SMS can be effectively used for providing specific details to the relevant stakeholders. 

An integrated SMS solution will enable the call centre agents to send required information 

to the stakeholders. The indicative list of functionalities of SMS solution is given below: 

4.3.1. Inbound SMS: Inbound SMS services may be used to get feedback from 

beneficiary / health worker on the calls made to them through call centre.  

The beneficiary / health worker may also send SMS to get specific details such as 

services due, linked health worker details, information regarding government schemes 

and programme, etc. 

4.3.2. Outbound SMS: Outbound SMS solution may be used for following indicative 

activities: 

i. To provide specific details to the beneficiary / health worker as desired by them 

ii. To send relevant information to the beneficiary / health worker or the linked phone 

numbers in the database 

iii. To broadcast health related information to the targeted group 

4.4. Technology Components of ECD Call centre 

4.4.1. Technology Components  

a) In case State / UT is not willing to invest on infrastructure (Civil, IT and non-IT) and 

decides not to run the call centre from its own premises, it may choose to outsource 
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the call centre. In this case State / UT is not required to provide space or any other 

infrastructure to the Call centre Service Provider (ESP). Call centre Service 

Provider will develop the call centre application as per the requirements of State / 

UT, establish, deploy and operate the call centre in its own premises. 

b) Broadly, there are five types of technology that ECD contact centre should 

consider:  

i. Contact centre functionality: ACD functionality (including interaction routing 

and queuing), CTI, IVR (routing), outbound dialling 

ii. Desktop applications: CRM, customer management systems, helpdesk 

applications, agent desktop, knowledge bases, multichannel handling 

applications  

iii. Management applications: workforce management, call recording, interaction 

analytics, reporting, MIS and business intelligence, workforce optimization, 

customer experience feedback 

iv. Enabling technology: security, databases, payment technology, middleware, 

IP networks and other common architecture or hardware 

v. Other hardware: IP phones, PCs or desktop terminals, headsets, etc. 

 

S. 

No. 

Call Centre 

Solution 

Component 

Component Feature Key Requirements 

8.  Customer 

Relationship 

Management 

(CRM) 

solution 

 

Call centre provides you 

the ability to contact your 

beneficiaries to provide 

them assistance and solve 

any challenge / query / 

support. 

 

It connects the 

beneficiaries through a 

single platform that 

automates the routing, 

ticket labelling, and 

processing of incoming / 

outgoing calls.  

 

Whenever anybody calls, 

CRM track each call and 

record the observations to 

provide a full 360-degree 

view of all the internal and 

external interactions.  

 

 The customised CRM should be a 

web-based solution with seamless 

integration to the other tools such as 

IVRS, CTI, voice logger, SMS gateway 

etc. 

 It should have mechanism to integrate 

for fetching data for validation and 

pushing back the validated data to the 

data source. 

 Provide a single view to the State / UT 

for all the relevant functions as desired 

in the requirement document. 

 Complete management of service sets 

for both incoming and outgoing calls. 

 Customised call validation interface 

with all the necessary details on screen 

with a clear step-by-step validation 

steps and necessary pop ups for 

validation of key columns based on 

business rules. 

 Call back scheduling to ensure 

maximum coverage. 
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S. 

No. 

Call Centre 

Solution 

Component 

Component Feature Key Requirements 

The resources can see all 

the information related to 

that beneficiaries along 

with call logs, previous 

tickets, cases, events, 

notes, chat transcripts, 

and  

more. This information will 

help the resources to be 

more organized, efficient, 

and effective. 

 

 Should have customisable prompts for 

resources. The pop-up message that 

will be prompted to the CA while on call 

should be customizable as per 

requirements of MoHFW/State. 

 Skill based routing based on business 

rules like Data-driven routing (based 

on information stored in database 

systems), skill or profile based, last 

relationship / interaction based, service 

priority based, compliant with overall 

service levels, etc. 

 Build and customize routing strategies 

through easy-to-use point-and-click 

GUI 

 Uniform call distribution to various 

resources 

 Conferencing and live-chat facility  

 Content management / knowledge 

repository (i.e. both standard and 

temporary question bank) with a robust 

search engine to ensure efficient 

retrieval of information availability to 

resource within seconds 

9.  Interactive 

Voice 

Response 

(IVR) Menu 

System 

 

An Interactive Voice 

Response also known as 

virtual receptionist would 

be the first voice 

beneficiaries will listen to 

while contacting the ECD 

call centre. 

 

The IVR helps State / UT 

to instantly respond to 

beneficiaries and route 

call to best possible 

resource by greeting them 

with a personalized 

welcome message, and 

 Receive all inbound calls on the 

telephone number specified by the 

State / UT and prompt the callers to 

make their selection(s) 

 Identify the caller through Caller Line 

Identification (CLI) and support 

intelligent call routing based on past 

record or region 

 Update the IVRS usage details as the 

beneficiary traverses through the IVRS 

and reaches the resource 

 Programmes wise Interactive Voice 

Response (IVR) Menu 
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S. 

No. 

Call Centre 

Solution 

Component 

Component Feature Key Requirements 

communicate with them in 

their local language. 

 

The interaction happens 

through DTMF keypad 

tones. 

10.  Text to 

Speech (TTS) 

Voice is the soul of IVR or 

any system assisted 

communication in call 

centre.  

An audio response closes 

to human voice optimized 

to correctly communicate 

the context should be 

used. 

 Text-to-Speech (TTS) converts text 

into speech. The text may include 

some FAQs, emergency responses, 

etc. 

 Quality of text to speech should be 

comprehendible and understandable 

by the intended beneficiaries 

 The TTS should be able to integrate 

with the IVRS system as per the 

workflow. 

11.  Automatic 

Call 

Distribution 

(ACD) 

 

Automatic call distribution 

ensures calls are 

automatically routed to the 

right resources to ensure 

resource respond to the 

call at the earliest.  

 

It is a prerequisite as it 

helps in the systematic 

handling of inbound calls. 

 

The ACD should be 

customisable and 

configurable enough to 

handle call volumes are 

varying caller 

requirements like routing 

calls to the idle system, 

least occupied resource, 

language based routing, 

location based routing, 

etc. 

 Manages incoming calls and handles 

them based on the database and 

associated handling instructions. 

 Validate callers, make outgoing calls, 

forward calls to the right resource, 

allow call centre to record messages, 

gather usage statistics, balance the 

use of phone lines, etc. 

 Provide integration with IVRS menu 

system to intelligently route calls 

 Provide configurable system for 

whitelisting / blacklisting users 

 Automated dialling modes with 

algorithm-based dialling, progressive 

dialling, rule-based dialling, least cost 

routing, etc.  

 Queue optimization, allowing the caller 

the option to be called back 

 Abandoned call recovery, to determine 

the contact number of a missed / 

abandoned call 

12.  Voice Logger 

 

Voice Logger records all 

the incoming and outgoing 

 100% automatic call recording 
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S. 

No. 

Call Centre 

Solution 

Component 

Component Feature Key Requirements 

calls. It is a must to 

monitor the call quality to 

enables listening to 

conversation logs of caller 

and resources and 

managing call quality. 

 Optimal Compression Techniques 

should be used 

 Logger should support multiple format 

support (mp3, wav etc.) 

 Recording should be sharable 

amongst ESP personnel and MoHFW 

through email, bulk transfer for 

supervisory requirements 

 Ability to search through call details to 

locate specific calls as well as 

matching records 

13.  Computer 

Telephone 

Integration 

(CTI) 

 

Computer telephony 

integration, is a 

technology that allows 

computers to interact with 

telephone systems.  

 

CTI provides a centralized 

control over all of their 

means of communication 

through single interface.  

  

 Should be able to integrate with call 

centre application / solution 

 Call events should be handled from the 

system such as hold, retrieve hold, 

conference, transfer etc. 

 Support relevant screen pop-ups 

based on CLI, ANI (Automatic Number 

Identification), DNIS (Dialled Number 

Identification Sequence) 

 The CTI shall seamlessly integrate with 

the application to take control of the 

call flow inside the Switch / EPABX and 

allocate the most appropriate resource 

14.  Call centre 

MIS  

MIS reports are required 

for monitoring and 

evaluating statistics like 

display call volume, peak 

hours, number of calls 

missed and received, 

resource utilization, traffic 

coming from different 

regions, new and repeat 

callers, and other 

important insights. 

 

MIS reports are significant 

when making staffing 

decisions, scheduling 

resources and evaluating 

 Dashboard 

 M&E Reports 

 Performance Reports 

 All other Reports to display the 

performance of various services 

rendered by call centre 
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S. 

No. 

Call Centre 

Solution 

Component 

Component Feature Key Requirements 

the performance of 

individual resource, 

teams, departments and 

overall call centre. 

4.5. Technology advancements 

4.5.1. Cloud based Call centre: These are network-based services in which a provider 

owns and operates call centre technology by providing its services remotely in a 

subscription model. They are increasingly becoming common because the solution is 

available as a service and there is no requirement of physical hardware which eliminates 

the problem of maintaining the equipment and its upgrades. These can be easily scaled 

for business operations and their implementation is also swift. 

4.5.2. Virtual Call Centres: These centres do away with the need to have all agents in 

one physical location — instead combining the call centre infrastructure and 

geographically dispersed agents into a single, virtual entity. 

4.6. Call Centre space including ICT and Non ICT Infrastructure  

4.6.1. The bidder shall have a fully functional call centre in << >>Region. The Call centre 

proposed by the Bidder should have registration with Department of Telecom (DoT), 

Government of India, under OSP category for providing domestic call centre services with 

provision of scalability as per the requirement of State / UT.  

4.6.2. The call centre to be provided should be equipped with the required ICT 

infrastructure for smooth calling operations for various programmes of State / UT in line 

with the requirements and service levels as stated in this RFP. Broadly this would include 

network infrastructure, hardware infrastructure and telecom infrastructure. The setup, 

operation and maintenance of this infrastructure will be the responsibility of the ESP. An 

indicative requirement for the required ICT infrastructure is as given below: 

a) Network Infrastructure: The call centre should have properly laid out LAN 

infrastructure and other network equipment (such as routers, switches, firewalls etc.) 

along with required internet connectivity for connecting to required sites / 

applications of State / UT for integration /access purpose as required by State / UT.  

b) Hardware & Software Infrastructure: Based on the requirement of the project the 

ESP at the call centre needs to provide hardware (servers, SAN storage etc.), PCs, 

and the software (operating system, application servers, web servers, database 

servers, load balancers, CRM, CTI, TTS, ACD, Dialler, voice logger, IVRS solution, 

active directory, antivirus & other security solutions etc.). The system architecture 

should be designed by the ESP in such a way so that it meets the requirements of 

the programme and the performance including service levels and other 

requirements as stated in this RFP. 
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c) Telecom Infrastructure and codes: Based on the requirement of the project, the 

ESP needs to provide and make the required telecom infrastructure integrated with 

the call centre. The ESP need to get a toll free number for the project. The same 

would need to be configured by the ESP for project calling operations at the call 

centre to be proposed by the ESP. Similarly, for other programmes State / UT may 

provide a separate number or short code; and ask ESP to integrate the programmes 

with a single long / short codes available with the State / UT. Based on the seat and 

call requirements, State / UT will provide additional PRI lines to the ESP, however, 

ESP should have adequate provision of scalability based on the call volumes. The 

payment to the Telecom Service Provider (TSP) shall be done by State / UT and the 

mechanism of inbound & outbound call shall also be defined by State / UT. However, 

ESP will maintain programme wise logs for all the calls made or received in the call 

centre. State / UT may ask ESP to analyse the data provided by the TSP vis-à-vis 

the data generated from the call centre applications for correctness of the bill. 

d) The ESP may need to integrate with different TSPs with the same dialler / or may 

use multiple diallers for managing multiple projects of the State / UT. However, State 

/ UT will provide unique PRI lines for each programme. 

4.6.3. The call centre to be provided by the ESP should be equipped with the required 

non-IT infrastructure such as access control system, CCTV cameras, electricity, 

generator set, UPS, headsets / phones, air conditioning units, electrical grounding, 

furniture and fixtures, and any other civil infrastructure required for the operation of the 

project. ESP will record and manage the availability of CCTV recording, vice recordings 

access logs for the last 6 months to State / UT at any point of time. 

4.7. Call Centre Solution 

4.7.1. ESP will be required to design, develop, manage and maintain an integrated web-

based customized solution as per the requirement of the project for the respective 

programmes of State / UT for the entire duration of the contract period. The requirements 

in this regard will be provided to the selected ESP during the FRS process. The 

requirement would broadly consist of a CRM solution, IVRS solution, Voice Loggers, TTS 

etc. with respect to the scope of work specified in this RFP and subsequently detailed out 

during the requirement stage of the assignment i.e. while preparation of the FRS for the 

respective programmes. ESP shall maintain adequate and appropriate licenses for the 

application and customize them after understanding the requirements of the project by 

interacting with key officials. ESP shall migrate the existing data of project with the 

solution developed by the ESP. The developed solution should provide an easy to 

configure IVR system that supports addition and deletion of menus without any financial 

implication. The system should have provision for scheduling of messages / calls and 

capture usage details of each caller for customized treatment and its unique identification. 

The indicative set of activities that would need to be undertaken by ESP as part of 

development and implementation are as follows:  
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a) Prepare the Functional Requirement Specifications (FRS), software 

requirements specification (SRS) and developing algorithms for the project: The 

ESP shall interact with the key officials of programme division or any of its 

nominated agency for understanding the requirements for the development of 

solution. The ESP shall document the functional requirements and get it signed 

off from the programme division.  

b) Develop the GUI (Graphical User Interface) based on the FRS SRS and get it 

signed off from the respective programme division for the concerned project. 

c) Based on the approval, the ESP would develop / customize the application which 

would provide a single interface to all the components of the solution 

d) Test the Solution and ensure requisite support during audit of solution by 

programme division or its nominated agency 

e) Once approved, ESP needs to operationalize the application in compliance with 

the service levels. 

f) ESP will provide the requisite training to the operational staff on the developed 

application  

g) ESP will define the Data Protection Standards & get these approved by the 

programme division and enforce the same to ensure protection and confidentiality 

of data.  

h) Play programme details to caller through TTS in Hindi and English languages. 

The content will be developed by the ESP and approved by State / UT 

/programme division. 

i) Support Ticket with all related data logging and tracking 

j) Enable Administrators, Medical Specialists, Medical Counsellors, Supervisors, 

representatives to monitor the overall performance of the Call centre Agents and 

interact / barge in when needed 

k) Must integrate with CTI and should be able to pull IVR usage details of the caller 

including all the options selected by the caller and all details entered by caller  

l) Call centre Agent should be able to log and track each Ticket. Information of the 

escalated Tickets should be made available as and when required by the State / 

UT 

m) Maintain 100% recording of calls for a period of last 6 months. The recording 

should contain detailed call information, feedback of analysed calls, updation in 

questionnaires etc.  

n) The developed solution must provide advanced searching capabilities. The 

archived media will be provided by the ESP to the programme division 

4.7.2. The envisaged inbound solution should also have a provision for missed call 

feature. Inbound calls from the callers would be terminated after few rings and dialer will 

automatically call back to those numbers within 90 seconds. The first point of interaction 

will be the IVRS menu. IVRS menu will provide them the option to either talk with the Call 

centre Agents or listen to pre-recorded or live text-to-speech messages. ESP needs to 

have provision for the same in the call centre solution, however the mechanism for 
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inbound call handling will be decided for the respective projects by the concerned 

programme divisions of State / UT and the same shall become part of the contract to be 

signed for the concerned project.  

 

4.7.3. The system should have provision of the following: 

a) State / UT may depute its representative for monitoring and evaluation of the 

project. ESP will be responsible for providing adequate physical seating space to 

them. State / UT may provide offsite / onsite training to the agents at its own cost 

on programmes and soft skills over and above the stated training in this RFP. 

b) The development and audit of respective web services for integration at 

programme division’s end will be developed by the programme division and at 

ESP’s end will be developed by the ESP.  

c) The ESP should have mechanism for managing Disaster Recovery Plan in case 

of disaster. 

d) The ESP must provision for additional infrastructure that is required for scaling of 

application or adding new programme beyond the initial requirement for any other 

software application that needs to be developed / required for the project. 

i. The system shall be a converged communication system and shall be 

based on industry standard Communication with Server & Gateway 

architecture for providing modularity and ease of expansion. The system 

shall be capable of supporting both IP based hard phones as well as PC 

based Soft phones. 

ii. The call processing and signaling of the offered system shall be based on 

open standards. 

iii. The application should have provision to send and receive SMS and email. 

The development of the gateway for the same along with the integration 

with the SMS service provider will be managed by the ESP. However, the 

arrangement of the e-mail id and financial cost for the telecom services in 

this regard will be on account of State / UT. 

iv. The solution should have web-based GUI console for administration, 

configuration, operation & management of the system. Same interface 

should also provide support for viewing and generating reports (pre-

generated /static as well as query based real time dynamic reports). State / 

UT should also be provided web based (internet based) access to this 

interface for viewing and generating reports. 

v. The solution/platform should support call centre Routing based on 

Group/Queue, Service Levels, caller’s intent, caller’s data/caller’s profile 

vi. System shall have priority handling, queue status indicator and multiple 

group support features as detailed in this RFP 

vii. The caller must be provided announcement / music in case of queue/delay 

until the call is answered. If an agent is not available to handle a call, the 

call must queue for the next available agent. 
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viii. On transferring the call to Medical Specialists, Medical Counsellors and 

Supervisors the screen too should be transferred  

ix. The system shall allow the Supervisor, Medical Specialists and Medical 

Counsellors to observe and monitor the agents. This facility shall be 

available in following ways: 

 Observe and listen only mode 

 Conferencing Mode 

e) All components of call centre software (ACD, CRM, IVR, Dialer, call recording 

etc.) should be able to integrate with each other. Some of the key requirements / 

features expected from the components of the call centre solution is provided in 

the table below which needs to be adhered to by the ESP while developing / 

providing the call centre solution for the projects under this RFP. 

4.8. Human Resource Requirement 

a) ESP is expected to run the call centre services from its premises (i.e. call centre 

proposed by ESP) and deploy resources for implementation, operationalization 

and maintenance of call centre solution along with resources for maintaining and 

managing the calling operations at the call centre proposed for the project under 

this RFP. These resources would broadly include the operational & technical 

resource. For application development, a judicious mix of technical resources shall 

be deployed by the ESP based on the requirement of the project and as mutually 

agreed with the respective programme divisions of State / UT. However, for ECD, 

the ESP needs to provide the efforts of these resources to be deployed in their 

technical proposal and accordingly provide the required details in the financial 

formats. For all other programmes, these scope of work shall be provided by the 

State / UT and efforts will be estimated by the ESP based on requirement analysis. 

The effort analysis shall be mutually decided and agreed upon and entered into a 

contract to be signed with the respective programme divisions of the State / UT. 

However this requirement of efforts is only for one time application development 

and development of additional requirements post Go-Live pf the project as required 

and accepted by State / UT. All other cost of these technical resources including 

the maintenance of the call centre application /solution and the infrastructure shall 

be bundled in the operational resource cost by the ESP. For operational resources, 

the requirement shall be provided by the respective programme division and 

accordingly the resources / seats need to be made available at the call centre by 

the ESP. State / UT may depute its employees in Managerial positions either full 

time or part time, who will possess similar authority / powers to the one given to 

the human resources of ESP. 

b) Broadly the technical & operational resource would consist of resources as given 

in the table below: 

Operational Resources Technical Resources 

Call Centre Agents  Application Developers (for software 

development, testing etc.) 
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ANMs Database Administrator 

Counsellor Medical Specialist for drafting FAQs and 

workflow 

Medical Specialist  Business Analyst  

 

c) State / UT has the right to evaluate any member of ESP team deployed for the 

project at any stage and can reject them in case they are not found suitable. Under 

such circumstances, the ESP shall replace the resource within 2 weeks from the 

date of written intimation from State / UT. In case, a resource is replaced, ESP will 

ensure that the replaced resource should be as per the qualification / experience 

criteria specified in the RFP and necessary handover/ knowledge transfer and 

training has been provided to the resource being taken as the replacement. 

d) State / UT reserves the right to decide on the gender of the operational resources 

to be deployed for a project, based on the specific requirement of the project.  

4.9. Operational Requirement of the Call Centre 

a) This section provides operational requirement of the call centre including the 

details of the shift and operational hours, calling operations, volume of calls, 

resource requirement etc.  

i. Shifts & Operational Hours: The Call centre shall have a provision to operate 

on all 365 days a year except national holidays, in following shifts based on 

the requirement of the programme division: 

Shift Timing Opening Closing Hours No. of working days 

Day Shift XX:XX XX:XX N 

Evening Shift XX:XX XX:XX N 

Night Shift XX:XX XX:XX N 

 

ii. Calling operations 

 All the call recording and logs will be maintained by the ESP for 6 months 

for monitoring and assessment purpose. These recordings and logs will be 

provided by the ESP to State / UT in a portable usb based HDD (Hard Disk 

Drive). The HDD for the same will be provided by the State / UT. A system 

generated unique identifier will be generate by the call centre application as 

per the recommendation of EHR standards notified by the ESP to State / 

UT. 

 Inbound Calls: Call centre Agents will act as a first point of contact. The 

agents will resolve the queries of the callers. The caller may be calling on 

toll free no or short code of State / UT as the case may be. CAs will provide 

complete and accurate information as approved by the State / UT to the 

caller. In case the Call centre Agent is unable to resolve the caller's query, 

the call needs to be referred to the medical counsellor / specialist in 

conference mode. The medical counsellor / specialist will assist the agent 

in providing resolution to the caller. In case the medical counsellor / 
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specialist is also not able to resolve the query, the call centre will arrange a 

call back to the caller within 7 calendar days if the question is within the 

scope of the project.  

 Outbound calls: Outbound calls will have to be made to caller whose 

queries have not been resolved on an incoming call because of the 

unavailability of the ready information and /or inability to provide complete 

information to the caller. State / UT may also ask the ESP to arrange a call 

back to all the callers who call and leave their contact details on the IVR 

outside the working hours of the call centre. Outbound calls can also be 

made to the beneficiaries based on their contact details available or 

provided by State / UT as per the requirement of the project.  

 IVRS design and support: The details of the IVRS menu tree to be 

designed by the ESP will be provided to the ESP during the FRS stage. The 

menu of IVR will be in English and Hindi only and will support the clear Text 

-to-Speech (TTS) provision, Dual Tone - Multi Frequency (DTMF) support 

to ensure easy key pad based navigation. The IVRS deployed by ESP 

should support easy customization based on the requirements of the 

project. State / UT may ask the ESP to configure the IVRS menu from time 

to time for special messages / campaigns etc. without any financial 

implication to State / UT. 

 Volume of calls: ESP will ensure that the based on the number of 

channels, all inbound calls will be answered within 60 seconds after the call 

is logged into the application except for the calls received after working 

hours of the call centre. ESP will ensure the optimal utilisation of call centre 

agents through minimum 6 hours of actual calling (outbound and inbound 

together) per day per agent per shift on an average monthly basis.  

 Capacity Building of operational resource persons: ESP will be required 

to provide the training to all the operational resources deployed at call 

centre. The operational resource persons should be well trained on the 

application before their deployment to the project including training on soft 

skills, domain knowledge and working knowledge of application. Refresher 

training courses for the operational resource persons will also be conducted 

on half-yearly basis for all existing operational resource persons. The broad 

training requirements for the same are provided below: 

 Training on call centre solution: ESP should train / retrain its team on 

call centre solution afresh or for any changes made later on. The training 

manuals and related material for the same would be prepared by the 

ESP. ESP will provide training to Call centre Agents, other members of 

team and select personnel of programme divisions nominated by State 

/ UT. Arrangements and related activities for the training of ESP 

personnel will be the responsibility of ESP.  

 Soft-skill Training: ESP shall provide regular soft-skill training to the Call 

centre Agents for handling calls in an appropriate manner. The training 
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schedule should also include coverage of soft skills training on a periodic 

basis to maintain quality of service.  

 Domain Training: ESP shall appoint domain experts / institutions for 

providing domain-specific knowledge training to the Call centre Agents. 

The appointed domain experts / institutions of ESP will develop intensive 

domain-specific training modules. It will be the responsibility of the ESP 

to ensure that all Call centre Agents receive appropriate domain training. 

ESP shall bear all expenses incurred for this activity. 

 

4.10. Other Requirements of the Project  

This section provides details on other requirements of the project which is in the scope of 

the ESP under this RFP. These requirements are as given below: 

4.10.1. Language Requirements: The call centre solution should support Hindi, 

English and other regional languages as desired by the programme division. The 

questionnaire along with the content for the same shall be provided by State / UT along 

with the required translation into regional languages. In case State / UT desires the 

content to be developed / translated by the ESP, the efforts for the same shall be mutually 

agreed and paid to the ESP as per the rates quoted by the ESP for the content writer / 

Content translator in their financial bid. 

4.10.2. Maintenance & on-going support for project: ESP will be required to 

operate and maintain the on-going operations for the project for entire duration of the 

contract. Ongoing support during the project may also include any additional 

developments in the call centre application/solution required post Go-Live of the project. 

In case of any additional development the efforts for technical resources shall be mutually 

discussed and decided between ESP and v and the ESP shall be paid accordingly based 

on the man-month rates quoted by them in their financial bid as per the financial formats 

provided in this RFP. 

4.10.3. Information Ownership: All information processed, stored, or transmitted 

by ESP for the project belongs to State / UT. By having the responsibility to operate the 

proposed call centre, the ESP does not acquire implicit access rights to the information 

or rights to redistribute the information. The ESP understands that civil, criminal, or 

administrative penal actions may apply for failure to protect information appropriately. The 

ESP must agree to and sign a non-disclosure agreement with State / UT that all the 

information of callers as well as data will be protected using appropriate security 

measures. Any legal issues due to leak or disclosure of information of the caller or data 

will be ESP’s liability and any cost incurred for resolution of the issue will be borne by the 

ESP. 

4.10.4. Security and Privacy:  

i. ESP shall ensure that information collected directly from the caller should only be 

used for the specific purpose for which it was collected.  
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ii. Privacy of caller information guidelines must be adhered to by everyone including 

the Call centre Agents to ensure security of data.  

iii. Maintain logs including date, time, mac ID, number of Call centre Agents, 

attendance record, application logs, Call Detail Record (CDR) of PRI lines, etc. 
iv. Ensure complete and comprehensive security from unauthorized access and 

misuse. ESP should ensure for  
a. Physical Security: Security Guards, CCTV camera with recording upto 6 

months, Restricted physical entry through biometric / Access-based for data 
centre, Employee Verification and NDAs etc., 

b. Data Security: Information security measures like no USB / Mobile access. 
c. IT Infrastructure: Logs of transactional data, Hardware details, Application 

details including encryptions, Network Systems, etc. 

v. ESP should give an undertaking that all the Data security measures as per 

Government of India Information Security guidelines being followed for this 

project. 

4.10.5. Access & Audit: State / UT may depute an agency or on its own carry out 

inspection or audit of the call centre. State / UT may also depute an agency for getting 

the application audit done on security parameters. The observations of these inspections 

& audits will be incorporated by the ESP. Further security audit of the web services for 

sending and receiving the data from ESP end will be the responsibility of the ESP. 

4.10.6. Knowledge Bank Management by ESP: ESP will devise a knowledge 

bank management plan indicating the following: 

i. Creation, management and updating the knowledge bank for the project content.  

ii. Initial standard question bank (question bank developed by the ESP will be 

approved by the programme division before operationalization). 

iii. Identifying the knowledge gaps for domain specific areas and collaborate with the 

domain experts to develop appropriate content. 

iv. Maintaining the database of Frequently Asked Questions (FAQs) by callers. ESP 

will ensure that validated and updated information is available within the system 

for answering the FAQs and updating FAQs question bank on a regular basis. 

The response to new question will be approved by the programme division before 

being incorporated into the FAQs. 

4.10.7. Call Centre Access Numbers: Programme division will either provide its 

own Toll-Free / Short Code numbers based on the requirement or may ask ESP for 

integration with the existing number. In such a case, ESP will have to map such toll-free 

numbers to the PRI lines. ESP will ensure that these lines will be accessible across India 

via multiple telephony networks on a single toll – free access number.  

4.10.8. Support Services: ESP will be responsible for providing support services 

required for the project such as:  

i. Pantry Services: ESP will have the provision of the pantry along with the day-to-

day eatables / consumables required at the project site 
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ii. Physical Security: ESP will ensure the security of the call centre for the entire 

project duration in order to ensure safety and security of the physical location, 

manuals, records infrastructure etc. State / UT will not be responsible for any 

damage or loss at the Project site. 

iii. Housekeeping Activities :Housekeeping activities related to cleanliness of the site 

(which includes the desks, chairs, porch area, the windows / doors of the 

allocated premise), pest control which includes using ultrasonic machines etc. 

along with the day-to-day consumables required for the project. 

4.10.9. Publicity: Any publicity of the project by the ESP should be done only with 

the prior written permission of the State / UT. 

4.10.10. Reporting Requirement: Based on the operations, periodic reports will be 

submitted to the programme division to assess the performance of 

system/manpower/project including details on questionnaire, standard operating scripts, 

and revision thereof. Requirement for the reports with reference to call centre 

performance, data quality, service level performance, calling operation etc. shall be 

clearly defined by the programme division in the FRS / SRS. Web (internet) based access 

should also be provided to State / UT for viewing and generating reports (pre-generated 

/static as well as query based real time dynamic reports). Tentative set of reports that 

may be required by the programme division are given below: 

i. System performance report  

 Application availability  

 Dialer availability 

 Network availability  

ii. Manpower performance report 

 Availability of Call centre Agents  

 Call centre Agents attendance report  

 Number of hours of call handling & Number of calls handled  

iii. Project performance report  

 Reports generated based on the feedback of caller 

 Call status report  

 Reports containing details such as number of calls, wrong numbers, 

correct numbers and duration of calls etc. 

4.10.11. Complaint Handling Mechanism 

i. ESP needs to design a detailed escalation matrix for resolving the complaints 

raised by the stakeholders. The escalation matrix will be approved by the State / 

UT at the time of kick-of meeting and as desired by the State / UT to ensure 

compliance with the SLAs defined in the RFP.  

ii. Any complaint regarding provision of services (covered under the Project) from 

the stakeholder shall be taken very seriously by the v. Onus to prove such 

complaint is invalid, would lie with the ESP. In case any such complaint is found 

true and reasonable, the ESP may be penalized by the State / UT (depending on 
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the facts and seriousness of complaint). Remedial action may also be taken by 

the State / UT which can even include termination of contract. 

 

5. PROJECT TENURE 

5.1.1. State / UT intends that the contract / work order shall be for a period of <> year(s). 

The contract / work order may be extended for another<> year(s) on the sole discretion 

of the State / UT on the rates, terms and conditions provided in RFP. 

6. DELIVERABLES AND TIMELINES 
Outsourced model will require ESP to design and develop application and customize the 

call centre software and deploy resources for calling operation at their own premise. The 

call centre will be operated at the outsourced location and ESP will own and manage all 

the resources. An indicative set of deliverables and timelines is given below: 

S. No. Activities Deliverables Timelines 

1. Project Kick-off date Work Order To 

2. Requirement gathering FRS / SRS To + 15 days 

3. Develop the application Application To + 45 days 

4. UAT sign-off Approval Report To + 50 days 

5. 

Onsite training and 

handholding of the resource 

persons 

Training manual 

and questionnaire 

To + 55 days 

6. Go-Live of the project Go-Live Certificate Tg (To + 61 days) 

7. 
Operation and maintenance 

phase 

Periodic reports Post Tg as per the 

requirement 

8. 
Exit management phase (at the 

time of exit for handholding) 

Completion 

certificate 

As per RFP 

 

 

7. INSTRUCTIONS TO THE BIDDER 

7.1. General 

7.1.1. The information contained in this RFP document or subsequently provided to the 

bidders, whether verbally or in documentary or any other form by or on behalf of State / 

UT or any of its employees or advisers, is provided on the terms and conditions set-out 

in this RFP, and such other terms and conditions subject to which, such information is 

provided. 

7.1.2. This RFP is not an agreement and is neither an offer nor invitation by State / UT 

to the prospective bidders or any other person. The purpose of this RFP is to provide 

interested parties with information that may be useful to them in the formulation of their 

proposals pursuant to this RFP. This RFP includes statements, which reflect various 

assumptions and assessments arrived at by State / UT in relation to the project. Such 

assumptions, assessments and statements do not purport to contain all the information 

that each bidder may require. This RFP may not be appropriate for all persons, and it is 
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not possible for State / UT, its employees or advisers to consider the objectives, technical 

expertise and particular needs of each party who reads or uses this RFP. The 

assumptions, assessments, statements and information contained in this RFP, may not 

be completely accurate, adequate or correct. Each bidder should, therefore, conduct its 

own investigations and analysis and should check the accuracy, adequacy, correctness, 

reliability and completeness of the assumptions, assessments and information contained 

in this RFP and obtain independent advice from appropriate sources.  

7.1.3. Information provided in this RFP to the bidders is on a wide range of matters, some 

of which depends upon interpretation of law. The information given is not an exhaustive 

account of statutory requirements and should not be regarded as a complete or 

authoritative statement of law. State / UT accepts no responsibility for the accuracy or 

otherwise for any interpretation or opinion on the law expressed herein.  

7.1.4. State / UT, its employees and advisers make no representation or warranty and 

shall have no liability to any person including any bidder under any law, statute, rules or 

regulations or tort, principles of restitution or unjust enrichment or otherwise for any loss, 

damages, cost or expense which may arise from or be incurred or suffered on account of 

anything contained in this RFP or otherwise, including the accuracy, adequacy, 

correctness, reliability or completeness of the RFP and any assessment, assumption, 

statement or information contained therein or deemed to form part of this RFP or arising 

in any way in this selection process.  

7.1.5. State / UT also accepts no liability of any nature whether resulting from negligence 

or otherwise however caused arising from reliance of any bidder upon the statements 

contained in this RFP. 

7.1.6. State / UT may in its absolute discretion, but without being under any obligation to 

do so, update, amend or supplement the information, assessment or assumption 

contained in this RFP.  

7.1.7. The issue of this RFP does not imply that State / UT is bound to select a bidder or 

to appoint the selected bidder, as the case may be, for the project and State / UT reserves 

the right to reject all or any of the proposal without assigning any reasons whatsoever.  

7.1.8. The bidder shall bear all its costs associated with or relating to the preparation and 

submission of its proposal including but not limited to preparation, copying, delivery fees, 

expenses associated with any demonstrations or presentations which may be required 

by State / UT or any other costs incurred in connection with or relating to its proposal. All 

such costs and expenses shall remain with the bidder and State / UT shall not be liable 

in any manner whatsoever for the same or for any other costs or other expenses incurred 

by a bidder in preparation of submission of the proposal, regardless of the conduct or 

outcome of the selection process. 

7.1.9. While every effort has been made to provide comprehensive and accurate 

background information and requirements and specifications, bidders must form their own 

conclusions for the execution of the project to meet the requirements as stated in the 

RFP. Bidders and recipients of this RFP may wish to consult their own legal advisers in 

relation to this RFP. 

7.1.10. All information supplied by bidders may be treated as contractually binding 
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on the bidders, on successful award of the assignment by the State / UT on the basis of 

this RFP. 

7.1.11. No commitment of any kind, contractual or otherwise shall exist unless and 

until a formal written contract has been executed by or on behalf of State / UT. Any 

notification of preferred bidder status by State / UT shall not give rise to any enforceable 

rights by the bidder. State / UT may cancel this public procurement at any time prior to a 

formal written contract being executed by or on behalf of State / UT. 

7.1.12. This RFP supersedes and replaces any previous public documentation and 

communications and bidders should place no reliance on such communications. 

7.2. Compliant bids / Completeness of Response 

7.2.1. Bidders are advised to study all instructions, forms, terms, requirements and other 

information in this RFP document carefully. Submission of the bid shall be deemed to 

have been done after careful study and examination of the RFP document with full 

understanding of its implications. 

7.2.2. Failure to comply with the requirements of this RFP may render the bid non- 

compliant and the bid may be rejected.  

7.2.3. Bidders must: 

i) Include all documentation specified in this RFP; 

ii) Follow the format of this RFP and respond to each element in the order as 

set out in this RFP; 

iii) Comply with all requirements as set out within this RFP. 

iv) Failure to comply with the requirements of this paragraph may render the 

bid non- compliant and the bid may be rejected. 

7.3. Pre-Bid Meeting and Clarifications 

7.3.1. Pre-bid Meeting 

a) State / UT shall hold a pre-bid meeting with the prospective bidders on the date, 

time and venue mentioned in Important Dates for RFP table. The bidders will have 

to ensure that their queries for pre-bid meeting should reach Nodal Contact Person 

mentioned in the Fact Sheet by e-mail or in person, on or before date and time 

mentioned in Important Dates for RFP table. 

b) The queries should necessarily be submitted in the following format: 

 

S. No. 

RFP document reference(s) 

[Section, clause and page 

number(s)] 

Content of RFP 

requiring clarification(s) 
Points of clarification 

1.    

2.    

3.    

 



Page 63 of 126 

 

c) State / UT shall not be responsible for ensuring that the bidders’ queries have been 

received by State / UT. Any requests for clarifications received after the indicated 

date and time may not be entertained by State / UT. 

7.3.2. Responses to Pre-Bid Queries and Issue of Corrigendum 

a) State / UT will endeavor to provide timely response to all queries. However, State 

/ UT makes no representation or warranty as to the completeness or accuracy of 

any response made in good faith, nor does State / UT undertake to answer all the 

queries that have been posed by the bidders. 

b) At any time prior to the last date for receipt of bids, State / UT may, for any reason, 

whether at its own initiative or in response to a clarification requested by a 

prospective bidder, modify the RFP document by a corrigendum. 

c) The corrigendum (if any) and clarifications to the queries from all bidders will be 

posted on the State / UT website. Any such corrigendum shall be deemed to be 

incorporated into this RFP. 

d) In order to provide prospective bidders reasonable time for taking the corrigendum 

into account, State / UT may, at its discretion, extend the last date for the receipt 

of bids. 

 

7.4. Key Requirements of the Bid 

7.4.1. RFP Document Fees 

a) RFP can be purchased at the address and dates and in the manner as mentioned 

in the Fact Sheet. 

7.4.2. Right to Terminate the Process 

a) State / UT may terminate the RFP process at any time and without assigning any 

reason. State / UT makes no commitments, express or implied, that this process 

will result in a business transaction with anyone. 

b) This RFP does not constitute an offer by State / UT. The bidder's participation in 

this process may not result in State / UT selecting the bidder to engage towards 

execution of the contract. 

 

7.5. Preparation of Bids 

7.5.1. Language of the Bid 

The bid prepared by the bidder, as well as all correspondence and documents relating to 

the bid exchanged by the bidder and State / UT shall be written in English language only. 

7.5.2. Documents Constituting the Bid 

The bid submitted by the bidder shall comprise of the following documents: 

a) Prequalification bid in the formats specified in the RFP. 

b) Technical bid in the formats specified in the RFP. 
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c) Financial bid in the formats specified in the RFP. 

d) Any other information that is to be submitted during the course of bidding process. 

7.6. Prequalification-cum-Technical Criteria 

If there is a change in the status of the bidder which may lead to non-compliance to the 

pre-qualification-cum-technical criteria mentioned in Annexure of this volume of the RFP, 

at any stage during the bid process till the award of the contract, the bidder should 

immediately bring the same to the notice of State / UT. In this case the State / UT may 

take appropriate steps which may also lead to rejection of bid.  

7.7. Consortium 

Consortium, Joint Venture, subcontracting and outsourcing may not be required for the 

project. 

7.8. Prequalification-cum Technical Bid 

a) Prequalification-cum-Technical bid shall comprise of the cover letter, details and 

documents of the bidder meeting the prequalification criteria and an undertaking, 

(for contents and formats kindly refer Annexures). Further, bidder has to submit 

Prequalification-cum-Technical bid in a single envelope as prescribed in this RFP. 

b) It may be noted that any reference / mention of the financial quote or price schedule 

in the prequalification bid shall be at the bidder’s risk and may result in rejection of 

the bid. 

7.9. Financial Bid 

a) The financial bid should comprise of the price schedule in accordance with 

Annexure. Bidders may ensure that the financial bid is in the same format as 

provided in the RFP and non-adherence to these formats shall be at the bidder’s 

risk and may result in rejection of the bid. 

7.10. Bid Price 

7.10.1. Prices in the Price Schedule 

a) As part of its quote, the bidder shall provide each line item wise break-up of the 

financial bid, separately stating the taxes payable thereon, as per the format 

provided in Annexure of the RFP. In case the break-up is not given separately as 

per the formats provided, the bidder would run the risk of being disqualified.  

b) The financial bid should strictly conform to the formats to enable evaluation of bids. 

A special care must be taken to ensure that the bid does not have any hidden costs 

or conditional costs, as this shall make the bid liable for outright rejection.  

7.10.2. Separation of Price Components 

a) The price components furnished by the bidder in accordance with Annexure of the 

RFP, will be solely for the purpose of facilitating the comparison of bids by the 

State / UT. This will not in any way limits the right of State / UT to contract on any 

other terms specified in the RFP. 
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b) Prices quoted by the bidder shall be fixed and no variation will be allowed under 

any circumstances. No open-ended bid shall be entertained and the same is liable 

to be rejected straightaway. 

7.11. Bid Currencies 

Prices shall be quoted in Indian Rupees (INR). 

7.12. Bid Security / Earnest Money Deposit (EMD)  

7.12.1. Amount of EMD 

The bidder shall furnish, as part of its bid, EMD for the amount and in the manner 

as mentioned in the Fact Sheet.  

7.12.2. Currency of Bid Security / EMD 

The bid security shall be furnished in Indian Rupees (INR). 

7.12.3. Requirement of Bid Security / EMD 

The bid security / EMD is required to protect State / UT against the risk of bidder’s 

conduct, which would warrant the security’s forfeiture, pursuant to section <>Error! R

eference source not found.. 

7.12.4. Discharge of Bid Security / EMD of Unsuccessful Bidder 

Unsuccessful bidder’s bid security / EMD will be discharged / returned as promptly as 

possible on award of the project to successful bidder. 

7.12.5. Discharge of EMD of Successful Bidder 

The successful bidder’s bid security / EMD will be returned subsequent to receipt of the 

Performance Bank Guarantee from the bidder pursuant to section <>. 

7.12.6. Forfeiture of EMD 

The EMD can be forfeited if a bidder 

i) Withdraws its bid during the period of bid validity or 

ii) Does not accept the correction of errors as provided in this RFP. 

iii) In case of the successful bidder, if the bidder fails 

 To sign the contract in accordance with the conditions of the RFP. 

 To furnish performance security as per the conditions provided in this RFP. 

7.13. Rejection of Bid 

Any bid not secured in accordance with the RFP, shall be rejected by State / UT, without 

any further correspondence, as non-responsive. 

7.13.1. Period of Validity of Bids 

1.1.1.1. Validity Period 



Page 66 of 126 

 

i. Bids shall remain valid for for the period mentioned in the Fact Sheet. State / UT 

holds the right to reject a bid valid for a period shorter than this period as non-

responsive, without any correspondence. 

ii. In exceptional circumstances, State / UT may solicit the bidder’s consent to an 

extension of the period of validity. The request and the response thereto shall be 

made in writing. Extension of validity period by the bidder should be 

unconditional. The bid security shall also be suitably extended. A bidder may 

refuse the request without forfeiting the bid security. A bidder granting the request 

will not be permitted to modify its bid. 

7.13.2. Format and Signing of Bid 

a) Number of Copies of Bid 

The bidder shall submit the bid documents as per the details given below: 

b) Original copy of the bid: This would consist of the following: 

i) Original copy of prequalification-cum-technical bid in hard copy format, duly 

stamped and signed by the authorized signatory on every page in ink. 

ii) Original copy of financial bid in hard copy format, duly stamped and signed 

by the authorized signatory on every page in ink. 

iii) Soft copy of prequalification-cum-technical bid in a CD. 

 

c) Duplicate copy of the bid: This would consist of the following: 

i) Duplicate copy of prequalification-cum-technical bid in hard copy format, 

duly stamped and signed by the authorized signatory on every page in ink. 

ii) Soft copy of the duplicate copy of the prequalification-cum-technical bid in 

a CD. 

Note: The original and duplicate copies should be exactly same. Any deviations / 

discrepancies found in the content of the two may lead to rejection of the bid. The bidder 

should submit its bid in the prescribed pro-forma only. If any bidder fails to submit its bid 

in the prescribed manner, the bid shall be summarily rejected. 

  

7.13.3. Enclosing of Bid 

The original and duplicate copies of bid should be enclosed in envelopes and marked 

‘Envelope A – Original’ and ‘Envelope B – Duplicate’ respectively and sealed. Both these 

envelopes should be enclosed in another envelope indicating the title of the RFP. The 

envelope should also indicate the name and address of the bidder to enable the bid to be 

returned unopened in case it is declared “late”. 

7.13.4. Mailing Address for Bids 

The inner and outer envelopes shall be addressed to the Nodal Contact Person as 

mentioned in the Fact Sheet. 

7.13.5. Responsibility of State / UT 
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If the outer envelope is not sealed and marked as required by section <> above, State / 

UT will assume no responsibility for the bid’s misplacement or premature opening. 

7.13.6. Authentication of Bid 

The original / duplicate copies of the bid shall be type written and shall be signed in ink 

by a person or persons duly authorized to bind the bidder to the bid. The letter of 

authorization shall be supported by a valid written power-of-attorney or Board resolution, 

accompanying the bid. Scanned or digitized signatures are not permitted. Non-adherence 

to this clause would make the bid liable for rejection. 

7.13.7. Validation of interlineations in Bid 

Any interlineations, erasures or overwriting shall be valid only if the person or persons 

signing the bid have authenticated the same with signature. 

7.13.8. Rejection of Bid 

The bid has to be submitted in the form of printed document. The bids submitted by Telex, 

fax or e-mail shall not be entertained. Any condition put forth by the bidder non-

conforming to the bid requirements shall not be entertained at all and such bid shall be 

rejected. 

7.13.9. Deadline for Submission of Bids 

a) Last Date for Submission 

The bids (prequalification, technical and financial) must be received by Nodal 

Contact Person mentioned in ‘Fact Sheet’ not later than date and time mentioned 

in ‘Important Dates for RFP’ table. In the event of the specified date for the 

submission of bids being declared a holiday for State / UT, the bids will be received 

up to the appointed time on the next working day.  
b) Extension for Last date for Submission 

State / UT may, at own discretion, extend the deadline for submission of bids by 

amending the bid document in which case all rights and obligations of State / UT 

and bidders previously subject to the deadline, will thereafter be subject to the 

deadline as extended. 
c) Late Bids 

Any bid received by State / UT after the deadline for submission of bids prescribed 

by State / UT will be summarily rejected and returned unopened to the bidder. 

State / UT shall not be responsible for any postal delay or non-receipt / non-

delivery of the documents. No further correspondence on this subject will be 

entertained. 

7.13.10. Modification and Withdrawal of Bids 

a) Written Notice 
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The bidder may modify or withdraw its bid after the bid submission provided that 

the State / UT receives written notice of the modification or withdrawal before the 

expiration of deadline prescribed for submission of bids. 
b) Authentication and Submission 

The bidder’s notice shall be duly authenticated and submitted to the Nodal Officer 

mentioned in Fact Sheet before the expiration of deadline for submission of bids. 
c) Last Date for Notice 

No bid may be modified subsequent to the deadline for submission of bids. No bid 

may be withdrawn in the interval between the deadline for submission of bids and 

the expiration of period of bid validity. Withdrawal of a bid during this interval may 

result in the forfeiture of bidder’s EMD. 

7.13.11. Bid Opening and Evaluation of Bids 

a) Opening of Prequalification-cum-Technical bids 

State / UT will open all Prequalification-cum-Technical bids in the presence of 

bidders’ representatives who choose to attend the Prequalification bid opening at 

the date and time mentioned in Important Dates for RFP table above at a venue 

that will be communicated by the State / UT. The bidders’ representatives who are 

present shall sign a register evidencing their attendance. Firstly Prequalification-

cum-Technical bid envelopes will be opened by a committee. The committee will 

check whether the following documents are present in the Prequalification-cum-

Technical bid envelop: 

i) Bid cover letter 

ii) Tender fee 

iii) EMD 

iv) Prequalification criteria checklist 

v) Prequalification-cum-Technical bid 

The committee will only check whether these documents are present in the 

Prequalification-cum-Technical bids. Bids which have any of the above mentioned 

documents missing will not be considered for further evaluation. In the event of the 

specified date of bid opening being declared a holiday for the State / UT, the bids 

shall be opened at the appointed time and location on the next working day. 
b) Evaluation of Prequalification-cum-Technical bids 

Prequalification-cum-Technical bids will be evaluated in detail by State / UT in 

subsequent days. Evaluation of bids by State / UT shall not be questioned by any 

of the bidders. State / UT may ask bidder(s) for additional information, visit to 

bidder’s site and / or arrange discussions with their professional, technical faculties 

to verify claims made in the bid document by the bidder. If any bidder does not 

provide the information sought by the State / UT or denies access to the sites / 

personnel, the State / UT will make its own assumptions for evaluation. The bidder 

will have no right to question these assumptions. 
c) Clarification on Prequalification-cum-Technical bids 
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During evaluation of bids, State / UT may, at its discretion, ask the bidder for a 

clarification of its bid. The request for clarification and the response shall be in 

writing. If the response to the clarification is not received before the expiration of 

deadline prescribed in the request, State / UT reserves the right to make its own 

reasonable assumptions at the total risk and cost of the bidder which may also 

lead to rejection of the bid. 
d) Completeness of Prequalification-cum-Technical bids 

State / UT will examine the bids to determine whether they are complete, whether 

they meet all the conditions of the RFP and whether any computational errors have 

been made, whether required security and tender fee have been furnished, 

whether the documents have been properly signed and whether the bids are 

generally in order. 
e) Rejection of Prequalification-cum-Technical bid 

If a bid is not responsive and not fulfilling all the conditions it will be rejected by 

State / UT and shall not subsequently be accepted. 
f) Opening of Financial bids 

The Financial bids of the eligible bidders will be opened in the presence of bidders’ 

representatives who choose to attend the financial bid opening on date and time 

to be communicated to all the eligible and qualified bidders. The bidders’ 

representatives who are present shall sign a register evidencing their attendance. 

The name of bidder, bid prices, discount, etc. will be announced at the meeting. In 

the event of the specified date of bid opening being declared a holiday for the State 

/ UT, the bids shall be opened at the appointed time and location on the next 

working day. The bidders whose bids do not qualify Prequalification-cum-

Technical evaluation may collect their un-opened financial bids from the Nodal 

Officer after intimation from the Nodal Officer. 
g) Rectification of errors 

Arithmetical errors will be rectified on the following basis. If there is a discrepancy 

between the unit price and the total price that is obtained by multiplying the unit 

price and quantity, the unit price shall prevail and the total price shall be corrected. 

If there is a discrepancy between words and figures, the amount in words shall 

prevail. If the bidder does not accept the correction of errors, its bid will be rejected 

and its bid security may be forfeited. 

Note: 

a) Information relating to the examination, clarification, evaluation and comparison of 

bids and recommendations for the signing of a contract shall not be disclosed to 

bidders or any other persons not officially concerned with such process until the 

award to the successful bidder has been announced. Any attempt by a bidder to 

influence the State / UT processing of bids or award decisions may result in the 

rejection of its bid. 

b) No bidder shall contact State / UT on any matter relating to its bid, from the time 

of the bid opening to the time the work order is issued / contract is awarded. If the 
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bidder wishes to bring additional information to the notice of State / UT, it should 

be done in writing and addressed as mentioned earlier in the RFP. 

c) Any effort by a bidder to influence the employees of State / UT / members of 

evaluation committee in the process of examination, clarification, evaluation and 

comparison of bids and in decisions concerning issuance of work order / award of 

contract, shall result in the rejection of its bid. 

7.14. Award of Contract 

7.14.1. State / UT’s right to accept any bid and to reject any bid or all bids 

State / UT reserves the right to accept or reject any bid and to annul the bidding 

process and reject all bids at any time before the project is awarded, without 

thereby incurring any liability to the affected bidder or bidders, with or without 

assigning any reason. 

7.14.2. Notification of Award 

a) Notification to Bidder: Before the expiry of the period of validity of the bid, State 

/ UT shall notify the successful bidder in writing by registered letter or by e-mail or 

by fax, that its bid has been accepted. The bidder shall acknowledge in writing the 

receipt of the notification of award and will enter into agreement with the respective 

programme divisions based on their requirement. The date and time for the same 

shall be notified to the ESP in writing by the respective programme divisions of 

State / UT. 

b) Signing of Contract: The contract shall be signed on all the pages by the 

person(s) duly authorized to bind the successful bidder to the contract. The stamp 

of the organization shall also be affixed on each page of the contract. State / UT 

may discuss certain terms with successful bidder before signing of the contract. 

The bidder with whom the contract is signed will be the ‘Call Centre Service 

Provider (ESP).  

c) Discharge of EMD: Upon the successful signing of the contract, State / UT shall 

promptly request the ESP to provide performance bank guarantee. On receipt of 

the performance bank guarantee, State / UT shall discharge / return the EMD to 

ESP. 

d) Expenses for the Contract: The incidental expenses of execution of agreement 

/ contract shall be borne by the ESP. 

e) Failure to Abide by the Contract: The conditions stipulated in the contract shall 

be strictly adhered to and violation of any of these conditions will entail termination 

of the contract without prejudice to the rights of State / UT to impose penalties as 

specified in the bidding document and the contract. 

7.14.3. Performance Bank Guarantee  

a) The successful bidder (i.e. ESP) shall at his own expense deposit with State / UT, 

within thirty (30) working days for the date of notice of award of the contract or at 

the time of signing of the contract whichever is earlier, an unconditional and 
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irrevocable performance Security from a scheduled Commercial bank, acceptable 

to State / UT payable on demand, for the due performance and fulfilment of the 

contract by the ESP. 

b) The PBG shall be denominated in the currency of the RFP and shall be payable 

by bank guarantee. 

c) This PBG will be for an amount equivalent to 10% of Project Price, and is payable 

by the successful bidder, before signing the contract. 

d) The PBG shall be valid till the end of three months after the completion of exit 

management phase. This additional three months is required for facilitating closure 

of the project. 

e) The PBG may be discharged / returned by the State / UT upon being satisfied that 

there has been due performance of the obligations of the ESP under the work order 

/ contract. However, no interest shall be payable by State / UT on the PBG. 

f) In the event of the ESP being unable to honour the work order / contract for 

whatever reason, the State / UT would evoke the PBG. Notwithstanding and 

without prejudice to any rights whatsoever of the State / UT under the work order 

/ contract in the matter, the proceeds of the PBG shall be payable to the State / UT 

as compensation for any loss resulting from the ESP’s failure to fulfil its obligations 

under the work order / contract. The State / UT shall notify the ESP in writing of 

the exercise of its right to receive such compensation within 14 days of occurrence 

of default by ESP, indicating the contractual obligation(s) for which the ESP is in 

default. 

g) State / UT shall also be entitled to make recoveries from the ESP’s bills, PBG or 

from any other amount due to ESP, the equivalent value of any payment made to 

ESP due to inadvertence, error, collusion, misconstruction or misstatement. Any 

such occurrence should be brought to the notice of State / UT. 

7.14.4. Annulment of Award 

Failure of the successful bidder to comply with the requirements of the RFP shall 

constitute sufficient ground for the annulment of the award and forfeiture of the 

EMD. 

 
8. KEY TERMS & CONDITIONS 
State / UT may add, modify or delete any or all the terms and conditions as per the 

requirement of the project. Some of the terms that may be covered in the RFP are listed 

below for reference only. 

8.1. Changes to the Project 

The State / UT and the ESP recognize that for providing better and improved services 

changes are an inevitable part of delivering services and that a significant element of this 

change can be accomplished by re-organizing processes and responsibilities without an 

effect on the cost. A change may involve, but is not restricted to the submission of updated 
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information technologies and related services. The ESP will endeavor, wherever 

reasonably practicable, to manage change without any change in the terms of payment 

as stated in the Payment Schedule mentioned in RFP and the State / UT will work with 

the ESP to ensure that all changes are discussed and managed in a constructive manner. 

8.2. Termination of Project 

8.2.1. Termination for default 

State / UT may, without prejudice to any other remedy for breach of RFP, by written notice 

of default sent to ESP, terminate the contract / work order in whole or in part if: 

a) The ESP fails to deliver any or all of the obligations within the time period(s) 

specified in the RFP or any extension thereof granted by the State / UT 

b) The ESP fails to perform any other obligation(s) under the work order / contract. 

c) However, the disputes if any, may be referred to Arbitration. 

8.2.2. Termination for insolvency, dissolution etc. 

State / UT may at any time terminate the contract / work order by giving written notice to 

the ESP without compensation to the ESP, if the ESP becomes bankrupt or otherwise 

insolvent or in case of dissolution or winding up of company, and such termination will not 

prejudice or affect any right of action or remedy which has accrued thereafter to the State 

/ UT. 

8.2.3. Termination for convenience 

State / UT reserves the right to terminate by prior written notice, the whole or part of the 

contract / work order. The notice of termination shall specify that termination is for State 

/ UT’s convenience, the extent to which performance of work under the contract / work 

order is terminated and the date on which such termination becomes effective. 

8.2.4. No claim certificate 

The ESP shall not be entitled to make any claim, whatsoever, against State / UT under 

or by virtue of or arising out of the contract / work order nor shall State / UT entertain or 

consider any such claim after ESP shall have signed a “no claim” certificate in favor of 

State / UT in such form as shall be required by State / UT after the works are finally 

accepted. 

8.2.5. Suspension 

State / UT may by a written notice of suspension, suspend all payments to ESP under 

the contract / work order, if the ESP fails to perform any of its obligations under the 

contract / work order, (including carrying out of the services) provided that the notice of 

suspension: 

a) Shall specify the nature of the failure and 

b) Shall request the ESP to remedy such failure within a specified period from the 

date of issue of such notice of suspension. 

8.2.6. Consequences of termination 
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a) In the event of termination of the contract / work order due to any cause 

whatsoever, whether consequent to the stipulated term of the contract / work order 

or otherwise, the State / UT shall be entitled to impose any such obligations and 

conditions and issue any clarifications as may be necessary to ensure an efficient 

transition and effective Business Continuity of the project which the ESP shall be 

obliged to comply with and take all available steps to minimize loss resulting from 

that termination / breach and further allow and provide all such assistance to State 

/ UT and / or the successor ESP, as may be required to take over the obligations 

of the erstwhile ESP in relation to the execution / continued execution of the scope 

of the project. 

b) Nothing herein shall restrict the right of the State / UT to invoke the PBG and other 

guarantees furnished hereunder and pursue such other rights and / or remedies 

that may be available to the State / UT under law. 

c) The termination of contract / work order shall neither affect any accrued right or 

liability of either party nor affect the operation of the provisions of the contract / 

work order that are expressly or by implication intended to come into or continue 

in force on or after such termination. 

8.2.7. Withdrawal by the ESP 

Withdrawal of ESP from the project at any point of time during project duration shall 

constitute sufficient grounds for the termination of contract / work order. If State / UT gets 

the work done from elsewhere, the difference in the cost of getting the work done will be 

borne by the erstwhile ESP. 

8.3. Indemnity 

The ESP shall indemnify the State / UT in respect of any costs or damages howsoever 

arising out of or related to breach of warranty or representation, contract / work order or 

statutory duty, or tortious acts or omissions by the ESP or the ESP’s personnel or any 

claims made against the State / UT by third parties in respect thereof. 

8.4. Mechanism for Complaint Handling 

ESP will submit a detailed escalation matrix in its proposal for resolving complaints raised 

by the State / UT. The escalation matrix will be approved by the State / UT. Any complaint 

regarding provision of services (covered under the project) from the stakeholder shall be 

taken very seriously by the State / UT. Onus to prove such complaint is invalid, would lie 

with the ESP. In case where any such complaint is found true and reasonable, the ESP 

may be penalized by the State / UT (depending on the facts and seriousness of 

complaint). Remedial action may be taken by the State / UT which may include 

termination of contract / work order. 

8.5. Dispute Resolution 

8.5.1. If any dispute of any kind whatsoever shall arise between the State / UT and the 

ESP in connection with or arising out of the project, including without prejudice to the 

generality of the foregoing, any question regarding its existence, validity, or termination, 
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or the operation of project (whether before or after Go-Live and whether before or after 

the termination, abandonment, or breach of the contract / work order), the parties shall 

seek to resolve any such dispute or difference by mutual consultation. If the parties fail to 

resolve such a dispute or difference by mutual consultation within <> days, upon expiry 

of which either party may move to the notification of arbitration described in Section 6.5.1. 

8.5.2. In case of any doubts about a section of the RFP, the interpretation given by the 

State / UT shall be final and binding, till the time any other interpretation is ordered in 

pursuance to the RFP. 

8.5.3. Notwithstanding anything stated in the RFP, and while the process of resolution of 

differences as stated above is underway, the ESP shall continue to provide services for 

this project, without any disruption or dilution in accordance with the Service Level 

Agreement. 

8.6. Arbitration 

In the event of any dispute relating to the import or meaning of any terms and conditions 

which could not be solved amicably by the parties, the parties may refer the matter to the 

Arbitrator, agreeable to both the parties, to be appointed by State / UT on the request of 

either of the parties for arbitration in consonance with the provisions of the Arbitration and 

Conciliation Act, 1996 (Act 26 of 1996), on the designated reference in dispute. All legal 

proceedings shall lie to the jurisdiction of courts situated in <>. 

8.7. Limitation of Liability 

Provided the following does not exclude or limit any liabilities of ESP in ways not permitted 

by applicable law: 

8.7.1. The ESP shall not be liable to the State / UT, whether in contract or otherwise, for 

any indirect or consequential loss or damage, loss of use, loss of production, or loss of 

profits or interest costs, provided that this exclusion shall not apply to any obligation of 

the ESP to pay liquidated damages to the State / UT 

8.7.2. There shall be no limitation of liability in case of any damages for bodily injury 

(including death) and damage to real property, tangible personal property, intangible 

personal property and intellectual property rights. 

8.7.3. However, where there has been misconduct, gross negligence, dishonesty or fraud 

on behalf of the ESP, the ESP’s liability under the contract / work order shall be subject 

to the amount of its financial limit of this project. 

8.8. Force Majeure 

8.8.1. Event of Force Majeure 

A Force Majeure event means any event or circumstance or a combination of events and 

circumstances, which: 

a) Is beyond the reasonable control of the affected Party; 

b) Such Party could not have prevented or reasonably overcome with the exercise of 

reasonable skill and care; 
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c) Does not result from the negligence of such Party or the failure of such Party to 

perform its obligations under the contract / work order; 

d) Is of an incapacitating nature and prevents or causes a delay or impediment in 

performance; 

e) May be classified as all or any of the following events: 

i. Non-political Events 

1. Act of God, including earthquake, flood, inundation, landslide, 

exceptionally adverse weather conditions, storm, tempest, hurricane, 

cyclone, lightning, thunder, volcanic eruption, fire or other extreme 

atmospheric conditions; 

2. Radioactive contamination or ionizing radiation or biological 

contamination except as may be attributable to the ESP’s use of 

radiation or radio- activity or biologically contaminating material; 

3. Strikes, lockouts, boycotts, labour disruptions or any other industrial 

disturbances as the case may be not arising on account of the acts 

or omissions of the ESP and which affect the timely implementation 

and continued operation of the project; or 

4. Any event or circumstances of a nature analogous to any of the 

foregoing. 

ii. Political events 

1. Change in law, other than any change in law for which relief is 

provided under the RFP / contract / work order; 

2. Any judgment or order of any court of competent jurisdiction or 

statutory authority in India made against the ESP in any proceedings 

for reasons other than failure of the ESP to comply with applicable 

laws or required consents or on account of breach thereof, or of any 

contract, or enforcement of the contract / work order or exercise of 

any of its rights under the contract / work order; 

3. Expropriation or compulsory acquisition by the ESP or any of their 

nominated agencies of any material assets or rights of the ESP; 

4. Unlawful or unauthorized revocation of, or refusal by any authority 

other than the State / UT or any of their nominated agencies to renew 

or grant any consents required by the ESP to perform its obligations 

without valid cause, provided that such delay, modification, denial, 

refusal or revocation did not result from the ESP’s inability or failure 

to comply with any condition relating to grant, maintenance or 

renewal of such required consents applied on a non-discriminatory 

basis; 

5. Any requisition of the project by any other authority; 

6. Any requisition of the project by the State / UT or any of their 

nominated agencies. 
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7. For the avoidance of doubt, suspension of the project in accordance 

with the provisions of the contract / work order shall not be 

considered a requisition for the purposes of Force Majeure event. 

iii. Other events 

1. An act of war (whether declared or undeclared), hostilities, invasion, 

armed conflict or act of foreign enemy, blockade, embargo, 

prolonged riot, insurrection, terrorist or military action, civil 

commotion or politically motivated sabotage, for a continuous period 

exceeding seven (7) days. 

2. If either party is prevented, hindered, or delayed from or in 

performing any of its obligations under the contract / work order by 

an event of Force Majeure, then it shall notify the other in writing of 

the occurrence of such event and the circumstances of the event of 

Force Majeure within <> days after the occurrence of such event. 

3. For the avoidance of doubt, it is expressly clarified that the failure on 

the part of the ESP to implement any disaster contingency planning 

and backup and other data safeguards in accordance with the terms 

of contract / work order against natural disaster, fire, sabotage or 

other similar occurrence shall not be deemed to be a Force Majeure 

event. For the avoidance of doubt, it is further clarified that any 

negligence in performance of services which directly causes any 

breach of security like hacking would not qualify under the definition 

of “Force Majeure”. In so far as applicable to the performance of 

services, ESP will be solely responsible to complete the risk 

assessment and ensure implementation of adequate security 

hygiene, best practices, processes and technology to prevent any 

breach of security and any resulting liability there from (wherever 

applicable). 

8.8.2. Notification procedure for Force Majeure 

a) The affected Party shall notify the other Party of a Force Majeure event within <> 

days of occurrence of such event. If the other Party disputes the claim for relief 

under Force Majeure it shall give the claiming Party written notice of such dispute 

within <> days of such notice. Such dispute shall be dealt with in accordance with 

the dispute resolution mechanism in accordance with the relevant Section. 

b) Upon cessation of the situation which led the Party claiming Force Majeure, the 

claiming Party shall within <> days hereof notify the other Party in writing of the 

cessation and the Parties shall as soon as practicable thereafter continue 

performance of all obligations under the contract / work order. 

c) Allocation of costs arising out of Force Majeure 

i. Upon the occurrence of any Force Majeure event prior to the Effective Date, 

the Parties shall bear their respective costs and no Party shall be required 

to pay to the other Party any costs thereof. 
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ii. Upon occurrence of a Force Majeure event after the Effective Date, the 

costs incurred and attributable to such event and directly relating to the 

project (‘Force Majeure costs’) shall be allocated and paid as follows: 

1. Upon occurrence of a Non-Political Event, the Parties shall bear their 

respective Force Majeure costs and neither Party shall be required 

to pay to the other Party any costs thereof. 

2. For the avoidance of doubt, Force Majeure Costs may include 

interest payments on debt, operation and maintenance expenses, 

any increase in the cost of the services on account of inflation and 

all other costs directly attributable to the Force Majeure event. 

3. Save and except as expressly provided in this Section, neither Party 

shall be liable in any manner whatsoever to the other Party in respect 

of any loss, damage, costs, expense, claims, demands and 

proceedings relating to or arising out of occurrence or existence of 

any Force Majeure event or exercise of any right pursuant thereof. 

8.9. Access and Audit 

8.9.1. The ESP shall keep accurate and systematic accounts, files and records (‘the 

Records’). The Records shall clearly identify, among other things, the basis upon which 

invoices have been calculated and the ESP shall keep the Records throughout the 

duration of the contract / work order and for <> years following the termination of contract 

/ work order. 

8.9.2. The ESP shall upon request provide the State / UT or its representatives or audit 

officials unrestricted access to the Records in order that the Records may be inspected 

and copied. The ESP shall co-operate fully in providing to the State / UT or its 

representative’s answer to such enquiries as may be made about the Records. 

8.9.3. Where it is found by the State / UT that any overpayment has been made to the 

ESP, the ESP shall reimburse the State / UT such amount within 30 days of the date of 

the State / UT’s written demand. 

8.10. SLA Measurement and Penalties 

8.10.1. ESP would have the responsibility to escalate issue, if any, which is required 

to be discussed and resolved for the smooth operation of the project well in time. Any low 

performance as reflected in the SLA performance of the ESP would be the sole and 

complete responsibility of the ESP.  

8.10.2. The key service level requirements for project, which need to be ensured 

by the ESP during the operations and maintenance period, are given in Annexure - 3. 

These performance requirements shall be strictly adhered to by the ESP. The SLA 

monitoring shall be done/ reviewed on a monthly/quarterly basis. During the project, it is 

envisaged that there could be changes to the SLA, in terms of addition, alteration or 

deletion of certain parameters based on mutual consent of both the parties i.e. State / UT 

and ESP. 

8.10.3. Penalties: ESP will attract penalties in case of delay in completion of 
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activities. In case the overall penalty exceeds <> % of the Project Price, State / UT may 

terminate the contract / work order. Penalties applicable per week of delay in completion 

of the activities will be based on the payable amount of respective milestone mentioned 

in Section <>. 

8.11. Terms of Payment 

ESP will have to setup and operationalize the project conforming to the scope mentioned 

in the RFP. After the Go-Live of the project, ESP shall be paid based on the actual 

utilization on quarterly basis. Additional cost and other operational expenses as 

mentioned in the RFP for implementation of other requirements of State / UT, shall be 

paid additionally based as per contract / work order. 

 

S. 

No. 

Payment 

Milestones 

Time of Payment Payable Amount 

1. 

Payment for Go- 

Live of application 

Successful 

application 

development 

Payment based on the financial 

quotes provided by the ESP less 

penalties (if any) 

2. 

Periodic payment 

for operation and 

management after 

Go-Live 

After Go-Live 

during project 

Quarterly invoice raised based on 

the actual number of calling / seat 

as mentioned in the financial 

quote provided by the ESP less 

penalties (if any) 

Note: 

a) Applicable SLA deductions and other penalties for the quarter shall be deducted 

from the respective invoices raised by the ESP. 

b) ESP will be paid additionally for additional resource cost and other operational 

expenses to meet additional requirements of State / UT as per the rates mentioned 

in the contract / work order. 

c) All taxes, duties etc. shall be payable by the ESP. However, in case of change or 

revision of service tax or its equivalent in any new tax structure, the payment will 

be made as applicable. The documentary evidences for payment of applicable tax 

will be submitted by the ESP. 

d) The mandatory taxes / duties etc. as applicable shall be deducted by State / UT.



Page 79 of 126 

 

ANNEXURES 
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1. ANNEXURE 1: PREQUALIFICATION-CUM-TECHNICAL CRITERIA 
(Indicative – To be finalised by the State) 

 

State / UT may design its own Prequalification-cum-Technical criteria to screen the 

capable bidders for the bidding process. State / UT may refer the following table for 

identifying and designing the Prequalification-cum-Technical criteria for their RFP. Some 

sample forms are also attached below that are related to the suggested Prequalification-

cum-Technical criteria. State / UT may like to hold discussion with prospective bidders to 

firm up the Prequalification-cum-Technical criteria to ensure sufficient participation in the 

bidding process. 

S. 

No. 

Prequalification-cum- 

Technical Criteria 

Proof Required Check 

List 

(Yes/ No) 

Page 

Reference 

 

1. 

Cover letter with 

undertaking  

Form 1 

 Yes / No Page No. 

2. 

The bidder should have 

an average annual 

turnover of not less 

than Rupees <> Crores 

from business 

operations for last 

three financial years. 

Form 2 

Audited financial 

statements (reflecting 

overall turnover) / annual 

report containing 

financial statements for 

the last three financial 

years  

and 

A certificate duly 

certified by the statutory 

auditor of the bidder 

clearly mentioning the 

average annual turnover 

of the bidder for last 

three financial years 

Yes / No Page No. 

3. 

The bidder should have 

an average annual 

turnover of at least 

Rupees <> Crores from 

call centre operations, 

for last three financial 

years 

Form 3 

A certificate duly 

certified by the statutory 

auditor of the bidder 

clearly mentioning the 

average annual turnover 

of the bidder from call 

centre operations for last 

three 

financial years 

Yes / No Page No. 
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S. 

No. 

Prequalification-cum- 

Technical Criteria 

Proof Required Check 

List 

(Yes/ No) 

Page 

Reference 

 

4. 

The bidder should have 

a fully functional 

multilingual call centre 

facility with at least <> 

operational seats in < 

location> Form 4 

An undertaking from the 

authorized signatory of 

the bidder, certifying the 

same along with a copy 

of a valid OSP license 

Yes / No Page No. 

5. 

The bidder should be a 

company registered in 

India under Companies 

Act 1956 (as amended 

from time to time) for a 

period of at least 3 

years as on the date of 

submission of the bid 

Form 5 

Copy of Certificate of 

Incorporation / 

Registration 

Yes / No Page No. 

6. 

The bidder should 

submit valid 

authorisation details of 

the person(s) signing 

the bid document Form 

6 

Power of Attorney 

OR 

Certified copy of Board 

Resolution 

Yes / No Page No. 

7. 

The bidder (each 

member in case of 

consortium) should 

have a positive Net 

Worth (Paid up Share 

Capital plus Free 

Reserves after 

deducting accumulated 

Losses / Fictitious 

Assets) as on date of 

submission of the bid.  

Form 7 

Statutory Auditor’s 

certificate mentioning 

net worth 

Yes / No Page No. 

8. 

As on the date of 

submission of the bid, 

Bidder (each member 

in case of consortium) 

should not have any 

undisputed statutory 

No statutory dues 

certificate signed by 

authorised signatory 

Yes / No Page No. 
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S. 

No. 

Prequalification-cum- 

Technical Criteria 

Proof Required Check 

List 

(Yes/ No) 

Page 

Reference 

 

liability outstanding for 

more than 6 months 

from the date such 

dues had become 

payable for payment as 

on date of submission 

of the bid. 

Form 8 

9. 

Experience of bidder in 

managing call centre 

operations with 

minimum of 3 projects 

involving inbound or 

outbound calling 

process of at least <> 

seats or <> Lakh call in 

an year each on 

outsourced model for 

any Government entity 

/ PSU / Banks within 

the last 5 years in India 

Form 9 

Relevant client 

certificate for managing 

call centre operations 

Or 

Work order/LOI along 

with the project 

completion certificate or 

equivalent document 

stablishing the said 

criterion 

Yes / No Page No. 

10. 

As on date of 

submission of the bid, 

the bidder should not 

be blacklisted by any 

Government entity in 

India. 

Form 10 

Certificate duly signed 

by authorised signatory 

Yes / No Page No. 

11. 

Bidder should not have 

withdrawn from similar 

government projects or 

should not have any 

contract termination 

from similar project 

with Government 

entities on account of 

non-performance in the 

last 3 years. 

Form 11 

Certificate duly signed 

by authorised signatory 

Yes / No Page No. 
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S. 

No. 

Prequalification-cum- 

Technical Criteria 

Proof Required Check 

List 

(Yes/ No) 

Page 

Reference 

 

12. 

The bidder should have 

submitted the tender 

fee (non-refundable) 

and the EMD as 

mentioned in the RFP. 

Form 12 

a. Tender Document 

Fee: 

Demand Draft or proof of 

payment 

b. EMD: Bank guarantee 

/ Fixed Deposit receipt 

Yes / No Page No. 

 

The details for the above along with the documentary proofs as required should be 

provided in the formats as provided subsequently in this part of the Annexure 1. 

 

2. ANNEXURE 2: FORMS 
Form 1: Cover Letter 

[On the letterhead of the organization] 

To 

Nodal Officer (As per fact sheet) 

Address 

Sub: “Selection of Call-centre Service Provider (ESP)” 

 

Dear Sir, 

 

1. Having examined the RFP, Annexures, addenda and pre-bid clarifications, thereto, 

we, the undersigned, in conformity with the said RFP, offer to provide the said services 

on terms of reference to be signed upon the award of contract/ work order for the sum 

indicated as per our financial bid. 

2. We acknowledge having received all the addenda / pre-bid clarifications to the 

RFP: 

3. We have read the provisions of the RFP and confirm that these are acceptable to 

us. We further declare that additional conditions, variations, deviations, suggestions if 

any, found in our bid shall not be given effect to. 

4. We undertake, if our bid is accepted, to provide the services comprised in the RFP 

within time frame specified, starting from the date of receipt of notification of award from 

State / UT. 

5. We agree to abide by this bid for a period of <  > days from the date of bid 

submission and it shall remain binding upon us and may be accepted at any time before 

the expiration of that period. 

6. We agree to execute a contract or accept a work order in the form to be 

communicated by State / UT, incorporating all terms and conditions with such alterations 

or additions thereto as may be necessary to adapt such contract/ work order to the 

circumstances of the standard and notice of the award within time prescribed after 

notification of the acceptance of this bid. 
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7. We agree that if any day during the entire project duration, our act breaches the 

RFP terms and conditions or we express our inability to execute the project, State / UT 

reserves all the rights to terminate the contract / work order and appropriate penalty will 

be borne on us.  

8. We hereby confirm that we do not have any conflict of interest in accordance with 

the RFP.  

9. We confirm that we will be responsible for the security of all the data captured or 

shared with our system. We further undertake that both our company (including 

subsidiaries and parent companies) and directors are directly or indirectly not managing 

hospitals, health insurance, pharmacy and related work which as conflict with the 

operations of call centre. Further, after termination of the contract / work order or at the 

end of Project, we will not enter into any similar field that may raise a conflict with the 

operations specified in the contract / work order. 

10.  Unless and until a formal contract / work order is prepared and executed, this bid 

together with your written acceptance thereof shall constitute a binding agreement. 

11.  As security for the due performance of the undertaking and obligation of the bid, 

we submit herewith a Bank guarantee or Fixed Deposit Receipt bearing number 

____________ dated __________ drawn in favour of <> for an amount of <> (Rs in 

words) payable at <>. 

12.  We understand that if the details given in support of claims made above are found 

to be untenable or unverifiable, or both, our bid may be rejected without any reference to 

us. We also understand that if there is any change in our prequalification-cum-technical 

criteria status till the date of award of contract to the ESP, it is our responsibility to inform 

State / UT of the changed status at the earliest. 

13.  We further clearly understand that State / UT is not obliged to inform us of the 

reasons for rejection of our bid. 

 

Dated this  

Signature 

 

(Bidder Seal) 

__________________ 

In the capacity of 

 

Duly authorized to sign bids for and on behalf of: 

 

Form 2: Annual Turnover 
 

[On the letterhead of the Statutory Auditor] 

 

We hereby certify that total annual turnover and average turnover from business 

operations of M/s ____________________ (name of the bidder) for the last three years 

are as given below: 
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Annual turnover for the last 3 financial years in Indian Rupees (in Crores) 

Year 1 

(<>) 

Year 1 

(<>) 

Year 1 

(<>) 

Year 1 

(<>) 

    

 

(Signature of Statutory Auditor) 

Name of Statutory Auditor: 

Name of Statutory Auditor Firm: 

Seal of Statutory Auditor Firm: 

 

Form 3: Annual Turnover from call centre operations 

[On the letterhead of the Statutory Auditor] 

 

We hereby certify that the total annual and average turnover of 

M/s____________________ (name of the bidder) for the last three years are as given 

below: 

 

 

Annual turnover from call centre operations for the last 3 Financial Years (in Crores) 

Year 1 

(<>) 

Year 2 

(<>) 

Year 3 

(<>) 

Average 

    

 

 

(Signature of Statutory Auditor) 

Name of Statutory Auditor: 

Name of Statutory Auditor Firm: 

Seal of Statutory Auditor Firm: 

 

Form 4: Experience of multilingual call centre of minimum <> operational seats 

[On the letterhead of the Organisation] 

 

This is to certify that ---------------------- (name of the organization), having registered 

office at ---------------------- (address of the registered office) is operating a call centre 

with capacity of more than <> operational seats from ________________ (location of 

call centre) with valid OSP license as on date of submission of the bid. 

 

Signature of the Authorized Signatory: 

Name of the Authorized Signatory: 
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Name of the Bidder: 

Seal of the Bidder: 

 

Form 5: Certificate of Incorporation 

Bidder Name:  

Incorporated as ____________________ in year ____________ at 

___________________. 

Registration Number  

 

Signature of the Authorized Signatory: 

Name of the Authorized Signatory: 

Name of the Bidder: 

Seal of the Bidder: 

Supporting Documents: Please enclose copy of Certificate of Incorporation. 

 

Form 6: Format of Power of Attorney for bid 

 

POWER OF ATTORNEY 

 

(On Stamp Paper of relevant value) 

 

Know all men by these presents, we       (name of the 

company and address of the registered office) do hereby appoint and authorize Mr / Ms  

    (full name and residential address) who is presently employed with 

us and holding the position of       as our attorney, to do in 

our name and on our behalf, all such acts, deeds and things necessary in connection with 

or incidental to our bid document for this project, in response to the < tender no > invited 

by the State / UT, including signing and submission of all documents and providing 

information / responses to State / UT in all matters in connection with our bid. 

 

We hereby agree to ratify all acts, deeds and things lawfully done by our said attorney 

pursuant to this Power of Attorney and that all acts, deeds and things done by our 

aforesaid attorney shall and shall always be deemed to have been done by us. 

 

Dated  

 

For       

 

(Signature) 

(Name, Designation and Address) 

Accepted 

(Signature) 
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(Name, Title and Address of the Attorney) 

Seal of the Bidder:  

 

Note: 

1. The mode of execution of the Power of Attorney should be in accordance with the 

procedure, if any, laid down by the applicable law and the charter documents of the 

executants and when it is so required the same should be under common seal affixed 

in accordance with the required procedure. 

2. Also, wherever required, the bidder should submit for verification the extract of the 

charter documents and documents such as a resolution / power of attorney in favor of 

the person executing this Power of Attorney for the delegation of power hereunder on 

behalf of the bidder.  

3. In case the bid is signed by an authorized Director / Partner or Proprietor of the 

bidder, a certified copy of the appropriate resolution / document conveying such 

authority may be enclosed in lieu of the Power of Attorney. 

 

Form 7: Format for statutory auditor’s certificate (to be submitted by both lead bidder and 

consortium member in case of consortium) 

[On the letterhead of the Statutory Auditor] 

 

 

We hereby certify the net worth of M/s____________________ (name of the bidder) 

as per balance sheet of last three years are as given below: 

 

 

Net Worth for last 3 years on year end in Indian Rupees (in Crores) 

Particular 
Year 1 

(<>) 

Year 2 

(<>) 

Year 3 

(<>) 

Paid Up Share Capital 

(A) 
 

  

Free Reserves after 

deducting accumulated 

losses/ fictitious assets 

(B) 

 

  

Total (A+B)    

 

 

(Signature of Statutory Auditor) 

Name of Statutory Auditor: 

Name of Statutory Auditor Firm: 

Seal of Statutory Auditor Firm: 
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Form 8: Format for providing no default for statutory and liability payments 

[On the letterhead of the organization] 

  

  

This is to certify that ---------------------- (name of the organization), having registered 

office at ---------------------- (address of the registered office), should not have any 

undisputed statutory liability outstanding for more than 6 months from the date such 

dues had become payable for payment as on date of submission of the bid. 

  

  

Dated: 

Signature: 

Name of the Authorized Signatory: 

Name of the Bidder: 

Seal of the Bidder: 

 

Form 9: Format for experience of bidder in managing call centre operations 

Project Title:  

(Attach separate sheet for each project) 

Name and type (Government / Private) of 

client:  
Approximate value of services provided:  

Address: 

Referrals (Client side):  

Name: 

Designation: 

Role in the project: 

Contact number: 

Email Id: 

Start Date (month / year):  

End Date (month / year): 

Status of the assignment (successfully 

implemented, complemented, ongoing, 

under support / maintenance phase): 

Number of seats provided by the bidder: 
Number of resources deployed by the 

bidder: 

Operational time of the call centre for the 

project: 

Number of call centre agents deployed by 

the bidder: 

Narrative description of project: (in not more than 500 words) 

 

Description of actual services provided by your staff within the assignment: (in not more 

than 500 words) 

 

Form 10: No blacklisting certificate 

[On  the letterhead of the organization] 
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This is to certify that ---------------------- (name of the organization), having registered 

office at ---------------------- (address of the registered office), as on date of submission 

of the bid, is not blacklisted by any Government entity/ PSU in India. 

 

In case our organisation get blacklisted by any Government entity, even during contract 

period, we will inform the same to the State /UT in writing within 15 days. 

 

Date: 

Signature: 

Name of the Authorized Signatory: 

Name of the Bidder: 

Seal of the Bidder: 

 

Form 11: Non termination certificate 

[On the letterhead of the organization] 

 

This is to certify that ---------------------- (name of the organization), having registered 

office at ---------------------- (address of the registered office), as on date of submission 

of the bid, has not withdrawn and nor have been terminated  from similar government 

projects with Government entities on account of non-performance in the last 3 years 

from the date of submission of the bid. 

 

Date: 

Signature: 

Name of the Authorized Signatory: 

Name of the Bidder: 

Seal of the Bidder: 

 

Form 12: Format for bank guarantee for EMD 

Whereas ________________________________________(hereinafter called “the 

bidder”) has submitted its bid offer dated ________ for Request for Proposal (RFP) for 

“Selection of Call centre Service Provider (ESP)” (hereinafter called “the bid”) KNOW ALL 

MEN by these presents that WE _{Bank name}_ having head office at _{ head office 

Address}_(hereinafter called “the Bank”) are bound upto _{date till bid validity}_ to 

Department of <>, Government of <> (hereinafter called “Department”) in the sum of Rs 

<>/-(Rupees, in word) for which payment will and truly to be made to the Department the 

Bank binds itself, its successors and assigns by these presents. Sealed with the common 

seal of the said Bank this _________ day of ________20<>. 

 

THE CONDITIONS of this obligation are: 

 

If the bidder withdraws its bid during the period of bid validity specified by the bidder on 

the bid; or if the bidder, having been notified of the acceptance of its bid by State / UT 
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during the period of bid validity: fails or refuses to execute the contract / work order if 

required; or fails or refuses to furnish the Performance Bank Guarantee, in accordance 

with the instruction given in Request for Proposal; we undertake to pay the State / UT up 

to the above amount upon receipt of its first written demand, without the State / UT having 

to substantiate its demand, provided that in its demand the State / UT will note that the 

amount claimed by it is due it owing to the occurrence of one or both of the two conditions, 

specifying the occurred condition or conditions. This guarantee will remain in force up to 

and including and any demand in respect thereof should reach the Bank not later than 

the above date. 

 

Date: 

Place: 

(Signature/ seal of the Bank) 

 

3. ANNEXURE 3: SERVICE LEVEL AGREEMENTS AND PENALTIES 
(Indicative – To be detailed by the State) 

3.1. Service Level Agreements (SLAs)  

3.1.1. For measuring the compliance of the project to the envisaged requirement, certain 

Service Level Agreements (SLAs) related to expected levels of service (i.e. baseline 

service level) must be ensured by the ESP. Payment to the ESP may be linked to the 

SLA metrics defined in the RFP based on the requirement of the project. 

 

3.1.2. The SLAs may consist of some parameters for ensuring the desired performance 

level of the project and may be summarized in a metrics with clearly defined measurable 

methodology. Below is a sample SLA which may be referred by the State / UT while 

preparing their own RFP. 

 

S. No. Metric 
Weightage 

(in % out of 100) 

1. Beneficiaries Contacted A% 

i. 
Percentage of beneficiaries validated in a defined 

periodicity by Agents for calling. 
 

ii. 

Percentage of beneficiaries contacted in a defined 

periodicity by ANMs, counsellor and Medical Specialist 

(or cluster wise) for counselling. 

 

2. Question bank / content creation B% 

i. 
Creation of standard question bank and revised 

question response in case of any additional query. 
 

3. Availability C% 

i. 
Project application uptime (% of time for which the 

project application was available during the operational 
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hours excluding scheduled maintenance as agreed by 

State / UT, if any). It will be total cumulative uptime of 

application and calculated as ‘Total uptime of 

application in minutes ÷ Total minutes of operations in a 

day’. 

ii. 

Percentage availability of manpower: SLA will be 

calculated based on the number of resource persons 

present against the number of days of presence 

required for the resource persons on site. 

 

4. Feedback on call centre performance D% 

i. 
SLA will be calculated based on the feedback received 

/ ascertained about the performance. 
 

ii 
Reports / statistical analysis of data individual wise, 

team-wise, district wise, module wise, etc. 
 

5. Key call centre parameters E% 

i. 

Average call handling time (including talk time as well 

as time on which the call was on hold). SLA will be 

monitored based on the Average Handling Time (AHT) 

of the project. 

 

ii. 

Agent occupancy rate: The SLA will be monitored based 

on the time that the Call centre Agents spend on actual 

calling. The unit of measurement for this metric is 

percent average time in minutes spent by all Call centre 

Agents per hour speaking on calls. 

 

iii Quality ratings of calls  

iv 
Voice recordings / CCTV recordings/ Access card 

details  

 

v 
Ratings based on feedback and sentiment analysis, (if 

any) 

 

 

The ESP will get lesser payment in case of a lower performance on any defined 

parameter. The aforementioned SLA parameters shall be measured on periodic basis as 

per the SLA parameter requirements, through appropriate SLA measurement tools. 

 

3.2. Penalties 

3.2.1. ESP will attract penalties in case of delay in completion of assigned activities. 

Penalties applicable for delay per < week / day> in completion of the following indicative 

activities will be: 

a) N1% of <periodic> payment for failing to ensure average minimum <> hours of 

actual calling per < week / days> per Call centre Agent / Medical Specialist. 
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b) N2% of <periodic> payment for failing to ensure audio recordings of the calls as 

per contract / work order. 

c) N3% of <periodic> payment for failing to ensure adequate training of resource 

persons on <monthly / quarterly> basis. 

d) N3% of <One Time Cost> payment for delay in go-Live of the project 

Note: State / UT needs to define the value of N1, N2, N3 etc. based on the severity of 

each failure. 

 

4. ANNEXURE 4: MANPOWER REQUIREMENT FOR PROJECT 
(Indicative – To be finalised by the State) 

Manpower 

requirement 
Eligibility criteria Roles and responsibilities 

Operational Resources 

Call centre 

Agents 

(English & 

Hindi)  

 At least Graduate  

 Should have 

minimum 1 year of 

experience in call 

centre 

 Should have 

excellent 

communication 

skills in Hindi and 

English 

 Should be below 

40 years of age 

 Will be responsible for resolution of 

inbound / outbound calls as per workflow 

 Will be responsible for validation of 

records & registration of beneficiaries 

 Will assist in resolution of queries 

 Will be responsible for transferring 

the calls of beneficiaries to ANMs, 

Counsellors, Medical Specialist etc. 

ANMs  At least Graduate 

ANM with 

minimum 2 years 

of experience  

 Should have 

excellent 

communication 

skills in Hindi and 

English 

 Should be below 

40 years of age 

 Will be responsible for resolution of 

inbound / outbound calls as per workflow 

 Will be responsible for transferring 

the calls of beneficiaries to Counsellors, 

Medical Specialist etc. 

Counsellor  At least Graduate 

in social sciences 

or equivalent with 

minimum 1 years 

of counselling 

experience  

 Will be responsible for resolution of 

inbound / outbound calls as per workflow 

 Will be responsible for transferring 

the calls of beneficiaries to Counsellors, 

Medical Specialist etc. 
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Manpower 

requirement 
Eligibility criteria Roles and responsibilities 

 Should have 

excellent 

communication 

skills  

 Should be below 

40 years of age 

Medical 

Specialist 

 At least MBBS 

degree with 

minimum 2 years 

of work experience 

 Should be eligible 

for practicing in 

India and 

registered with 

MCI 

 Should be below 

65 years of age  

 Will be present on the floor during 

the operating hours to provide the 

necessary medical assistance required for 

addressing queries of the callers 

/beneficiaries 

 Will be responsible for providing 

medical expertise to formulate responses 

to health queries posed by callers 

/beneficiaries  

 Will evaluate the quality of health 

advice offered to the callers / beneficiaries 

by Call centre Agents based on the 

knowledge /question bank. 

 Technical Resources 

Application 

Developers 

(software 

developer/ 

tester/, etc.) / 

Database 

Administrator 

/Business 

Analyst 

 At least BE / B 

Tech / MCA with 

minimum 3 years 

of experience in IT 

with atleast 1 year 

of experience in 

relevant field in call 

centre solution as 

per their profile 

 Should be below 

40 years of age 

 Will be responsible for assessment 

of the functional requirements of State / UT 

and translate the same into technical 

requirements for the project. Further, also 

provide technical inputs to State / UT 

 Will be responsible for development 

of project solution and changes in the 

application including updation of forms and 

questionnaire 

 Will be responsible for resolution, 

up-gradation and bug fixing of technical 

issues 

 

5. ANNEXURE 5: FINANCIAL FORMAT 
(Indicative – To be finalised by the State) 

This annexure presents the methodology for calculation of ‘Lowest Financial Quote (FL)’ 

which would be used for the purpose of award of work order / signing of contract of the 

technically qualified bidders. The numbers used herein for resource persons, man-

months etc. are only for the purpose of evaluation and may not depict the actual 



Page 94 of 126 

 

requirement of the State / UT as the same may vary during the operation phase of the 

project. 

 

Financial Cost Operational 

 

S. 

No. 

Resource 

Type 

Unit 

rate per 

month 

(Rs) 

(A) 

Number 

of 

resources 

(B) 

Number 

of 

months 

(C) 

Amount 

(Rs) 

(D) = A 

X B X C 

Taxes 

(Rs) 

(E) 

Total 

Cost 

(Rs) 

(F) = D 

+ E 

1. Call centre 

Agents 

(Hindi 

and English 

or regional 

language) 

 To be 

provided 

by the 

State / UT 

before 

publishing 

RFP 

To be 

provided 

by 

the State / 

UT 

before 

publishing 

RFP 

  F1 

2. ANM Nurse  To be 

provided 

by the 

State / UT 

before 

publishing 

RFP 

To be 

provided 

by 

the State / 

UT 

before 

publishing 

RFP 

  F2 

3. Medical 

Specialist  

 To be 

provided 

by the 

State / UT 

before 

publishing 

RFP 

To be 

provided 

by 

the State / 

UT 

before 

publishing 

RFP 

  F3 

4. Counsellor  To be 

provided 

by the 

State / UT 

before 

publishing 

RFP 

To be 

provided 

by 

the State / 

UT 

before 

publishing 

RFP 

  F4 
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5. Project 

Manager 

 To be 

provided 

by the 

State / UT 

before 

publishing 

RFP 

To be 

provided 

by 

the State / 

UT 

before 

publishing 

RFP 

  F5 

5. Total FO = 

F1 + F2 + F3 

+ F4 + F5 = 

Rs (in 

figures) 

   Total 

Rs (in 

words) 

  

Financial Cost Application Development Cost (One Time) 

S No Resource Type Lumpsum Cost 

1. Application Development   

2. Database Administrator  

3. Medical Specialist   

4. Business Analyst   

5. 
Total FA = F1 + F2 + F3 + F4 + F5 = Rs (in figures) Total 

Rs (in words) 

 

6. ANNEXURE 6: PROJECT PRICE 
Project Price would be calculated based on the following formula: 

 

Project Price P = (FO+ FA) + FL (1+r%) + FL (1+r%)^2 + …. + T (1+r%)^n 

 

Where: 

 

FL and FA are the Financial Quote (FL) derived in the Annexure 5 of this RFP.  

r: is the percentage annual increase on the previous year price (and the same will be 

defined by the State / UT. The value of r is generally from 5% to 15% in case of 

manpower) 
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SECTION C: TECHNICAL GUIDELINES TO ASSIST ECD 

CALL CENTRE  
  



Page 97 of 126 

 

Technical Guidelines to assist ECD Call centre 
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igyk dkWy % fo’k; ifjp; 

 

“kq:vkr % ueLdkj esjk uke-------------------------------------------------------gSa] eSa Hkkjr ljdkj@jktLFkku 

ljdkj ds LokLF; ea=ky; ds varxZr jk’Vªh; cky LokLF; dk;Zdze ls ckr dj jgh gwWa] ;s 

dkWy xHkZorh efgyk@uotkr f”k”kq ds LokLF; ls lacaf/kr tkudkjh ds fy, dh tk jgh gSA 

 

lekiu % vkidk dherh le; nsus ds fy, /kU;okn] vk”kk djrs gSa vkidk ifjokj lnk 

LoLF; jgsA 

 

gksYM % D;k eSa vkidk dkWy dks dqN le; ds fy, gksYM is j[k ldrh gwWa] rkfd bl fo’k; 

ls lacaf/kr vkidks lkjh tkudkjh nh;k tk ldsA 

 

vkWugksYM % dkWy ij cus jgus ds fy, vkidk /kU;oknA  

 

igyk dkWy % fo’k; ifjp; 

 

“kq:vkr % ueLdkj esjk uke-------------------------------------------------------gSa]@eSa MkWa------------------------ eSa Hkkjr 

ljdkj@jktkLFkku ljdkj ds LokLF; ea=ky; ds varxZr jk’Vªh; cky LokLF; dk;Zdze ls 

ckr dj jgk gwWa] ;s dkWy xHkZorh efgyk@uotkr f”k”kq ds LokLF; ls lacaf/kr tkudkjh ds 

fy, dh tk jgh gSA 

 

lekiu % vkidk dherh le; nsus ds fy, /kU;okn] vk”kk djrs gSa vkidk ifjokj lnk 

LoLF; jgsA 

 

gksYM % D;k eSa vkidk dkWy dks dqN le; ds fy, gksYM is j[k ldrh gwWa] rkfd bl fo’k; 

ls lacaf/kr vkidks lkjh tkudkjh nh;k tk ldsA 

 

vkWugksYM % dkWy ij cus jgus ds fy, vkidk /kU;oknA  
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igyk dkWy % fo’k; ifjp; 

c/kkbZ gks vki ekW cuus okyh gS] vxys 9 eghus ds ;k=k esa vkidk Lokxr gSa] gesa ;s irk gS 

fd ;g {k.k vkids thou esa cgqr gh egRiq.kZ gS vkSj dbZ ckj bldks ysdj vki fpafrr Hkh 

jgrh gksxh vkSj bl vof/k esa vkus okys cnyko ls vki ?kcjkrh Hkh gksxh] vki vius fe=ks 

o ifjtuks ls lykg Hkh ysrh gksxh vkSj dbZ ckj vki lksp es iM+ tkrh gksxh fd bl lykg 

ij fo”okl fd;k tk, ;k ughA gekjk y{; gS fd ge vkidks lgh ijkek”kZ nsdj vkidh 

lgk;rk djs vkSj vkidks fpark ls eqDr djs rkfd vkidk gksus okyk cPpk ,d mTtoy 

Hkfo’; dh vksj igyk dne c<k ldsA  

 

cPpk vkidk liuk gS] lHkh ekrk firk dh rjg] vki Hkh pkgsaxs fd vkidk cPpk vki ls Hkh 

thou esa cgqr csgrj djsA cPpk vkidk Hkfo’; gS] vkidh vk”kk gSA ;fn vki pkgrs gSa fd 

vkidk liuk lp gks] rks vkidks ;g fo”okl djus dh vko”;drk gS fd vki bls dj 

ldrs gS] ;g vkids vkSj vkids ifjokj ds gkFk esa gSA ysfdu vkidks ml egRoiwZ vof/k ds 

ckjs esa tkuuk gksxk ftlesa vkids cPps ds fnekx dk 90 izfr”kr fgLlk curk gSA ;g vof/k 

vkidh xHkkZoLFkk ds 9 eghus vkSj vkids cPps ds thou ds igys nks lky gS] ;kuh igys 

1000 fnuA  

  

D;k vki gesa lquuk ilan djsxhA D;k vki pkgsxh fd le;&le; ij ge vkidks ;kn 

fnykrs jgs fd vki ,slk D;k dj ldrh gS ftlls vki vius cPps ds mTtoy Hkfo’; ds 

fy, enn dj ldrh gS] dksbZ ,slk O;fDr ftlls vki ckr dj lds vkSj oks vkids nqfo/kk 

,oa ijs”kkuh;ksa ls vkidks jkgr ns lds] vxj vki ,slk pkgrh gS rks vki crk,] ge vkidk 

Qksu uEcj jftLVj djsxsa vkSj fu;fer varjky ij ge vki ls lEiZd cuk;s j[ksxsa] tc rd 

vkidk cPpk 2 lky dk ugh gks tkrk gSaA  
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nwljk dkWy % izFke gtkj fnuksa dh ;k=k ;k izFke frekgh dk igyk ekg@nwljk ekg@ 

rhljk ekg  

ueLdkj] eSa MkWa------------------------- LokLF; ,oa ifjokj dY;k.k ea=ky; ds jk’Vªh; cky LokLF; 

dk;Zdze ds rjQ ls cksy jgh gwWA D;k esjh ckr Jhefr--------------------------ls gks jgh gS\ vxj gkW 

rks lcls igys vkidks xHkZ/kkj.k ds fy, gkfnZd c/kkbZ! gekjs fjdkMZ ds vuwlkj vki xHkkZoLFkk 

ds izFke frekgh ds izFke ekg esa gSaA  

 

vc lcls igys vkils vuqjks/k gS dh viuk Qksu Lihdj eksM esa j[ksa D;ksafd eSa pkgrk gwWa fd 

tks tkudkfj;k vkils lk>k djus tk jgh gwWa og vkids ifjokj ds vU; lnL; tSls vkids 

ifr] lkl ,oa ifjokj ds vU; lnL; Hkh lqus rkfd thou ds ;g izFke gtkj fnu D;ksa gS 

[kkl bls og le> ldsa vkSj bl ;k=k esa vkidh enn dj ldsaA  

 

thou ds izFke gtkj fnu gSa vkids cPps ds fy, lcls [kkl! ;g ogh le; gS tc vkids 

cPps dk “kkjhfjd ,oa ekufld fodkl cgqr rsth ls gksrk gSaSA ;g le; izR;sd ekW ,oa cPPks 

ds fy, lwugjs Hkfo’; dk vk/kkj cukus dk ,d volj gS tks chrus ij okil ugh vkrkA 

blfy, bu gtkj fnuksa esa vkidks viuk ,oa vius cPPkss dk j[kuk gS fo”ks’k /;kuA gtkj 

fnuksa ls rkRi;Z gS xHkkZoLFkk ds 9 efgus ;k 270 fnu ,oa tUe ls 2 lky ;kuh 730 fnuA 

dqy 1000 fnu vkSj bldh ;k=k gekjs lq>koksa vkSj vkids dk;kZUo;u ds lkFk igys 1000 

fnuksa dh dqy ;k=kA gesa bl ;k=k esa lkFk pyus dh t:jr gSA  

 

D;ksa gSa ;s 1000 fnu [kkl\ 

D;ksfda bu gtkj fnuksa esa cPps dk fnekx lcls rsth ls fodflr gksrk gSA yxHkx 8600 

djksM+ U;wjksu ;k efLr’d ds rkj] xHkkZoLFkk ds bl 9 eghus ;k 270 fnuksa esa curs gSaA efLr’d 

dh rkjksa dh la[;k dks le>us ds fy, ;g lksp ldrs gS fd bl ns”k dh vkcknh dk ;g 

86 xquk gS vkSj ;g vkids cPps dh cqf+)eRRkk dk vk/kkj gSA xHkkZoLFkk ds 40 lIrkg esa ls 

39 lIrkg bu rkjksa ds fodkl ds fy, lefiZr gSaA muds fodkl ds fy, ekW dks vkjke djus] 

jkr dks vPNh uhan ysus] ruko ls cpus] Hkjiwj ikuh] ekSleh Qy vkSj gjh lfCt;kWa ysus dh 

vko”;drk gksrh gSA  

 

tUe ds le; cPps ds fnekx dk vk;ru ,d o;Ld ds eqdkcys dsoy ek= 20&25 izfr”kr 

gksrk gS ysfdu ,d lky esa c<+dj ;g 72 izfr”kr vkSj 2 lky esa ;g 83&85 izfr”kr rd 

gksrk gSA  

 

 

  

dqN ,slh ckrsa gS ftudk laiw.kZ xHkkZoLFkk esa j[kuk gS /;kuA 

xHkkZoLFkk ds 9 eghus dks rhu frekgh esa ckaVk tk ldrk gS] ftuesa ls çR;sd frekgh esa] 

vkiesa fof'k"V cnyko gksrk gS vkSj vkids xHkZ esa iy jgs f”k”kq dk fodkl Hkh gkss jgk gksrk 
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gS] bl iwjs vof/k ds nkSjku] ;g egRoiw.kZ gS fd vius M‚DVj@LokLF; dehZ ls ijke'kZ djs 

vkSj vius LokLF; dk /;ku j[ksA 

 

1- ruko ls cpsaA  

tks efgyk,a xHkkZoLFkk ds nkSjku cgqr ruko esa jgrh gSa] muesa vle; fMyhojh dk tksf[ke 

25&60 izfr”kr vf/kd gksrk gSA cPps dk otu de gks ldrk gSA de otu okys cPPkksa esa 

fodkl ds foyac dk [krjk c<+ tkrk gSA ?kj okyks ls lk>k djs fd os xHkZorh efgykvksa ds 

lkFk >xM+k u djsa] Hkys gh mlus xyrh dh gksA tc vki fdlh xHkZorh efgyk ij mldh 

xyf;ksa dh vksj b”kkjk djrs gSa] rks vki okLro esa ekWa ds vanj ds funksZ’k f”k”kq ij xqLlk 

fn[kk jgs gSa] ;g ifjokj dh ftEesnkjh curh gS fd cqjh [kcj dks jksdk tk, vkSj xHkZorh 

efgyk rd u igqapsA  

 

2- xHkkZoLFkk dh iqf"V vHkh rd vkius dj yh gksxhA ekgokjh ¼ihfj;M½ dk u vkuk xHkkZoLFkk 

dk ,d vke ladsr gSA iqf’V ds fy, xHkkZoLFkk tk¡p dkMZ dk mi;ksx djasA ,d ckj xHkkZoLFkk 

dh iqf"V gks tkus ij ,,u,e nhnh ds ikl iathdj.k djok,¡A 

 

3- cPps ds tUe dh frfFk dk vuqeku vkius dj yh gksxhA xHkkZoLFkk yxHkx 280 fnuksa dh 

gksrh gSA vkidk cPpk dc iSnk gksus okyk gS] ;g tkuus ds fy,] og frfFk tc vkidk 

vafre ekfld 'kq: gqvk tSls vDVwcj 10] 2018] mles lkr jkst tksM+ ysa ;k mlds vkxs ds 

7 fnu fxusa] vc ;g vDVwcj 17] 2018 gqvkA blds ckn rhu eghys ihNs tk,+a vc ;g 

tqykbZ 17] 2018] var esa ,d o’kZ tksM+sa vkSj vki igqap tk,axs cPps ds tUe dh vuqekfur 

rkjh[k vc ;g tqykbZ 17] 2019A ;kn j[ksa fd vuqekfur frfFk ges'kk ,d vuqeku gksrh gSA 

cPps vkerkSj ij vuqekfur frfFk ds 1&2 lIrkg ds Hkhrj iSnk gksrs gSaA d`I;k bls vius 

dSysaMj esa lk/kuhiwoZd vafdr djsaA  

 

4- D;k vki ,d cPps ds fyax dk p;u dj ldrs gSa\ D;k xHkZ esa fyax cnyus ds fy, dksbZ 

nok ;k mipkj ekStwn gS\ D;k eka ,d yM+dh ;k yM+ds dks tUe nsus ds fy, ftEesnkj gS\ 

ugha] vki fdlh cPps ds fyax dk p;u ugha dj ldrsA Hkys gh firk cPps ds fyax dks 

fu/kkZfjr   djrk gS] ysfdu firk dk bl ij dksbZ fu;a=.k ugha gksrkA firk ds gtkjksa 

'kqØk.kqvksa esa ls dkSu lk ek¡ ds vaMk.kq dks fu"ksfpr djsxk] bldk fu.kZ;] ekrk ;k firk] dksbZ 

ugha dj ldrkA ,slh dksbZ nok,a ;k vkS"kf/k;k¡ ugha gSa] tks vkids cPps ds fyax dks cny 

ldrh gSaA ,slh dksbZ Hkh nokb;ka] tks ,slk djus dk nkok djrh gSa] oks okLrfodrk esa cPps 

ds efLr"d ,oa vU; vaxksa dks uqdlku igqapkrs gSaA buls cpsA 

 

5-  dbZ ckj uotkr f”k”kq fofHkUu tUe nks’kksa ds lkFk iSnk gksrs gSa] ekrk firk ds :i esa eSa bls 

dSls jksd ldrk gwaA 

 gkfudkjd jlk;uksa ,oa fo"kkä inkFkksaZ ls cpsa । 
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o aaQyksa ,oa lfCt;ksa ij fNM+ds x, dhVuk'kdksa ls NqVdkjk ikus ds fy,] mUgsa dkVus ;k Nhyus 

ls igys] dqN le; ds fy, ued ds ikuh esa fHkxks nsa fQj mUgsa vPNh rjg ls /kks ysa vkSj 

ikuh Qsad nsaA  

o ckgj ls vkus okyh ysM ¼lhlk½ çnwf"kr feêh ls cpus ds fy, ?kj esa ços'k djus ls igys 

vius twrs ckgj gh mrkj nsaA xHkkZoLFkk ds nkSjku lhlk ¼ysM½ ds laidZ esa vkuk cPps ds 

ekufld fodkl dks uqdlku igqapk ldrk gSA  

o ysM mRiknksa] tSls fyfifLVd vkSj usy ikWfy”k ,oa lkSan;Z çlk/kukas dk mi;ksx djus ls igys 

mues lhlk dh ek=k dk /;ku j[ksaA  

o can dejs esa ePNj Hkxkus dh /kwi ds ctk; ePNjnkuh dk mi;ksx djsaA  

o Hkkstu dks j[kus ,oa [kkus ds fy,] IykfLVd ds crZuksa ds ctk; dkap ;k LVsuysl LVhy ds 

crZuksa dk mi;ksx djsaA 

o vius ?kj ds Q'kZ dks lkcqu vkSj ikuh ls /kks,¡A lQsn fQukby ;k vU; jlk;u dk bLrseky 

tgkWa rd laHko gks vius ?kj dh lQkbZ essa iz;ksx u djs] dsoy lkcqu vkSj ikuh dk mi;ksx 

djsaA  

o fpfdRld dh lykg ds fcuk dksbZ nok u ysaA  

 vius vki dks laØe.k ls lqjf{kr j[ksaA ;fn vkius :csyk vkSj fpdu ikWDl ds fy, oSDlhu 

xHkZ ls igys ugha fy;k gks] rks cq[kkj ;k fdlh O;fDr ds Ropk ij yky pdrs ds /kCcs gks 

;k NksVs NksVs yky nkus gks ,sls bUlku ds utnhd u tk;s vkSj mlls cgqr lko/kku jgsaA  

 fcfYy;ksa ds laidZ ls cpsaA  

 v/kids ;k ladzfer ekal [kku ls cpsaA blls VkDlksIykTeksfll (Toxoplasmosis) uked 

jksx gksus dk [krjk gksrk gSA 

 [kkuk idkus ,oa [kkus ls igys] vius gkFkksa dks lkcqu ,oa ikuh ls vPNh rjg /kks,¡A  

 V‚;ysV dk mi;ksx djus ds i'pkr lQkbZ dk /;ku j[ksaA  

 chekj O;fä;kas ds laidZ esa vkus ls cpsaA chekj O;fä;ksa ds lkFk Hkkstu] is; inkFkZ ,oa crZu 

lk>k u djsaA 

 çfrfnu 400 ekbØksxzke ¼1 VScysV½ Qksfyd ,flM ;k 5 ,eth dh ,d VScysV QksyokbV 

dh xksyh dk lsou djsa । xHkkZoLFkk ls igys vkSj xHkkZoLFkk ds nkSjku Qksfyd ,flM dk 

lsou vkids cPps esa U;qjy V~;wc nks’k vkSj tUetkr fod`fr dh laHkkouk dks de djrk gSA 

Qksfyd ,flM ;qDr Hkkstu tSls xksHkh] fHkaMh] ikyd] xktj] chUl] eVj vkfn dk lsou djsaA  

 igys rhu ighus esa vkx dh HkV~Vh ls nwj jgsaA [kkuk idkus ds nkSjku /;ku j[ksa fd [kkuk 

idkus dh vkap dh xehZ lh/ks vkids isV ij ugh vk jgh gksA ;g vkids xHkZ esa iy jgs cPps 

dks uqdlku igqWapk ldrh gSA ;g igys rhu ighus esa vko”;d gSA 

 vko”;d Vhds yxok, tSls fVVusl dk Vhdk 

 

6- xHkZorh efgyk ds fy, [kku iku ,oa [kkuk idkus laca/kh lykg% 

 xHkZ/kkj.k ds fy, lgh ,oa lVhd ek=k es Hkkstu vko';d gSA  
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 xHkZ esa ekStwn cPpk] 'kkjhfjd] ekufld vkSj HkkoukRed :i ls ekWa ij fuHkZj gksrk gSA blfy,] 

xHkZorh gksus ls igys Hkh] ekWa dh iks"k.k fLFkfr] f'k'kq ds çkjafHkd fodkl ds fy, egRoiw.kZ 

gksrh gSA  

 ekWa dks 2 O;fDr;ksa ds fy, [kkus dh vko”;drk ugha gSA vkerkSj ij yksx dgrs gSa fd ekWa 

dks vius fy, vkSj vius vanj ds fodkl”khy cPps ds fy, [kkuk gSA ysfdu mls eq[; :i 

ls Hkkstu dh xq.koRrk ij /;ku nsus dh vko”;drk gS tSls vius Hkkstu esa ekSleh Qy] gjh 

lfCt;kWa] cktjk vkfn “kkfey djsaA izfrfnu de ls de 10 fxykl ikuh dk lsou djsaA  

 çfrfnu rhu ckj Hkkstu ysa vkSj 2&3 ckj gYdk uk'rk djsaA 

  Hkkstu esa phuh vkSj ued dh ek=k de j[ksaA 

  lqfuf'pr djsa fd ek¡ ds Hkkstu esa çR;sd iks"kd lewg esa ls ,d 'kkfey gks &vukt ¼ xsgwa] 

pkoy] jkxh] cktjk] Tokj½] nw/k ,oa nqX/k mRikn] lfCt;ka ,oa Qy] eNyh@ekal ;k 

lks;kchu@e'k:e@ nky] esa ls çR;sd çdkj dk Hkkstu ysaA  

 vkids vkgkj esa vksesxk 3 ,oa vksesxk 6 QSVh ,flM dh i;kZIr ek=k f'k'kq ds çkjafHkd ekufld 

fodkl ds fy, egRoiw.kZ gksrh gSA  

 bls lqfuf'pr djus ds fy, fdlh ,d rsy ds lkFk [kkuk idkus ds ctk; igys nks vyx 

vyx izdkj ds rsy dk feJ.k djsa vkSj fQj fefJr rsy ds lkFk [kkuk idk,a tks f”k”kq ds 

fy, csgrj gksrk gSA mnkgj.k ds fy, ljlksa ds rsy ,oa pkoy dh Hkwlh ds rsy dk feJ.k 

;k fQj ljlksa ds rsy ,oa ewaxQyh ds rsy dk feJ.kA 

 [kkuk idus ds ckn gh vk;ksMhu;qä ued Mkysa ;k idkrs le; vkf[kj esa MkysaA  

 vk;ksMhu ;qDr ued dks ,d ,;j VkbV daVsuj esa j[ksa D;ksafd [kkuk idkus ds nkSjku pwYgs 

ls fudyrh lh/kh xehZ ued ds Hkhrj dk vk;ksMhu u’V dj nsrh gS fo”ks’k :i ls vxj 

ued dh “kh”kh ikl esa j[kh gksA blfy, ued dh “kh”kh dks pwYgs ls nwj j[ksA  

 lgh rjhds ls [kkuk idkus dh fof/k u ekuus ij vk;ksMhu dh gkfu 70 izfr'kr rd gks 

ldrh gSA mnkgj.k ds fy, tc vki izs”kj dqdj esa igys ued Mkyrs gS a rks vk;ksMhu dh 

vf/kdre gkfu gksrh gSA 

 ;kn j[ksaA ekrkvksa ds xHkZ esa iy jgs f”k”kq ds efLr’d ds fodkl ds fy, vk;ksMhu csgn 

t:jh gSA  

 vk;ksMhu dh nSfud vko';drk dks iwjk djus ds fy, & 1 pEep vk;ksMhu;qä ued çfrfnu 

ysaA 2 fxykl nw/k@2 dVksjh ngh@2 mcys gq, vaMs] lkFk esa ,d dVksjh ikyd çfr fnu 

ysaA  

 

7- O;k;ke dk egRo] O;k;ke laca/kh lykg% 

vkidks viuh :fp;ksa ,oa M‚DVj dh lykg ds vk/kkj ij O;k;ke djus dh dksf'k'k djuh 

pkfg,A çfrfnu 30 feuV ;ksx] rSjkdh ,oa Vgyus tSls O;;ke xHkZorh efgyk ds fy, ykHkçn 

gksrs gSaA vki ikdZ esa 5&feuV Vgyus ls 'kq: dj ldrh gSaA ;fn vki vPNk eglwl djrh 

gSa rks bls fcuk Fkds /khjs&/khjs rhl feuV rd c<+k;k tk ldrk gSA 



Page 104 of 126 

 

 

8- vkjke dk egRo] vkjke laca/kh lykg%  

xHkZorh efgyk dks xHkkZoLFkk ds çkjaHk esa gh djoV ysdj lksus dh vknr Mky ysuh pkfg,A 

djoV ysdj lksus ls cPps ds ân; esa jä çokg vklku gks tkrk gSA rhljh frekgh esa ?kqVuksa 

dks gYdk lk eksM+dj djoV ysdj ysVuk ek¡ ds fy, lcls vkjkenk;d gksrk gSA jkr esa 8 

?kaVs dh uhan ysa vkSj fnu ds nkSjku de ls de 2 ?kaVs vkjke djsaA viuh ck;ha djoV ij 

ysVsa] D;ksafd blls xHkZ esa iyus okys f”k”kq dk jDr izokg cuk;s j[kus esa enn djrk gSA 

dM+h esgur] tSls Hkkjh otu mBkus ls cpsaA vius vki dks T+;knk u Fkdk,a vkSj dqN dk;Z 

nwljksa dks djus nsaA tc Hkh laHko gks] nksigj esa ,d gYdh lh >idh ys ysaA 

 

9- nk¡r laca/kh LokLF;% 

elwM+ksa ,oa nkrksa ds jksxksa ls ihfM+r xHkZorh efgykvksa esa le; ls igys ;k de otu okys 

cPps dks tUe nsus dk tksf[ke vf/kd gksrk gSA blfy, nkarksa dh tkap djk,a pregnancy 
ds nkSjkuA lqcg ,oa jkr dks lksus ls igys & fnu esa nks ckj de ls de 2 feuV ds fy, 

vius nkarks dks fu;fer :i ls cz'k djds vius nkarks ds LokLF; dks csgrj cuk,aA ;fn vki 

elwM+ksa ,oa nkarksa dh chekjh ls ihfM+r gSa] rks vius nk¡rksa ds LokLF; ij /;ku nsa vkSj M‚DVj 

ls lykg yasA 

 

10- ekufld o HkkoukRed LokLF;% 

?kjsyw fgalk dk fojks/k djs 

vkids xHkZ esa iyus okys f”k”kq ds efLr’d ij udkjkRed izHkko Mky ldrk gSA blls cpsaA  

 

11- ¶ysoj fczt dh vo/kj.kk% 

oSKkfudksa us ik;k gS fd cPps mu [kk| inkFkksaZ dks T;knk ilan djrs gSa] tks mudh ekWa us 

Lo;a [kkuk [kk;k Fkk] D;ksdh ml [kkus dh [kq”kcq dks[k esa iuirs gq, cPps ds fnekx ij ,d 

u feVus okyh igpku cuk ysrh gS] blh dze esa vkxs py dj Lruiku djkrs oDr Hkh ,slk 

ns[kk tk ldrk gSA tSls xHkkZoLFkk ds nkSjku gjh lfCt;ksa dk mi;ksx djsa tks dks[k esa iuirs 

gw, cPps dks Lokn izkIr djus esa enn djrk gS vkSj ckn ds thou esa og mUgs vklkuh ls 

Lohdkj djrk gSA xHkkZoLFkk ds nkSjku fofHkUu vko';d iks"kd rRoksa ls ;qä dbZ çdkj ds 

[kk| inkFkZ [kk,a] rkfd vkidk cPpk ckn esa mUgsa viuk lds vkSj lc rjg dk Hkkstu [kk,A 

blls ;g Hkh lqfuf'pr gksxk fd fodkl ds lHkh pj.kksa esa vkidk cPpk LoLFk jgsxkA 

 

12- eksckby Qksu dk U;wure mi;ksx% 

eksckby Qksu dks vius 'kjhj ds laidZ esa ykus] vkSj vius isV ;k isV ds vkl ikl j[kus ls 

ijgst djsaA t#jr iM+us ij Lihdj ij ckr djsaA eksckby Qksu dk fofdj.k vkids f”k”kq 

dks xHkZ esa izfrdwy :i ls izHkkfor dj ldrk gSA  
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13- dYiuk esa vius cPps dks ns[kus ,oa le>us dh dksf”k”k djsa% 

igys rhu eghus esa% 

igyh frekgh vkids cPps ds fy, rhoz o`f) vkSj fodkl dk le; gSA bl vof/k esa] vkids 

cPps dh 'kkjhfjd lajpuk ,oa vax fodflr gksus 'kq: gks x, gSaA fny /kM+dus yxk gSA psgjs 

dh cukoV mHkj vkrh gSA ukd vkSj ckgjh dku cu tkrs gSaA cPpk gypy djuk 'kq: dj 

nsrk gS ij vHkh vkidks ;g eglwl ugha gksrkA vc vki bldh dYiuk dj ldrh gSa vkSj 

vius xHkkZ”k; esa iy jgs cPps dks eglwl dj ldrs gSaA  

 

14- bl vof/k esa fd, tkus okys dqN egRoiw.kZ tkWap%  

 vius [kwu esa vkj,p QSDVj] flQfyl ¼mina”k½ ,pvkbZoh] gsisVkbfVl ch] Fkk;j‚bM] eysfj;k] 

FkSyslhfe;k vkSj fldy lsy ,uhfe;k lfgr gheksXyksfcu ,oa jä lewg dh tkap djk,¡A  

 e/kqesg dh tk¡p ;k Xywdksl Vksyjsal ijh{k.k vo'; fd;k tkuk pkfg,A Xywdksl Vksyjsal 

ijh{k.k ds fy;s 300 feyh ikuh esa 75 xzke Xywdksl ?kksydj fi,a vkSj 2 ?kaVs ds ckn [kwu dh 

tkWap djk,aA ;fn [kwu essa Xywdkst 140 fefyxzke ;k mlls vf/kd gks] rks rqjUr MkDVj ls 

ijke'kZ djsaA  

 fu;fer :i ls CyM çs'kj ,oa otu dh tkap djk,aA  

 

15- xHkkZoLFkk dh igyh frekgh ds nkSjku lkekU; leL;k,a% 

 myVh ,oa eryh :;fn vkidks eryh dk vuqHko gks jgk gks rks] ;g gkseksZuksa esa cnyko ds 

dkj.k gks ldrk gSSA dqN xa/k vkSj pyus&fQjus ls Hkh vf/kd eryh gks ldrh gSA vPNh 

[kcj ;g gS fd vkerkSj ij igyh frekgh ds ckn eryh can gks tkrh gSA 

o [kkyh isV jgus ls cpsaA 

o [kwc rkth gok esa jgsaA 

o rkts dVs uhacw dh xa/k ysus dh dksf'k'k djsaA 

 bl le; cgqr lh efgyk,a Fkdku dk vuqHko djrh gSaA vkidk 'kjhj bl le; cPps ds 

fy, ,d ?kj ¼IyslsUVk½ dk fuekZ.k dj jgk gSA ;g dfBu dke gSA blesa vkidh cgqr lh 

ÅtkZ [kpZ gksrh gSA ;fn vkidks Fkdku vkSj eryh dk vuqHko gksrk gS rks vPNh rjg [kk,a 

vkSj vPNh uhan ysa A 

 

vk”kk gS vki gekjs }kjk crk;s lq>ko dks viuk dj vius cPps ds Hkfo’; fuekZ.k esa enn 

djsaxhA vxys ekg dh tkudkjh vkidks vxys ekg ds “kq:vkr esa nsus ds fy, eS iqu% dkWy 

d:axhA /kU;okn~A  

 

rhljk dkWy % izFke frekgh dk rhljk ekg  

ueLdkj eS MkW- ---------------vkids cPps ds thou ds izFke gtkj fnuksa dh lykgdkj cksy jgh 

gwW] dSlh gSa vki\ 
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vc lcls igys vkils vuqjks/k gS dh viuk Qksu Lihdj eksM esa ,oa ifjokj ds vU; lnL;ksa 

dks Hkh bl egRoiw.kZ tkudkjh dks lquk,Wa ftlls oks vkidh bl thou ds izFke gtkj fnu 

dh ;k=k dks vklku cukus es vkidh enn dj ldsaA 

  

mEehn gS fd thou ds izFke 1000 fnuksa ds egRo dks le>rs gw, gekjs }kjk crk;s lykg 

dk xHkkZoLFkk ds izFke frekgh esa vki mldk vuqlj.k dj jgh gSSA vk”kk gS vius xHkkZoLFkk 

ds bu fnuksa dk s vki] [kq”kh&[kq”kh fcrk jgh gksaxh vkSj blesa vkids ifjokj dk iwjk lg;ksx 

fey jgk gksxkA vkidk [kq”k jguk vkSj ruko eqDr jguk] vkidk vPNk ikSf’Vd vkgkj] lkQ 

lQkbZ dk [;ky] nkrksa ,oa elwM+ks dk [;ky] mfpr O;k;ke ,oa vkjke] ,d xksyh vkbju 

,oa Qksfyd ,flM dh jkst] vkids cPps ds fy, bl le; gS lcls [kklA lkFk gh gesa 

mEehn gS dh vHkh rd vkius viuk iathdj.k vius utnhdh LokLF; dsanz dh , ,u ,e 

nhnh ds ikl djk fy;k gksxk ,oa xHkkZoLFkk dh igyh LokLF; tkWap Hkh djk yh gksxh rFkk 

lkFk esa viuk otu] CyM izs”kj vkSj vius [kwu esa vkj,p QSDVj] flQfyl] ,pvkbZoh] 

gsisVkbfVl ch] Fkk;j‚bM] eysfj;k] FkSyslhfe;k vkSj fldy lsy ,uhfe;k lfgr gheksXyksfcu 

,oa jä lewg dh tkap ds lkFk lkFk e/kqesg dh tkWap djk yh gksxhA lkFk gh mEehn gS dh 

vHkh rd vkius VsVul ds nksuksa Mkst yxk fy;s gSaA  

 

vc ;g le; vk x;k gS dh vidks viuk xHkkZoLFkk LokLF; tkWap dEiSfu;u ¼lkFkh½ pquuk 

gS tks vkids iqjs xHkkZdky ,oa izlo ds ckn rd dh vkidh LokLF; tkWap dh ftEesnkjh 

fuHkk;sxkA  

 

vkidh lqfo/kk ds fy,] eSa vkids vkSj vkids cPps ds LokLF; ds fgr esa vuwlj.k djus ds 

fy, izeq[k lans”k nksgjkuk pkgwWaxh% 

 

1- e/kqesg dh igpku gksus ij rqjar bldk vipkj djsaA 

2- CyM izs”kj c<+s gksus ij rqjar bldk mipkj djsaA 

3- /kweziku] “kjkc vkSj dSQhu ls cpsaA 

4- fu;fer gYds QqYds O;k;ke djsa] tSls fd iSny pys ;k VgyasA  

5- vR;f/kd xehZ ls cpasA vkx ds djhc yacs le; rd u cSBsaA 

6- nar fpfdRld }kjk vius nkrks ,oa elWM+ks dh LoPNrk dh tkap djok,aA  

7- xHkkZoLFkk ds nkSjku fcfYy;ksa ds laidZ ls cpsa vkSj v/k~ids ;k cklh ¼ladzfer½ ekal ds lsou 

ls cpsaA 

8- vius gkFk dks lkQ j[kasA [kkuk cukus ,oa [kkus ds igys ,oa ckn esa] “kkSpky; ds iz;ksx djus 

ds ckn] dke ls ?kj okil ykSVus ij vius gkFk t:j lkcqu ikuh ls /kks,A  

9- ifr] lkl ,oa ifjokj ds vU; lnL;ksa ls ?kj ds NksVs cM+s dk;ksZ esa ,oa HkkoukRed lg;ksx 

visf{kr gSA 

10- eksckby Qksu dks j[ksa vius ls nwjA vxj ckr djuk gks t:jh rks Lihdj Qksu dk iz;ksx 

djsaA 
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bl vof/k esa] vkids cPps dh 'kkjhfjd lajpuk ,oa vax fodflr gksus 'kq: gks x, gSaA fny 

/kM+dus yxk gSA psgjs dh cukoV mHkj vkbZ gSA ukd vkSj ckgjh dku cu x;s gSaA cPps us 

gypy djuk 'kq: dj fn;k gS ij vHkh vkidks ;g eglwl ugha gksrkA vc vki bldh 

dYiuk dj ldrh gSa vkSj vius xHkkZ”k; esa iy jgs cPps dh vuwHkwfr dj ldrh gSA  

 

var esa vxj vkidk vkidh xHkkZoLFkk ls lEcaf/kr dksbZ leL;k ;k dksbZ iz”u gS rks mldh 

ppkZ dj ldrh gSaA eq>s vkidh enn dj gkfnZd izLkUurk gksxhA  

 

vk”kk gS vki gekjs }kjk crk;s lq>ko dks vey esa ysdj vius cPps ds Hkfo’; fuekZ.k dsa 

enn djsaxhA vxys ekg vkidk gkypky ,oa vkxs dh tkudkjh nsus ds fy;s iqu% dkWy 

d:WaxhA /ku;okn~!  

 

pkSFkk dkWy % nwljk frekgh dk pkSFkk ekg@iakpok ekg@NBk ekg 

ueLdkj eS MkW- ---------------vkids cPps ds thou ds izFke gtkj fnukas dh lykgdkj cksy jgh 

gwW ] dSlh gSa vki\ 

 

XkHkkZoLFkk ds izFke frekgh dks lQyrk iwoZd ikj djus ds fy;s vkidks c/kkbZ! mEehn gS fd 

thou ds izFke 1000 fnuksa ds egRo dks le>rs gq, gekjs }kjk crk;s lykg dk xHkkZoLFkk 

ds izFke frekgh esa vki mldk vuqlj.k dj jgh gSA vk”kk gS vius xHkkZoLFkk ds bu fnuksa 

dks vki [kq”kh&[kq”kh fcrk jgh gksaxh vkSj blesa vkids ifjokj dk iwjk lg;ksx fey jgk 

gksxkA vc vki xHkkZoLFkk ds nwljh frekgh esa izos”k dj x;h gSaA  

 

esjk ekuuk gS fd vkxs c<+us ls igys] gesa ;g lqfuf”pr djus dh vko”;drk gS dh D;k 

vki lpeqp esa thou ds izFke 1000 fnuksa ds foKku dks le>rs gq, vius jkstejkZ ds fdz;k 

dykiksa esa vius xHkZ esa iy jgs f”k”kq ds csgrj Hkfo’; dk fuekZ.k djus dh fn”kk esa vkxs c<+ 

jgh gSa\ 

blds fy;s vc eSa vkils dqN iz”u iwNwxhA ;fn vki bu iz”uks dk mrj gka esa nsrs gSa rks 

vkidh ,oa vkids ifjokj dh ljkguk dh tkrh gSA  

 

 vkius fiNyk frekgh [kq”kh&[kq”kh ,oa ruko eqDr gksdj fcrk;k vkSj vki ds ifjokj esa lHkh 

yksx [kq”k gS aA 

 vkids ?kj esa ifjokj ds lnL;kas ds chp esa csVk gS ;k csVh dks ysdj dksbZ ppkZ ugh gksrhA 

 vkius vius iks’k.k dk [;ky j[krs gq, mi;qDr ek=k esa fofo/k iks’kd lewgksa dks “kkfey djrh 

gSaA vidks [kkuk cukus ds mi;qDr fof/k ekywe gSA 

 vkius viuk iathdj.k djok fy;k gS ,oa vkidh igyh izlo iwoZ LokLF; tkap gks pqdh gSA 

 vkius viuk izlo iwoZ LokLF; tkWap djokus fd fy;s dEiSfu;u ¼lkFkh½ dk pquko dj fy;k 

gSA 
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 vki ladzked jksxksa ls cpus ds fy, lko/kkuh ,oa lkQ lQkbZ dk [;ky j[krh gSA  

 vki fofHkUu izdkj ds gkfudkjd jlk;fud] eksckby ls fudyus okyh fofdj.k] ls voxr 

gSa tks vkids cPps dks xHkZ esa izHkkfor dj ldrs gSa vkSj vki NqVdkjk ikus ds fy, vuq”kaflr 

mik;ka dk vuqlj.k djrh gSaA 

 

vc bl vof?k esa bu ckrksa dk j[kuk gS fo”ks’k ?;kuA  

 vkidks vius nakr ,oa elwM+ksa dh lkQ&lkQbZ dk j[kuk gS fo”ks’k /;kuA  

 bl vof/k esa dCt ,oa ,flfMfV gksuk lkekU; ckr gSA 

 fcuk MkDVjh lykg ds dksbZ Hkh nokbZ u ysa ,oa MkDVj dks viuh xHkkZoLFkk dh tkudkjh 

t:j nsaA  

 ;ksuh ls jDr L=ko gks ldrk gS ysfdu [kqtyh ,oa tyu gksus ij rqjUr vius MkDVj ls 

lEidZ djsaA 

 

 

 

 

bl vo/kh esa vc bu lq>koksa dk ikyu djsa 

 çfrfnu dSfY'k;e dh xksfy;ka ysuk 'kq: djsaA çfrfnu nksigj ,oa jkf= ds Hkkstu ds lkFk&lkFk 

1&1 VScysV ysuk 'kq: djsaA çR;sd dSfY'k;e VScysV esa 500 fefyxzke dSfY'k;e vkSj 250 

vkbZ;w foVkfeu Mh3 gksuk pkfg,A  

 ;fn igys u yxok;k gks] rks fVVusl dk nwljk Vhdk yxok,¡A 

 isV ds dhM+ksa ls cpus ds fy, 400 feyhxzke vkbZih vYcsUMktksy dh ,d [kqjkd ysaA 

 ;fn gheksXyksfcu 11 ls vf/kd gS] rks çfrfnu] Hkkstu ds 2 ?kaVs ckn vk;ju vkSj Qksfyd 

,flM dh 1 xksyh ysaA ;fn gheksXyksfcu ysoy 11 ls de gS] rks çfr vk;ju vkSj Qksfyd 

,flM dh 2 xksfy;k¡ ysaA 

 nwljh izlo iwoZ tk¡p ds fy, MkWDVj ;k ,- ,u- ,e- nhnh ls lEidZ djsaA 

 

vc vki dYiuk dj ldrh gSa dh xHkZ esa cPpk rsth ls c<+ jgk gSA uk[kwu vkSj cky c<+ 

x, gSaA cPpk eqLdqjk ldrk gS vkSj ekFks ij cy Mky ldrk gSA 

 

var esa vxj vkidk vkidh xHkkZoLFkk ls lEcaf/r dksbZ leL;k ;k dksbZ iz”u gS rks mldh 

ppkZ dj ldrh gSaA eq>s vkidh enn dj gkfnZd izlUurk gksxhA 

  

vk”kk gS vki gekjs }kjk crk;s lq>ko dks vey esa ysdj vius cPps ds Hkfo’; fuekZ.k dsa 

enn djsaxhA vxys ekg vkidk gkypky ,oa vkxs dh tkudkjh nsus ds fy;s iqu% dkWy 

d:WaxhA /ku;okn~!  
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ikapoka dkWy % nwljk frekgh dk ikapoka ekg@NBk ekg  

ueLdkj eS MkW- ---------------- vkids cPps ds thou ds izFke gtkj fnuksa dh lykgdkj cksy jgh 

gwW] dSlh gSa vki\ 

 

bl le; rd vkius vius xHkkZoLFkk dk vk/kk lQj r; dj fy;k gSA vc bl ckr dks 

nqgjkus dh t:jr gS fd vxys 4&5 eghus rd xHkZ esa iy jgs cPps dk 8600 djksM U;qjkWu 

¼rkj½ cuus gaSA 

 

esjk ;g ekuuk gS dh vHkh rd vkius thou ds izFke gtkj fnu ds foKkua vkSj mldh 

laHkkouk dks le>rs gq,] vius cPps ds mTtoy Hkfo’; dk fuekZ.k djus esa vki ,d vge~ 

ftEesnkjh dks lQyrk iwoZd fuHkk jgh gSaA 

 

vkidk [kq”k jguk vkSj ruko eqDr jguk] vkidk vPNk ikSf’Vd vkgkj] lkQ lQkbZ dk 

[;ky] nkrksa ,oa elwM+ks dk [;ky] mfpr O;k;ke ,oa vkjke] ,d xksyh vkbju ,oa Qksfyd 

,flM dh jkst] vkids cPps ds fy, bl le; gS lcls [kklA   

 

 vk;ju u dsoy vkids [kwu ds fy, egRoiw.kZ gS] cfYd vkids cPps ds efLr"d ds fodkl 

ds fy, Hkh vko';d gSA 

 vk;ju dh deh ls le;iwoZ fMfyojh ,oa cPps ds tUe ds le; de otu gksus dk tksf[ke 

c<+ ldrk gSA ;g cPpksa esa] fodkl esa nsjh vkSj O;ogkj laca/kh leL;k dk dkj.k cu ldrk 

gSA 

 

cgqr lh ekrkvksa dh ,d vke leL;k gksrh gS dh mudk cPpk gjh lkx lfCt;ka 

ilan ugha djrkA ¶ysoj fczt ds foKkua dks le>rs gq, ;g eku ysa dh xHkkZokLFkk 

esa tks Hkkstu vki xzg.k djsaxh vkxs vkidk cPpk Hkh mls ilan djsXkkA vki vius 

vkgkj esa lHkh ekSleh lfCt;ka ,oa Qyksa dks “kkfey djsa rkfd vkids cPps ds lkFk 

;s leL;k u vk;sA 

 

vk”kk gS dh vkius vHkh rd  

 nwljk LokLF; tkap djk fy;k gksxkA 

 vk;ju ,oa Qksfyd ,flM dh xksyh vkSj dSfY”k;e dh xksyh jkst ;kn ls ys jgh gksaxh bls 

vkxs Hkh tkjh j[kuk gSA 

 isV ds dhM+s ekjus okyh vYcasMktksy dh ,d xksyh ys yh gksxhA  

 

bl pj.k esa vki bu cnykoksa dk vuqHko dj ldrh gSa%& 

 vkidks vf/kd ilhuk vk ldrk gSA 
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 vkidks vip ;k dCt gks ldrh gSA 

 lHkh ,lhfMfV de djus dh nok,¡ xHkZorh efgykvksa ds fy, lqjf{kr ugha gksrhA mUgsa ysus 

ls igys vius MkWDVj ls iwN ysaA 

 vkidks ;ksfu lzko gks ldrk gSA ysfdu] [kqtyh ;k tyu vke ckr ugha gSA ,slk gksus ij 

vius MkWDVj ls tk¡p djok,aA 

 

bl le; vkidks vf/kd ilhuk vk ldrk gS vkSj vki vius iSjksa esa ,saBu eglwl dj ldrh 

gSaA 

 

xHkZLFk cPps ds LokLF; ,oa fodkl dh tk¡p ds fy, 18&19 osa lIrkg ds chp de ls de 

,d ckj vYVªklkmaM djok,A vYVªklkmaM ds nkSjku vki vius cPps dks vaxwBk pwlrs gq, 

ns[kus dk lkSHkkX; izkIr dj ldrs gSaA 

 

vc vki dYiuk dj ldrh gSa dh xHkZ esa cPps esa vc gkFkksa o iSjks dh js[kk,¡ cu tkrh gSaA 

cPpk xHkZ esa iSj fgyk ldrk gS vkSj eqM+ ,oa iyV ldrk gSA tc vki cSBh jgrh gSa rks og 

vf/kd lfØ; gks ldrk gSA 20 g¶rksa rd cPps dk efLr’d vkSj Luk;q ra= bruk fodflr 

gks tkrk gS fd /ofu vkSj çdk'k ds çfr og çfrfØ;k dj ldsA 

 

var esa vxj vkidk vkidh xHkkZoLFkk ls lEcaf/kr dksbZ leL;k ;k dksbZ iz”u gS rks mldh 

ppkZ dj ldrh gSaA eq>s vkidh enn dj gkfnZd izlUurk gksxhA  

 

vk”kk gS vki gekjs }kjk crk;s lq>ko dks vey esa ysdj vius cPps ds Hkfo’; fuekZ.k dsa 

enn djsaxhA vxys ekg vkidk gkypky ,oa vkxs dh tkudkjh nsus ds fy;s iqu% dkWy 

d:WaxhA /ku;okn~!  

 

NBk dkWy % nwljk frekgh dk NBk ekg  

ueLdkj eS MkW- --------------vkids cPps ds thou ds izFke gtkj fnuksa fd lykgdkj cksy jgh 

gwW] dSlh gSa vki\ 

 

vk”kk gS dh vkius vHkh rd  

 nwljk LokLF; tkap djk fy;k gksxkA 

 vk;ju ,oa Qksfyd ,flM dh xksyh vkSj dSfY”k;e dh xksyh jkst ;kn ls ys jgh gksaxh bls 

vkxs Hkh tkjh j[kuk gSA  

 isV ds dhM+s ekjus okyh vYcsMktksYk dh ,d xksyh ys yh gksxhA 

 

bl vof/k esa ;g t:jh gS dh vki  

 ckj&ckj [kk,a vkSj vPNh rjg ls [kk,aA  
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 vxj igys u gqbZ gks rks nwljh izlo&iwoZ tk¡p djok,¡A 

 vxj igys u fd;k x;k gks rks vkj,p QSDVj lfgr jä xzqi VsLV djok,aA 

 ;fn vkidk Xywdkst Vksyjsal 'kq: esa udkjkRed Fkk rks bl tk¡p dks 24 ls 28 g¶rs ds chp 

nksckjk djok,¡A 

 

;s phtsa ges'kk vius ikl j[ksa 

 vius cPps dh fMyhojh djokus okys M‚DVj ;k ulZ dk uke] irk vkSj Qksu uacjA 

 vLirky tkus dk lcls rst vkSj lcls vklku ekxZ dh tkudjhA 

 ,Ecqysal lsok dk Qksu uacj ¼102@108½ 

 

fQj ls vkidks ;kn fnyk nwWa dh vkidk [kq”k jguk vkSj ruko eqDr jguk, vkidk vPNk 

ikSf’Vd vkgkj] lkQ lQkbZ dk [;ky] nkrksa ,oa elwMksa+ dk [;ky] mfpr O;k;ke ,oa vkjke] 

,d xksyh vkbju ,oa Qksfyd ,flM dh jkst] ,d xksyh dSfY”k;e dh jkst] vkids cPps ds 

fy;s bl le; gS lcls [kklA  

 

vc vki dYiuk dj ldrh gSa dh xHkZ esa vc vkidk cPpk vkidh vkokt vkSj laxhr lqu 

ldrk gSA mldh vka[ksa [kqyh gksrh gSaA vkidk cPpk pkjksa vksj ?kwerk gSA tc og vkids isV 

esa lh/kk ;k dks[k esa uhps gksrk gS rks vki mls eglwl dj ldrh gSaA vkidk cPpk vc lksus 

vkSj tkxus yxk gSA 

 

pqfd vc vkidk cPpk lquus yxk gS] vki mlls [kwc ckrsa djs] ;g u le>sa dh og dqN u 

le> jgk gS] vki ,slk djus ls mlds czsu ds rkjksa dks tksM+us esa mldh enn dj jgh gSa 

tks vkxs pydj mlds le> dks fodlhr gksus esa enn djsxkA  

 

vkidh nwljh frekgh dh lekfIr ikl vkus ij] vki vuqHko djsaxh fd vkids xHkkZ'k; esa 

ekalisf'k;ka l[r ;k dBksj gksuh 'kq: gks tkrh gSa vkSj fQj /khjs&/khjs <+hyh gksrh gSaA bUgsa 

czsDlVu&fgDl ladqpu dgk tkrk gS vkSj ;s lkekU; gksrs gSaA ;s ladqpu izlo ihM+k ugha gSaA 

;s ladqpu vkids xHkkZ'k; dks izlo ds fy, rS;kj djrs gSaA ;s ladqpu fu;fer ugha gksrs 

vkSj buls vkerkSj ij nnZ Hkh ugha gksrkA ;s dHkh Hkh vkSj dgha Hkh gks ldrs gSa vkSj dqN 

lsdsaM ls 2 feuV rd gksrs jgrs gSaA xHkkZoLFkk ds vafre dqN g¶rksa esa ;s ladqpu vf/kd gks 

ldrs gS vkSj izlo rd ,slk py ldrk gSA 

 

var es vxj vkidk vkidh xHkkZoLFkk ls lEcaf/kr dksbZ leL;k ;k dksbZ iz”u gS rks mldh 

ppkZ dj ldrh gSaA eq>s vkidh enn dj gkfnZd izlUurk gksxhA  

 

vk”kk gS vki gekjs }kjk crk;s lq>ko dks vey esa ysdj vius cPps ds Hkfo’; fuekZ.k dsa 

enn djsaxhA vxys ekg vkidk gkypky ,oa vkxs dh tkudkjh nsus ds fy;s iqu% dkWy 

d:WaxhA /ku;okn~!  
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lkroka dkWy % rhljk frekgh dk lkroka@vkBoka@uoe ekg  

ueLdkj eS MkW- ----------------vkids cPps ds thou ds izFke gtkj fnuksa dh lykgdkj cksy jgh 

gwW ] dSlh gSa vki\ 

 

xHkkZoLFkk ds nwljh frekjh dks lQyrk iwoZd ikj djus ds fy, vkidks c/kkbZ! 

 

mEehn gS fd thou ds izFke 1000 fnuksa ds egRo dks le>rs gw, gekjs }kjk crk;s lykg 

dk xHkkZoLFkk ds izFke frekgh esa vki mldk vuqlj.k dj jgh gSA vk”kk gS vius xHkkZoLFkk 

ds bu fnuksa dks vki [kq”kh&[kq”kh fcrk jgh gkasxh vkSj blesa vkids ifjokj dk iwjk lg;ksx 

fey jgk gksxkA vc vki xHkkZoLFkk ds rhljh frekgh esa izos”k dj x;h gSaA  

 

rhljh frekgh 28 lIrkg ls “kq: gksrh gS vkSj 40 lIrkg rd pyrh gSA ;g vafre pj.k gS 

tgka f”k”kq dk vf/kdre out] ÅWapkbZ vkSj flj ifjf/k curh gSA dkWfVZdy efLr’d dk 50 

izfr”kr fodkl 37&39 lIrkg ds chp gksrk gSA rhljh frekgh ds nkSjku] cPps dk fodkl] 

out c<+uk tkjh jgrk gS] vkSj cfFkZax izfdz;k dh rS;kjh “kq: gks tkrh gSA iw.kZ vo/kh ;k 40 

lIrkg ds djhc cPps dk tUe gksus ls og izlo dz; vkSj ekWa ds “kjhj ds ckgj ds okrkoj.k 

dk lkeuk djus ds fy;s vius vki esa T;knk l>e gksrk gSA blfy, ;g t:jh gS dh vki 

izkd`frd rksj ij izlo gksus rd bartkj djsaA 

 

bl vo/kh esa vkidks bu ckrksa dk j[kuk gS /;ku%  

 rhljh izlo iwoZ tk¡p ds fy, MkWDVj ;k ,- ,u- ,e- nhnh ls lEidZ djsaA 

 dSfY”k;e vkSj vk;ju o Qksfyd ,flM dh xksyh ysrh jgsasaA 

 tSls tSls vkidk cPpk fodflr gksrk gS] vkidks cPps dh vf/kd gypy eglwl gksxhA 

vkerkSj ij nksigj vkSj 'kke ds le;] vkids cPps dh gypy lokZf/kd gksrh gSA tc vkidk 

cPpk lksrk gS rks vkidks mldh gypy eglwl ugh gksxhA  

 

vius cPps ls ckrphr djrs jgsaA vkids xkus vkSj i<+dj dgkfu;k¡ lqukus ls u dsoy vkidk 

cPpk vPNh rjg ls fodflr gksxk] vfirq mlls vkidk yxko Hkh c<+sxkA firk dks Hkh vius 

cPps ls ckrphr djuh pkfg,A 

 

vc vki dYiuk dj ldrh gSa dh xHkZ esa vc vkidk cPpk viuh vk¡[ksa [kksy ldrk gS vkSj 

can dj ldrk gSA tc vki vius cPps ls ckr djrs gSa ;k xkrs gSa rks mlds efLr’d ds 

fodkl esa lgk;rk djrs gSaA  

 

rhljh frekgh esa vkids iSjksa vkSj V[kuksa esa lwtu vk ldrh gSA lwtu dks de djus ds 

fy,] vius iSjksa dks Åij j[ksaA iSjksa dks ,d nwljs ds Åij u p<+k,a] <hys diM+s igusa vkSj 

[kwc vkjke djsaA 
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var esa vxj vkidk vkidh xHkkZoLFkk ls lEcaf/kr dksbZ leL;k ;k dksbZ iz”u gS rk s mldh 

pPkkZ dj ldrh gSaA eq>s vkidh enn dj gkfnZd izlUurk gksxhA  

 

vk”kk gS vki gekjs }kjk crk;s lq>ko dks vey esa ysdj vius cPps ds Hkfo’; fuekZ.k dsa 

enn djsaxhA vxys ekg vkidk gkypky ,oa vkxs dh tkudkjh nsus ds fy;s iqu% dkWy 

d:WaxhA /ku;okn~!  

 

vkBoka dkWy % rhljk frekgh dk vkVoka ekg@uoe ekg 

ueLdkj eS MkW- ---------------vkids cPps ds thou ds izFke gtkj fnuksa dh lykgdkj cksy jgh 

gwW ] dSlh gSa vki\ 

 

vk”kk djrh gwWa dh vHkh rd fiNyh lykgksa dks /;kku esa j[kdj mudk vuqlj.k dj jgh 

gksaxhA ;g esjs fy;s cgqr egRoiw.kZ gS dh eS vkidks le; c) rjhds ls vkidk ekxZn”kZu 

djrk jgwa ftlls vkidk cPpk cM+k gksdj vius ifjokj] lekt vkSj ns”k ds izfr viuh 

ftEesnkfj;ksa dks iwjk djus esa le> cu ldsA vHkh rd vki le> x;h gksaxh dh thou ds 

gtkj fnu gSa mlds fy;s csgn egRoiw.kZ ftles vkidh ftEesokjh gS csgn [kklA  

 

bl vo/kh esa vidks bu ckrksa dk j[kuk gS /;ku% 

 vxj vHkh rd vkidh izlc iwoZ rhljh tkWap ugha gqbZ gS rks blds fy, MkWDVj ;k ,- ,u- 

,e- nhnh ls lEidZ djsaA 

 dSfY”k;e vkSj vk;ju o Qksfyd ,flM dh xksyh ysrh jgsasaA 

 vius cPps dh gypy dk /;ku j[ksasaA lkekU; gypy dh dksbZ fo'ks"k la[;k ugha gSaA ;fn 

vkidks yxrk gS fd vkids cPps dh gypy esa fo”ks’k deh ;k ifjorZu gks jgk gS] rks vkidks 

vius ck;ha djoV ij ysVus vkSj vxys 2 ?kaVksa rd vius cPps dh gypy ij /;ku nsus dh 

vko';drk gSA ;fn vkidks bu 2 ?kaVksa ds nkSjku 10 ckj ;k blls vf/kd] vyx&vyx 

gypy dk vuqHko ugha gksrk] rks vkidks rRdky fdlh M‚DVj ls ijke'kZ ysuk pkfg,A 

 

;fn vkidks lhus esa tyu ;k ,flfMVh dk vuqHko gksrk gks rks 

 [kkuk [kkus ds rqjar ckn ysVs ughaA 

 tc vki ysVsa] vius flj vkSj da/kksa dks m¡pk j[ksaA 

 rjy inkFkZ Hkkstu ds lkFk u ysdj] ckn esa ysaA 

 chp&chp esa gYds uk”rs dk lsou djsaA 

 

bl vof/k esa vki dYiuk dj ldrh gSa dh vc vkids cPps dh dksey Ropk ij >qfjZ;ka 

Hkjus yxh gSaA vf/kdka'k cPps] mYVh fLFkfr esa] vFkkZr Þflj uhps & ik¡o mijÞ gksdj tUe ds 
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fy, rS;kj gks tkrs gSaA vc vkids 'kjhj esa lqfu;ksftr cnykokas ds lkFk izlo dh rS;kjh 

'kq: gks tkrh gSA 

 

;kn j[ksa 

35 lIrkg rd ,d cPps dk efLr"d] 39&40 lIrkg dh vis{kk nks frgkbZ gh gksrk gSA 

blfy, ;fn vkidh xHkkZoLFkk lkekU; gS] rks de ls de 39 lIrkg rd xHkZorh jguk 

loksZÙke gSA 

 

var esa vxj vkidk vkidh xHkkZoLFkk ls lEcaf/kr dksbZ leL;k ;k dksbZ iz”u gS rks mldh 

ppkZ dj ldrh gSaA eq>s vkidh enn dj gkfnZd izlUurk gksxhA  

 

vk”kk gS vki gekjs }kjk crk;s lq>ko dks vey esa ysdj vius cPps ds Hkfo’; fuekZ.k dsa 

enn djsaxhA vxys ekg vkidk gkypky ,oa vkxs dh tkudkjh nsus ds fy;s iqu% dkWy 

d:WaxhA /ku;okn~!  

 

uoe dkWy % rhljk frekgh dk uoe ekg  

ueLdkj eS MkW- ---------------vkids cPps ds thou ds izFke gtkj fnuksa dh lykgdkj cksy jgh 

gwW ] dSlh gSa vki\ 

 

vc vki cgqr gh egRoiw.kZ le; esa gSa ftles vkidks vkids cPps ds tUe dh rS;kjh djuh 

gSA mldh t:jr ds leku bdV~Bs djus gSaA  

 

 

 

bl vo/kh esa vki bu ckrksa dk j[ksa [;kyA  

 pkSFkh izlo iwoZ tk¡p ds fy, ,- ,u- ,e- nhnh ;k MkWDVj ls lEidZ djsaA 

 vius jDr ,oa ew= ¼çksVhu] “kqxj] il lsy ds fy,½ dh tk¡p djk,¡aA 

 xHkkZ'k; ds fdlh Hkh ladqpu dk C;kSjk j[ksaA ,- ,u- ,e- nhnh ;k M‚DVj ls cPpsa ds tUe 

dh rS;kjh ds ckjs esa ijke'kZ ysaA 

 dSfY”k;e vkSj vk;ju o Qksfyd ,flM dh xksyh ysrh jgsasaA 

 izlo ihM+k dks vius vki 'kq: gksus nsaA “kh/kz ;k nnZjfgr izlo ;k fltsfj;u ds fy, vuqjks/k 

u djasA 39 g¶rksa rd xHkkZoLFkk dks tkjh j[ksaA  

 vc vki vius izlc lkFkh dk pquko dj ysaA izlc lkFkh mUgh dks cUkk;sa ftuij vkidks gks 

iw.kZ fo”okl D;ksafd budh Hkwfedk vge~ gksxhA  

 

cPps ds tUe dh rS;kjh 

 vius ,- ,u- ,e-@M‚DVj ds lkFk ,d foLr`r tUe ;kstuk rS;kj djsaA 
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 çlo ds nkSjku vius lkFk jgus ds fy, ,d lkFkh dh O;oLFkk djsaA 

 vius diM+s rS;kj j[ksaA diM+s eqyk;e vkSj <hys gksus pkfg,] rkfd bls vklkuh ls fudkyk 

tk lds ;k Bhd fd;k tk ldsA 

 cPps ds fy, /kqys] eqyk;e vkSj 100 izfr”kr lwrh diM+s rS;kj djsaA 

 tUe ds 30 feuV ds Hkhrj gh vius cPps dks Lruiku djkus ds fy, ekufld :i ls rS;kj 

jgsaA 

 fdlh Hkh çdkj ds ruko ls cpsaA 

 

vc vkidk cPpk iw.kZ :i ls tUe yssus dh rS;kjh dj jgk gSA ;kn j[ksa cPps dks [kqn mldk 

tUe fnu fu/kkZfjr djus nsaA viuh ;k vius ifjokj ;k fdlh /kkfeZd ekU;krkvksa dh otg 

ls ;s vf/kdkj mlls uk NhusA  

 

var esa vxj vkidk vkidh xHkkZoLFkk ls LkEcaf/kr dksbZ leL;k ;k dksbZ iz”u gS rks mldh 

ppkZ dj ldrh gSaA eq>s vkidh enn dj gkfnZd izlUurk gksxhA  

 

vk”kk gS vki gekjs }kjk crk;s lq>ko dks vey esa ysdj vius cPps ds Hkfo’; fuekZ.k dsa 

enn djsaxhA vxys ekg vkidk gkypky ,oa vkxs dh tkudkjh nsus ds fy;s iqu% dkWy 

d:WaxhA /ku;okn~!  

 

nloka dkWy % rhljk frekjh dk uoe ekg esa vuqekfur izlo frfFk ds ,d lIrkg igys 

ueLdkj eS MkW- ---------------vkids cPps ds thou ds izFke gtkj fnuksa dh lykgdkj cksy jgh 

gwW dSlh gSa vki\ 

 

vidk vuqekfur izlo frfFk vc utnhd vk x;k gS vkSj vc vkidh izlc ihM+k dHkh Hkh 

“kq: gks ldrh gSA vki viuk izlc tgkWa djkuk pkgrh gSa ,oa vkidk izlo LkkFkh ;k 

dEiSfu;u tks gksXkk mldk fu/kkZj.k vHkh rd vkius dj fy;k gksxkA 

 

çlo D;k gS\ 

çlo cPps ds tUe dh iwjh çfØ;k gSA vkerkSj ij bl izfdz;k dh vof/k izlo ihM+k ls ysdj 

IyslsaVk ds ckgj fudyus rd gksrh gSA IyslsaVk og vax gS tks ek¡ ds xHkZ ls Hkwz.k dks tksM+rk 

gSA ;g xHkkZoLFkk ds nkSjku cPps dks vkfDltu vkSj iks"k.k çnku djrk gSA cPps ds tUe ds 

10&15 ehuV ckn IyslsaVk Hkh ckgj vk tkrk gSA vkerkSj ij 9 eghus dh lekfIr ij çlo 

'kq: gksrk gS] tc xHkZ ladqfpr gksdj cPps dks ckgj vkus esa enn djrk gSA igys cPps esa 

çlo 12 ls 20 ?kaVs rd pyrk gSA ,sls esa /khjt j[kuk pkfg, vkSj çlo dh çfØ;k dks rst 

djus dh dksf'k”k ugha djuh pkfg,A D;ksafd ek¡ ds “kjhj ds gkeksZu ;g izfdz;k lqpk: o 

lqjf{kr rjhds ls fu;af=r djrs gSA 
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izkd`frd çlo vkSj tUe dh izfdz;k dh jpuk cgqr gh vn~Hkqr dh gSA izkd`frd izlo ;k 

fMyhojh u dsoy lqjf{kr gksrk gS vfirq cPpksa ds fy, vPNk Hkh gksrk gSA gesa ç—fr vkSj 

blds rjhdksa dk lEeku djuk pkfg,A 

 

vHkh vki lksp jgh gksaxh dh izlc ds igys] izlc ds nkSjku ,oa izlc ds ckn ,slh dkSu lh 

ckrsa gSa ftudk j[kuk gS vkidks [;ky% 

lcls igys vkidks le>uk gS dh izlo ds bl pj.k esa vkidks vius vki dks fcydqy 

lgt cuk;s j[kuk gSA vkidh lgtrk ,oa vkids fo”okl ls vkidks izkd`frd fMyhojh esa 

enn feysxh ,oa izlc lEcaf/kr tfVyrk ls cpk tk ldrk gSA ;g ;kn j[kuk gS dh bl 

le; dk /kS;Z ;k vkidh ihM+k cPps dks thou Hkj vkils tksM+us ,oa mldh ckSf)d ,oa 

HkkoukRed fodkl esa lgk;d gksxkA  

 

 

 

 

 

 

çlo ds igys% 

o ~çlo ds igys vkSj nkSjku ruko ls cpsa 

o çlo dks izkd`frd :i ls ”kq: gksus nsaA ,dne vko';d u gksus ij ;k M‚DVj ds crk, 

fcuk çlo esa rsth ykus ds fy, nok u ysaA 

o vius ;k M‚DVj dhs vklkuh ds fy, bysfDVo çlo izfØ;k dk pquko u djsaA 

o çlo ,oa tUe dh çfØ;k esa ,ihMîwjYk fu”psru dh ekax u djsaA 

 

izlo ds nkSjku 

 lgkjs ds fy, ,d Hkjkslsean lkFkh dks lkFk j[ksa% çlo d{k esa xHkZorh efgyk dk ns[kHkky 

fd, tkus ij] fouezrkiwoZd [;ky j[ks tkus ij rFkk çksRlkfgr fd, tkus ij csgrj eglwl 

djrh gSA ;s lkFkh çloxr efgyk dks lk/kkj.k fdarq egRoiw.kZ rjhdksa ls lgkjk çnku dj 

ldrs gSa tSls& mldh futrk dh lqj{kk djuk] mls vkjkensg eglwl djkuk] mls ikuh nsuk] 

mls idM+uk rFkk pyus&fQjus ds fy, çksRlkfgr djuk rFkk mls lqjf{kr ,oa lajf{kr eglwl 

djkukA blls ekrk dks 'kkafr eglwl gksrh gS rFkk ,sls izkd`frd gkeksZu dk mRltZu gksrk gS 

ftlls fMyhojh dh izfØ;k vklku gks tkrh gSA blls fltsfj;u fMyhojh dh vko”;drk 

ugha iM+rhA 

 çlo dh vof/k dks de djus ,oa vklku cukus ds fy, lq>ko% çlo ds nkSjku pyrs&fQjrs 

jgus o Vgyus ls ladqpu dh ihM+k ls vkjke fey ldrk gSA blls cPps dks ckgj vkus esa 

Hkh vklkuh gksrh gSA bl rjg cSBsa ;k djoV ls ysVsa ftlesa vkidks vkjke eglwl gksA 

 çk—frd v‚DlhVksflu ;k cFkZ gkeksZu xHkkZ'k; dks ladqfpr djus esa rFkk /khjs&/khjs cPps dks 

ckgj /kdsyus esa enn djus ds fy, ekrk ds efLr"d }kjk mRlftZr fd;k tkrk gSA tUe 
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ds le; ekrk dks gksus okys nnZ esa jkgr igqapkus ds fy, ;g ekrk ds 'kjhj ls gh ,d çk—

frd nnZ fuokjd mRiUu djus esa enn djrk gSA ;g ekrk ,oa cPps nksuksa ds efLr"d ds 

fy, vPNk gSA ;g mUgsa [kq'kh eglwl djkus rFkk vkilh tqM+ko LFkkfir djus esa enn djrk 

gSA çlo 'kq: djus ;k mldh vof/k dks de djus ds fy, fpfdRld dks rc rd —f=e 

v‚DlhVksflu ;k çksLVkXySafMu dk bLrseky u djus dk vuqjks/k djsa] tc rd ,slk djuk 

vko';d u gksA 

 

çlo ds ckn % 

 eka vkSj cPps dks ,d lkFk j[ksa% ;g Lruiku 'kq: djus rFkk tkjh j[kus vkSj uotkr f'k'kq 

ds ruko dks nwj j[kus rFkk vuqHkwfr dks c<+kus esa enn djrk gSA euksoSKkfud :i ls ekrk 

,oa cPps ,d nwljs dks le>us yxrs gSaA vkids cPps dks xekZgV feyrh gS rFkk mldh ân; 

xfr fLFkj jgrh gSA cPps ds mlds tUe ds rqjar ckn mls eka dh Nkrh ij j[ksaA uky dkVus 

ls igys mldk Lianu #d tkus dh izrh{kk djsaA cPps dks ek¡ ls vyx u djsaA 

 tUe ds 30 feuV ds Hkhrj Lruiku 'kq: dj nsaA ,slk ekuk tkrk gS fd Nkrh ls yxkdj 

dksyksLVªe ;qä nw/k fiykus ls uotkr cPps dh ckSf)d {kerk ¼vkbZ D;½w csgrj gks tkrh gSA 

 

;kn j[ksa dh 90 izfr”kr efgykvksa esa lkekU; fMyhojh laHko gksrh gSaA çR;sd xHkZorh efgyk 

dks ;g irk gksuk pkfg, fd tUe lkekU; ,oa vklkuh ls gksus okyh izfØ;k gSA  

 

tUe ds ckn lqugjk igyk ?kaVk 

tUe ds ckn igyk ?kaVk cPps ,oa ekW ds fy, cgqr egRoiw.kZ gksrk gSA bl vof/k dks Lof.kZe 

?kaVk ;k le; Hkh dgk tkrk gSA bl igys ?kaVs esa ;kn j[kus ;ksX; ckrs% 

 tUe ds rqjar ckn cPps dks ekWa ds Nkrh ij j[ksaA ;g cPps dh ekWa dk igyk xk<+k ihyk nw/k 

ihus ds fy, volj iznku djrk gS lkFk gh ;g ekWa ds izlo mijkUr jDr L=ko dks jksdus 

esa enn djrk gSA vkidk igyk xk<+k ihyk nw/k ¼dksyksLVªe½ cPps dks iks’k.k iznku djus ds 

lkFk&lkFk mls ladze.k ls cpkus ds fy, ,d Vhds dh rjg lqj{kk iznku djrk gSA igys 

nks fnuksa esa dksyksLVªe vkSj nw/k fd ek=k cgqr de gks ldrh gS ysfdu vki fpark uk djs 

;g vkids cPps ds fy, i;kZIr gksxkA  

 cPps dks nw/k fiykuk ekWa ,oa cPps dks ,d nwljs dks tkuus le>us] ,d nwljs ls HkkoukRed 

yxko dk volj gksrk gSA nw/k fiykrs le; cPps ds vkWa[k ls vkWa[k feykdj j[ksaA ,slk djus 

ls cPpk ,oa ekWa fnekxh rkSj ij tqM+us yxrs gSa tks cPps ds bl le; ds ekufld fodkl 

ds fy, ,d VkWafud ls de ugha gSA 

 tUe ds le; cPps ds isV dk vkdkj yxHkx ,d vaxqj ds nkus ds cjkcj gksrk gS] tks fnu 

izfrfnu rsth ls c<+us yxrk gS vkSj nlosa fnu ;g djhc ,d v[kjksV ds ftruk cM+k gks 

tkrk gSA ekWa dk nw/k Hkh mlh ek=k esa fnu izfrfnu c<+rk jgrk gSA blfy, bls le>uk gS 

fd cPps dks ,d ckj T;knk nw/k fiykus dh ps’Vk djus ds ctk; mls FkksM+h FkksM+h nsj esa nw/k 

fiyk,Wa bl le; 24 ?kaVs esa 8&12 ckj nw/k fiyk,A  
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 ;kn j[ks gj ckj nw/k fiykus ds ckn cPps dks Mdkj fnyk,A  

 d`I;k ekWa ds nw/k ds vykok tUe ?kqV~fV ;k dksbZ vU; pht Hkqy ls Hkh 6 ekg rd uk nsA  

 cPps ds Mk;ij xhYk djus dh ;g vko`fr ;g n”kkZrk gS fd og i;kZIr nw/k ih jgk gS fd 

ughaA igys fnu] og dsoy ,d Mk;ij xhyk djrk gS ysfdu lkrosa fnu og lkekU;r% 6 

;k blls Hkh vf/kd ckj Mk;ij xhyk dj ldrk gS vkSj de ls de rhu ckj ihys jax dk 

ey R;kx dj ldrk gSA  

 cPps dks ugykus dh vko”;drk ugha gS] mls flQZ uje rkSfy;k ls iksN ysaA  

 xHkZuky dkVus esa tYnckth u djsa D;ksafd xHkZ esa vHkh rd vkids cPps rd blh uky ds 

ek/;e ls vkDlhtu dh vkiwrhZ gks jgh FkhA ckgj vkus ij mls QsQM+s ls vkDlhtu ysuk 

gksrk gS ftldh izfdz;k mlds jksus ls “kq: gksrh gSA bls dkVus dk mi;qDr le; tc 

xHkZuky esa Lianu can gks tk, ;k IyslasVk ¼tM+h½ ckgj vk tk,A  

 vkids cPps dh Ropk ,d eksVh lQsn ijr ftls ofeZDl dgk tkrk gS] ls <+dh gks ldrh 

gSA ;g cPps dh Ropk es ueh cuk;s j[kus es enn ,oa ladze.k ls lqj{kk iznku djrh gSA 

bls gVk,sa ughaA  

 EkkSle ds vuqlkj cPps ds fy, lkQ] lqrh diM+s ls cus iwjh ckag okys Mªsl] rkSfy;k] nLrkus] 

Mk;ij rS;kj j[ksaA de ls de 8&10 Mk;ij j[ksaA bls ckj&Ckkj cnyus dh t:jr gksxhA  

 vkidk cPpk yxHkx tUe ds ,d ?kaVs ckn lks tk,xkA ;g og le; gS tc vki Hkh viuh 

Fkdku dks nwj djus ds fy, vkjke dj ldrh gSaA vPNh ,oa fufoZ?u uhan mldh ekufld 

fodkl ds fy, vfr vko”;d gSA igys dqN gQ~rs esa vkidk cPpk ,d vuks[kh funzk pdz 

dk ikyu djsxkA og fnu ds le; lksuk pkgsxk vkSj jkr esa tkxukA tc og lks jgk gks 

rks vkidks vkjke djuk pkfg,A og “kq:vkr esa 16 ls 18 ?kaVs lks,xk tks /khjs /khjs ?kVrh 

tk,xhA mlds vius vki funzk pdz dks cuk, j[kus nsaA lksrs le; dejs es ava/ksjk dj nsa 

,oa “kkfUr cuk, j[kasA  

 cPps ds flj dks lksrs le; flj ds fiNys Hkkx dks fpiVk gksus ls cpkus ds fy, ljlksa ;k 

jkbZ ls cusa ikjaifjd rfd;s dk bLrseky djsaA  

 

Vhdkdj.k& 

tUe ds fnu cPps dks foVkfeu ds] Ckh lh th] gsisVkbZfVl ch ds Vhds ,oa iksfy;ks dh nok 

fiykbZ tkuh pkfg,A  

 cPps ds tUe ds ckn de ls de 48 ?kaVs rd mlh vLirky esa jgsa] tgka vkius vius cPps 

dks tUe fn;k gSA ;g egRoiw.kZ gS] D;ksafd eka vkSj cPps esa vf/kdka'k leL;k,a blh vof/k ds 

nkSjku mRiUu gksrh gSA 

 vki vkSj vkids cPps dh tkap fMyhojh ds fnu] fMyhojh ls rhljs fnu vkSj lkrosa fnu 

rFkk fMyhojh ds Ng lIrkg ckn LokLF;dehZ }kjk dh tkuh pkfg,A 

 vLirky esa jgus ds nkSjku vkidks uky dh ns[kHkky] cPps dks xeZ j[kus] lkal ds laØe.k] 

vfrlkj] iks"k.k ,oa ifjokj fu;kstu ds ckjs esa Hkh lykg nh tk,xhA 
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 Lruiku dh vko';drkvksa dh iwfrZ djus ds fy, vfrfjä Hkkstu ,oa is; inkFkZ ysaA  

 i;kZIr vkjke djsaA 

 vkiesa ;k vkids cPps esa dksbZ Hkh leL;k mRiUu gksus ij rqjar MkWDVj dh lykg ysaA 

 

tUe ds ckn igyk dkWy 

ueLdkj eS MkW- ---------------vkids cPps ds thou ds izFke gtkj fnuksa dh lykgdkj cksy jgh 

gwW dSlh gSa vki\ 

 tc vkids cPps dk tUe gksrk gS] rks vkidks mldh ns[kHkky djus esa FkksM+h lh FkdkoV dk 

vuqHko gks ldrk gSA ;gka rd fd fu;fer dke] tSls fd Mk;ij igukuk vkSj diM+s igukuk] 

Hkh vkidks ruko ns ldrk gSA fpark u djsaA tYnh gh vki esa ,d vuqHkoh ekrk dh rjg 

vkRefo'okl iSnk gks tk,xkA 

 lokZf/kd egRoiw.kZ tkudkjh vkidk cPpk vkidks nsxk fd mls dSlk O;ogkj ilan gS] dSls 

ckr djuk ilan gS vkSj fdl çdkj mBk,a tkus esa mls lcls T;knk vkjke eglwl gksrk gS 

A 

 ;g dkWy ;g le>us esa vkidh enn djsxk fd uotkr cPps dh ns[kHkky dSls dh tkuh 

pkfg, rFkk mldh vko';drkvksa dks dSls iwjk fd;k tkuk pkfg,A 

 

vius cPps dh ns[kHkky djuk lh[ksa 

 

 tUe ds igys ?kaVs ls ysdj cPps 6 eghus dk gksus rd vius cPps dks fu;fer Lruiku 

djkuk tkjh j[ksaA vius cPps dks Nkrh ls fpidk j[ksa] ftlls vkidks nw/kfiykuk “kq: djus 

esa enn feysxhA 

 eka ftruk rukoeqä ,oa vkRefo'okl ls ifjiw.kZ eglwl djsxh] mruk gh tYnh nw/k vkuk 

'kq: gks tk,xkA 

 vkidk cPpk vius jksus ds rjhds ls vkidks viuh t:jrksa ls voxr djkrk gSA ,d dq”ky 

ekWa vius cPps ds jksus ds rjhds ls mldh t:jr dk lVhd vuqeku yxk ysrh gSA mnkgj.k 

ds fy;s]  

o Hkw[k dh otg ls jksuk çk;% FkksM+h vof/k dk rFkk /kheh vkokt esa gksrk gS vkSj ;g ?kVrk 

c<+rk jgrk gSA  

o ,d xqLls ls jksrk gqvk cPpk mxz gksrk gSA  

o nnZ dh otg ls jksrk gqvk cPpk ,d yacs varjky ds ckn vpkud vkSj rsth ls jksuk 'kq# 

djrk gS vkSj mlds ckn fQj /khjs&/khjs jksrk jgrk gSA 

 

 igys g¶rs ls ysdj mlds 2 ls 4 lIrkg dk gksus rd cPpk ,d vuks[ks fuæk pØ dk ikyu 

djsxkA og fnu ds le; lksuk pkgsxk vkSj jkr ds le; tkxukA tc vkidk cPpk lks jgk 

gks rks vkidks vkjke djuk pkfg,A tc cPpk lks jgk gks rks mlds dejs esa rst çdk'k u 
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djsaA mls lksus ds fy, mi;qä okrkoj.k çnku djsaA tc cPpk tkx jgk gks rks dejs esa 

jks'kuh vkus nsaA cPps vkerkSj ij 16 ls 18 ?kaVs lksrs gSa vkSj ;g vof/k le; ds lkFk&lkFk 

/khjs& /khjs ?kVrh tk,xhA 

 cPpk lk/kkj.kr;k vPNh rjg ls nw/k fiyk, tkus ij çfrfnu 6 ls 8 ckj is'kkc djrk gSA 

;fn cPpk blls de ckj is'kkc djrk gS] rks eka dks ;g le> ysuk pkfg, fd og de nw/k 

ihyk jgh gSA cPps dks Lruiku djk, tkus ds nkSjku og çk;% v/kZ&Bksl ey R;kx djrk gS 

vkSj dHkh&dHkh fcYdqy Hkh ey R;kx ugha djrkA tc rd cPpk nw/k ugha ihrk] mYVh ugha 

djrk ;k vlgtrk ds dksbZ Hkh ladsr çnf'kZr ugha djrk] rc rd fpark djus dh dksbZ ckr 

ugha gSA 

 gj ckj vius cPps dk Mk;ij cnyus ds ckn vius gkFkksa dks lkcqu ,oa ikuh ls /kks ysaA cPps 

ds diM+s ,oa Mk;ij dh i;kZIr ek=k dh O;oLFkk djsaA çfrfnu 8 ls 12 ckj cPps ds diM+s 

cnyus dh vko';drk gks ldrh gSA 

 Mk;ij okyk fgLlk vfrfjä xhysiu] vojks/ku] ?k"kZ.k ,oa Hkhxus dh fLFkfr esa jgrk gSA 

Mk;ij okys fgLls dks lkQ djus ds fy, ikuh vkSj xhyk diM+k loksZÙke gSA “kjhj ds bl 

fgLls dks lw[kk j[kuk egRoiw.kZ gSA 

 ,d lkekU; otu okys cPps dks tUe ds 48 ?kaVs ckn ls xquxqus ikuh ls ugykuk “kq: dj 

ldrs gSa ,oa mls jkst ugyk;k tk ldrk gSA /;ku j[ks mls 5 feuV ls T;knk nsj rd u 

ugyk,aA  

 cPps tks vuqHko djrs gSa muls lh[krs gSa vkids cPps dk [ksyuk] lh[kuk] cksyuk vkSj dke 

djuk vkids cPps ds fodkl ds ckjs esa egRoiw.kZ tkudkjh çnku djrk gSA çR;sd mez esa 

tkap djas fd D;k vkidk cPPkk og xfrfof/k djus yxk gSA blds vykok ;g tku ysa fd 

cPps dks bu iM+koksa rd igqapus esa enn djus ds fy, vkidks D;k djuk pkfg,A 

 

 ekrkvksa dks b= ¼c‚Mh Lçs½ ls cpuk pkfg, D;ksafd cPps xa/k ls eka dks igpkurs gSaA uotkr 

cPps dks lkQ lwrh diM+s esa yisVsa] tks eka ds iqjkus diM+s ls rS;kj fd;k x;k gks] D;ksafd 

blls eka dh xa/k vkrh gS ftlls cPpk lwjf{kr eglwl djrk gSA  

 ek¡ dks viuk cky cukus dk rjhdk ugha cnyuk pkfg,] D;ksafd cPps viuh ek¡ dks ckyksa dh 

Nk;k ls igpkurs gSaA 

 tUe ds ckn cPps dks dldj yisVus ls cpsa mls cfYd QSyk dj j[ksa D;ksafd ;g dwYgs ds 

tUetkr foLFkkiu ¼lhMh,p½ ls cpkrk gSA  

 lkekU; ukius dh Vsi dk mi;ksx djrs gq,] le;&le; ij flj dh ifjf/k dks ekidj vius 

cPps ds efLr"d ds fodkl ij /;ku nsaA 

 bl dkWy esa eSa vkidks vkus okys 2 ls 3 eghusa esa vkids cPpks ds cqfu;knh fodkl ds ckjs 

esa crkÅWaxkA  

o nw/k fiykrs] ugykrs vkSj diM+s igukrs le; cPPks ls ckrs djsa ,oa [ksysa 

o cPps ds jksus ij rqjar /;ku nsa vkSj mls xksn esa mBkdj lqjf{kr eglwl djk,a 
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o vius cPps dks [kqn gh 'kkar gksus esa enn djasA ;fn og vaxwBk pwlrk gS rks mls ,slk djus 

nsa 

o tc vkidk cPpk vkoktsa fudkyrk gS rks mRlkfgr gksdj vki Hkh eqLdqjk,a 

o vius cPps ds vyx&vyx rjhds ls jksus dks igpkudj ;g le>s fd og D;k pkgrk gS 

o vius cPps ls ckrs djas] mUgsa dgkfu;ka ,oa xhr lquk, 

o cPps dks isV ds cy fyVkdj mlds ikl f[kykSus j[ksa 

 

var esa vxj vkidk dksbZ loky gS rks gesa vkidh enn dj ds [kq”kh gksxhA /kU;okn! 

 

tUe ds ckn nwljk dkWy 

ueLdkj eS MkW- ---------------vkids cPps ds thou ds izFke gtkj fnuksa dh lykgdkj cksy jgh 

gwW dSlh gSa vki\ 

 

vkidk cPpk vc yxHkx 3 eghus dk gks x;k gS vkSj vc rd og xnZu lEgkyuk] yksxksa dks 

ns[kdj eqLdqjkuk] [kq'k gksus ij vkokt+ fudkydj [kq'kh t+kfgj djuk lh[k pqdk gksxkA  

 

vc mldh vkxs dh lexz fodkl ds fy;s bu ckrksa dk j[ksa [;kyA   

 cPps ls [kq”k gksdj ckrsa djsaA 

 “kh”kk fn[kkdj iwNsa ^esjk csch dgk ¡ gS\ 

 Lkksus ,oa [kkus dk fu;r le; r; djsaA 

 Ykqdk&fNih dk [ksy tSls [ksy [ksysaA 

 rLohjsa ,oa fofHkUUk phtsa fn[kkdj mudk uke crk,aA 

 dgkfu;ka lquk,a ysfdu v{kj Kku u nsaA 

 vius cPps ds lkFk T;knk ls T;knk ckrphr djsaA vius cPps dks cgqr lkjk I;kj nsa ,oa 

mldk [;ky j[ksaA çseiw.kZ okrkoj.k cPpksa dks lqjf{kr o l{ke eglwl djrk gSA 

 cPps ?kj esa j[kh phtksa ls [ksydj lh[krs gS blfy, muds [ksyus ds fy, lqanj ,oa lqjf{kr 

f[kykSus Q”kZ ij j[ksaA cPpksa ds fy, pednkj jax ,oa i SVuZ vkSj e/kqj laxhr okys f[kykSus 

vPNs gksrs gSaA 

 cPps dks ckgj ys tk,a ,oa mUgsa ckgj dh nqfu;k ls ifjfpr djk,aA 

 cPps bl mez esa vaxwBk pwlrs gS] mUgsa vaxwBk pwlus ls u jksdsaA ;g muds rukc dks de djus 

esa enn djrk gSA  

 cPps ls ckrs djsa mudh vkoktksa dh udy djsa] vxj os Hkh vkidh udy djsa rks mUgsa 

izksRlkfgr djsaA  

 

var esa vxj vkidk dksbZ loky gS rks gesa vkidh enn dj ds [kq”kh gksxhA /kU;kokn!  
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tUe ds ckn rhljk dkWy 

ueLdkj eS MkW- ---------------vkids cPps ds thou ds izFke gtkj fnuksa dh lykgdkj cksy jgh 

gwW dSlh gSa vki\ 

 

vkidk cPpk vc yxHkx 6 eghus dk gks x;k gS vkSj vc rd og psgjs ds Hkkoksa dh udy 

djuk] tSls eqLdqjkuk ;k R;ksjh p<+kuk] nksuksa gkFkksa vkSj vka[kksa dk mi;ksx djrs gq, f[kykSus 

rd igqapus vkSj idM+us dk ç;kl djuk] ~~flj dks fcuk lgkjs ds lh/kk laHkky ikuk] Lo;a 

dks 'kh'ks esa ns[kus esa :fp] tksj ls galuk vkSj f[kyf[kykuk lh[k pwdk gksxkA  

 

vc mldh vkxs dh lexz fodkl ds fy;s bu ckrksa dk j[ksa [;ky 

 

N% ekg dh vk;q ds ckn ls cPps dks Lruiku ds vykok Åijh vkgkj nsuk pkfg,A vf/kdka'k 

LoLFk cPps 6 eghus dh mez rd brus fodflr gks tkrs gSa fd mUgs ?kj esa cus gYds vkSj 

irys vkgkj dks xzg.k djus esa dksbZ leL;k ugha vkrhA gkykafd dqN cPpksa esa bl dkS'ky esa 

FkksM+k T;knk le; yx ldrk gSA Åijh vkgkj nsus ds igys ge ;s tk¡p ysa fd cPpk iwjd 

vkgkj xzg.k djus dh {kerk j[krk gS ;k ughaA vko”;d gS fd de ls de nks lky rd 

cpps dks ekWa dk nw/k nsrs jgsaA ekWa ds nw/k ds lkFk&lkFk gh gYds vkSj irys iwjd vkgkj nsus 

“kq: djsaA  

 cPps dks ckj&ckj oLrq,a fxjkus] Vdjkus vkSj Qsadus nasA 

 cPps }kjk 'kksj epkus ij uezrk ,oa /kS;Z fn[kk,aA 

 vius cPps dks [ksyus ds fy, lkQ&lqFkjs ,oa lqjf{kr crZu nsaA 

 yqdk&fNih tSls [ksy [ksyasA 

 cPps ds ilanhnk f[kykSus dks Nqik nsa vkSj ns[ksa fd D;k cPpk mls [kkst ikrk gS ;k ughaA 

 Þesjh ckjh] rqEgkjh ckjhß] [ksy [ksysaA 

 vius cPps dks i<+dj dgkfu;k¡ lquk,a ,oa mlls ckrsa djsaA vkeus&lkeus ckrsa djuk vkSj 

dgkuh lquuk&lqukuk Hkk"kk ds fodkl ds fy, egRoiw.kZ gSaA 

 cPps dks gok esa fgyk,a ;k mNkys ugha] D;ksafd ;g xaHkhj 'ksdsu csch flaMªkse dk dkj.k cu 

ldrk gS] ftlls 'kkjhfjd vkSj ekufld {kfr] ;gk¡ rd fd e`R;q Hkh gks ldrh gSA 

 3 o"kZ ls NksVs cPpksa dks O;Lr j[kus ds fy, vkSj [kkuk f[kykus esa enn ds fy,] Vhoh] ohfM;ks 

xse] LekVZQksu vkSj daI;wVj dk mi;ksx u djsaA 

 

var esa vxj vkidk dksbZ loky gS rks gesa vkidh enn dj ds [kq”kh gksxhA /kU;okn!  

 

tUe ds ckn pkSFkk dkWy 

ueLdkj eS MkW- ---------------vkids cPps ds thou ds izFke gtkj fnuksa dh lykgdkj - cksy jgh 

gwW dSlh gSa vki\ 
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vkidk cPpk vc yxHkx 9 eghus dk gks x;k gS vkSj vc rd og nksuksa fn'kkvksa esa djoV 

cnyuk] f[kykSus mBkus ds fy, lHkh ÅaXkfy;ksa dk iz;ksx djuk] vkokt+ dh fn'kk dks igpkuuk] 

ifjfpr psgjs ;k f[kykSus dks ns[kus ds fy, flj ?kqekuk] vius lkeus Nqik, gq, f[kykSuks dk 

<wa<uk] mBk, tkus ds fy, ckagksa dks QSykuk] phtksa dks eqag esa Mkyuk] phtsa vklkuh ls ,d 

gkFk ls nwljs gkFk esa ys tkuk lh[k pwdk gksxkA 

 

vc mldh vkxs dh lexz fodkl ds fy;s bu ckrksa dk j[ksa [;ky  

 o‚dj dk ç;ksx djus ls cpsa vkSj ikjaifjd /kdsyus okys f[kykSus dk mi;ksx djsaA 

 fgalk dks c<+kok nsus okys f[kykSu tSls cUnwd u nasA 

 f[kykSuks dks cPps dh igqap ls FkksM+k nwj j[ksa] rkfd mls [kM+s gksus dk ;k pyus dk c<+kok 

fey ldsA 

 [ksyrs le; cPPks vutkus esa nwljksa dks pksV igq¡pk ldrs gS] ,sls esa mUgsa I;kj ls Lke>k,aA 

 vius cPps dks fp= iqfLrdk ls tksj ls i<+dkj dgkkfu;ka lquk,aA 

 cPps esa LokHkkfod :i ls dkSrqgy gksrk gSA mUgsa viuh fuxjkuh esa [ksyus ns ,oa okrkoj.k 

dks 

 le>us nsaA 

 cPPksa vkidks ns[kdj vkSj udy djds lh[krs gSA 

 cPps phtksa dks fxjkdj iVddj ns[krs gS fd vkxs D;k gksrk gSA mUgsa bl rjg [ksyus nsaA 

 muds vkl&ikl dh phtksa dks fn[kk, vkSj muds uke crk,aA 

var esa vxj vkidk dksbZ loky gS rks gesa vkidh enn dj ds [kq”kh gksxhA /kU;okn!  

tUe ds ckn ikapok dkWy 

ueLdkj eS MkW- ---------------vkids cPps ds thou ds izFke gtkj fnuksa dh lykgdkj - cksy jgh 

gwW dSlh gSa vki\ 

 

cPpk vc yxHkx 12 eghus dk gks x;k gS vkSj vc rd og vkidk fcuk lgkjs ds cSBuk 

vkSj fcuk fxjs f[kykSus dks idM+uk] ?kqVuksa ij pydj tkuk] ljy b'kkjksa dk ç;ksx djuk] 

tSls fd flj fgykuk] xksn esa tkus ds fy, gkFk c<+kuk] vius lkeus Nqik, gq, f[kykSuks dk 

<wa<uk] mBk, tkus ds fy, ckagksa dks QSykuk] lkekU; funZs'k tSls fd ugha ;k ;gka] vkvks ij 

çfrfØ;k nsuk] b'kkjksa dh udy djuk ~~,d ;k nks 'kCn viuh ekr`Hkk"kk esa cksyuk] lh[k pwdk 

gksxkA  

 

vc mdh lexz fodkl ds fy;s bu ckrksa dk j[ksa [;ky 

 cPps dks ,d ,slk okrkoj.k feyuk pkfg,] tks ftKklk] leL;k dks gy djus vkSj lh[kus 

ds fy, çksRlkfgr djrk gksA 

 cPpksa dk ikyu iks"k.k ,d çseiw.kZ] lkSgknZiw.kZ ,oa lEekuiw.kZ okrkoj.k esa djus ls muds 

vUnj vkRe&lEeku ,oa vkRe fo'okl iuirk gSA 
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 vius vklikl ,d Þleqnk;ß dk xBu djsaA pwafd vdsys jgdj cPpksa dh ijofj'k dj ikuk 

,d dfBu dk;Z gSA ifjokj ds vU; lnL;ksa] nksLrksa ,oa iM+ksfl;ksa ls lg;ksx ysaA nwljs 

vfHkHkkodksa ls ckr djsaA 

 ekrk firk ds :i esa] ;g tku ysa fd vkids dk;Z vkids cPps dks çHkkfor djrs gSaA vki 

vius cPps dh nqfu;k dk dsaæ gksrs gSaA lrr fn'kkfunsZ'k ,oa fu;e cuk,¡A lqfuf'pr djsa fd 

vki vkSj vU; ns[kHkky djus okys yksx mUgha fu;eksa dk ikyu djsaA lqfuf'pr djsa fd 

vkids cPps dh c<+us dh {kerk dks /;ku esa j[krs le; vkids fu;e ,oa fn'kkfunsZ'k ,d 

tSls gksaA 

 /kdsyus okys f[kykSus cPps dks nsa] ftlls og pyuk lh[k ldsA 

 cPps dks dqN Qy] f[kykSus] bR;kfn nsaA mUgsa oLrqvksa dh igpku djus ds fy, dgsaA fMCcs esa 

Mkyus o fudkyus ds fy, dgsaA 

 vius cPps ls ljy ç'u iwNsaA mudks ckr djus ds fy, çksRlkfgr djsaA 

 ,d lqjf{kr] I;kj Hkjk okrkoj.k çnku djsaA 

 vki cqjs O;ogkj dks nafMr djus dh ctk; vPNs O;ogkj dh ljkguk vf/kd dhft,A 

 lgkuqHkwfr dks çksRlkfgr djsaA mnkgj.k ds fy,] tc cPps dks dksbZ nwljk nq[kh fn[ks rks] mls 

nwljs cPps dks xys yxkus ;k FkiFkikus ds fy, çksRlkfgr djsaA 

 iqLrdksa dks i<+sa vkSj ljy 'kCnksa dk mi;ksx djds fp=ksa ds ckjs esa ckr djsaA 

 ,sls f[kykSus çnku djsa] tks fn[kkok [ksy dks çksRlkfgr djsa] tSls xqfM+;k] VsyhQksu vkfnA 

 mls di ls ihus ds fy, vkSj pEep dk mi;ksx djus ds fy, çksRlkfgr djsaA ;fn mlls 

[kkuk ;k ikuh fxj tk,] rks /kS;Z j[ksaA 

 cqycqys cukdj muls [ksyus nsA 

 

var es vxj vkidk dksbZ loky gS rks vkidh enn dj ds [kq”kh gkxhA /kU;okn! 

 

tUe ds ckn NBk dkWy 

 

ueLdkj eS MkW- ---------------vkids cPps ds thou ds izFke gtkj fnuksa dh lykgdkj - cksy jgh 

gwW dSlh gSa vki\ 

 

vc vkidk cPpk cgqr rsth ls Hkk’kk lh[kus ds lkFk&lkFk cgqr gh ftKk”kq gks x;k gSA ekrk 

firk ds :i esa vkidk QtZ gS fd bldh ftKklkvksa dks iqjk djds bls lh[kus esa enn djsaA 

lkFk gh vc le; vk x;k gS dh dqN egRoiw.kZ tkudkfjvksa dk bLrseky dj vius cPps ds 

fodkl esa Hkkxhnkj cusA  

 ekrk&firk dks cPps ds lkeus ,d&nwljs dks uhpk ugha fn[kkuk pkfg,A cPps ds lkeus mldh 

ijofj'k dks ysdj vkil esa u my>saA ;g cPps ds fy, gkfudkjd fl) gks ldrk gS D;ksfd 
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blls cPps dk vfHkHkodksa ij ls Hkjkslk vkSj ekrk&firk dk çkf/kdkj [kRe gks tkrk gSA blls 

cPps Hkzfer gksrs gSa vkSj mudks fdlh ,d dk i{k ysuk iM+rk gSA 

 cPps dk nwljs ds lkeus vieku u djsaA blls cPps dh Hkkoukvksa dks Bsl igq¡prh gSA os 

fujk'kkxzLr gks ldrs gSa ftldk nh?kZdkyhu çHkko muds thou iM+ ldrk gSA 

 vius cPps dh rqyuk mlds HkkbZ&cgu ;k vU; cPpksa ls u djsaA gj cPpk fo”ks’k gksrk gS] 

;g ckr gjsd ekrk&firk dks le>uh pkfg,A vf/kdrj ekrk&firk ;g ekurs gSa fd rqyuk 

djus ls 'kjkjrh cPps esa lq/kkj vk,xk ijarq ,slk djus ls cPps vius vki dks csdkj eglwl 

djrs gSaA 

 dqN ekrk&firk vius cPpksa dks loksZÙke ns[kuk pkgrs gSaA os O;fäxr fo'ks"krkvks dks dfe;k¡ 

ekudj maUgsa lq/kkju pkgrs gSaA ijarq ,slk djus ij cPps viuh gh utj eas fxj ldrs gSaA 

 cPpksa dh xyfr;ksa dh ckj&ckj ppkZ u djsaA xyrh djds lh[kuk cPpksa ds fodkl dk 

vfHkUu vax gSA ;kn j[ksa fd cpiu Lo;a dks vkSj vius okrkoj.k dks tkuus dk le; gS 

vkSj blesa xyfr;k¡ gksuk LokHkkfod gSA 

 vfHkHkkodksa }kjk vkykspuk] fo'ks"kdj ekrk ls] cPpksa es fujk”kkokn dk dkj.k cu ldrk gSA 

lnk vkykspuk ls cPpksa esa jks"k vkSj voKk dh ço`fr iSnk gksrh gS vkSj og mís';ghu vkSj 

fn'kkghu gks ldrk gSA gesa cPpksa dks bl çdkj dh udkjkRed ço`fr;ksa ls cpkuk pkfg,A  

 

var es vxj vkidk dksbZ loky gS rks gesa vkidh enn dj ds [kq”kh gksxhA /kU;okn!  
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