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Notice Inviting Tender(NIT) No: 05 (2026-27)

On behalf of Delhi Jal Board (DJB), the Deputy Director (IT) invites online bids under a Two-Bid System
comprising (i) Technical Bid and (ii) Financial Bid in accordance with this NIT from eligible and qualified
bidders meeting the requirements specified herein for Selection of a System Integrator / Implementation
Agency for Design, Development, Supply, Integration, Testing, Deployment and Operations & Main-
tenance of the Integrated Smart Water Tanker Management System (ISWTMS) for Delhi Jal Board.
Eligible firms legally authorized to undertake the required services in India are invited to participate in this
bidding process in accordance with the provisions of this NIT.

Selection of Implementation Agency will be done on LCS method. The Bidder quoting the Lowest Evaluated
Financial Bid (L1) among the technically qualified bidders shall be considered for award of the Contract:

Date & Time of Pre-Bid Meeting:

Last date and time for tender download:

Last date and time for online submission of tender:
Bid Submission Date:

Date & Time for opening of Part-A (Technical Bid):

12.10.2026 at 03:30 PM
30.10.2026 upto 03:00PM
30.10. 2026 upto 03: 00 PM
30.10.2026 upto 03: 00 PM
30.10.2026 at 03:30 PM

Date/Time for opening of Part-B (Financial Bid): After evaluation of Technical Bids received.

Amount
Put to | EMD Contract Tender . ‘1.
Name of work Tender (Rs.) Period Fee (Rs) Bids Validity
(Rs.)
Rs  20.00
Selection of a System Inte- lakh in de-
grator for Implementation posit and Rs 180 days
of Integrated Smart Water | As per | 6.45 lakhs .
03 Years Rs. 1,500 from the Bid
Tanker Management Sys-| BOQ as Bank Submission Date
tem (ISWTMS) for Delhi Guarantee
Jal Board. NIT-05 from Sche-
duled bank

Tender ID: 2026_DJB_298986_1
Note:

1. Validity of proposal by bidders shall be for a period of180days from theBid Submission Date. NIT
alongwithalltheterms&conditionsisavailableonDelhi Govt. Web Sitehttps://govtprocurement.delhi.gov.in.
Agencies may contact the office of DD(IT) for additional information/any clarification.

seen on website

2. Any future
http://govtprocurement.delhi.govt.in

amendment/ corrigendum made

in this

NIT

can only be

3. Provision of GST Act 2017has the superseding effect over all earlier taxes like VAT/WCT/Service

Tax/other like taxes as

contemplated

in the

Act.

Accordingly, the

terms

VAT/WCT/ServiceTaxetc.appearinganywhereinthebiddocumentmaybereadastheapplicable tax under the

GST Act-2017.
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4. SuccessfulBiddersshallcomplywiththeEPF&MPAct.1952,alongwithotherlabourlaws.

5. Tender Fee should be deposited at Indian Bank Copernicus Marg, Delhi Branch through this link
https://services.sabpaisa.In/pages/demo/djboard.html#ChildVerticalTab_12linked to Indian Bank Copernicus Marg
New Delhi through bidder’s Banker.

6. Further three set of hard copies (one original + two copies) oftechnicalbidshallbesubmitted by the bidder tothe
division within 72 hours from the last date and time of online submission of tender.

7. Tenderfeeisnon-refundable.

8.The pre-bid meeting will be held in Conference Hall, DJB Head Office, Varunalaya Ph-1I, Jhandewalan. Thede-
tailsofthetendercanbeaccessed from the website (https://govtprocurement.delhi.gov.in)
https://govtprocurement.delhi.gov.in

9. Any modification/corrigendum shall be displayed on the above-mentioned website only.

10. If any of the above dates happens to be holiday, the next working day will be considered for all purposes.

11. Bidders from countries sharing land borders with India (except towhich the Government of India has extended
line of credit or in which theGovernment of India is engaged in development projects as mentioned in order-
Public Procurement No.2 dated 23.07.2020 or its subsequentrevisions/amendments) must comply with the
provisions of “Restrictions under Rule 144(xi) of the General Financial Rules (GFRs) 2017”as per O.M. of
DoE dated 23.07.2020 and its subsequent amendments and Department of Promotion of Industry and Internal
Trade (DPIIT) Orders, including Registration with the Competent Authority {i.e.RegistrationCommittee con-
stituted by DPIIT}, and submit Form-XI declaration with the Technical Bid.

Deputy Director (IT)
NO: F-2(6)/ Delhi Jal Board/DEPUTY DIRECTOR (IT)/2026-27/ Dated:
Copyto:Forkindinformationto-

1.PS to Hon’ble Chairperson, DJB.

2.PS to Hon’ble Vice-Chairman DJB.

3.PS to CEO/CEN(Dr)/CEN(W)/Mem(F)/Mem(A)/DOV.

4.CE(IT)/SE(IT)/AO/AAO(EDP).

5.DJB Website:Programmer-I, with the request to upload on DJB website for wide publicity.

6.Manager, Indian Bank, Copernicus Marg, New Delhi branch.

7.Contractors Association,36, Block-BA, Paschim Shalimar Bagh, New Delhi-110088/Contractor Welfare
Association, WZ-485,10B/Ist floor, BasaiDarapur New Delhi-110015.

8. DD(PR)- for wide publication of NIT in the leading newspapers.

9.Notice Board of DEPUTY DIRECTOR (IT)

Deputy Director (IT)
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LETTER OF INVITATION

Delhi Jal Board (DJB), Government of NCT of Delhi, proposes to implement an Integrated Smart Water
Tanker Management System (ISWTMS) to improve efficiency, transparency and citizen service delivery
in water tanker operations through intelligent tanker allocation, GPS-based tracking, loT-enabled moni-
toring, digital delivery verification and a Command-and-Control Centre (CCC) integrated with DJB uni-
fied control and command centre in DJB headquarterJhandewalan.

Accordingly, DJB invites proposals from eligible System Integrators / Implementation Agencies for the
design, development, supply, integration, testing, deployment, commissioning, operation and mainten-
ance of the IT, software and technology components of the ISWTMS in accordance with the require-
ments of this NIT

Allclarifications/corrigendumwillbepublishedonlyathttps://govtprocurement.delhi.gov.in.
Bidders areadvisedtoregularlymonitorthewebsiteforupdates please.

Deputy Director (IT)
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SECTION 1 -INTRODUCTION

1.1 Request for Proposals

DIJB proposes to select the Implementation Agency through an open competitive e-tendering process
under the Least Cost Selection (LCS) methodology. Among the Bidders meeting the prescribed technic-
al qualification requirements, the Bidder quoting the Lowest Evaluated Financial Bid (L1) shall be con-
sidered for award of the Contract, subject to the terms and conditions of this NIT

1.2 Due diligence by Bidders

Interested bidders are encouraged to undertake proper due diligence about the project before submitting
their bids. In this regard, Bidders may contact concerned officer mentioned i.e. Deputy Director (IT)to
get required information.

Any modifications, revisions, interlineations, erasures, or overwriting shall be valid only if they are
signed or initialed by the person signing the Proposal.

1.3 Downloading of NIT Document

NIT documents can be downloaded from the website at https: https://govtprocurement.delhi.gov.in

1.4 Tender Fee and Bid Security/ Earnest Money Deposit (EMD)
1.4.1 Bidder shall submit therequisiteTender Fee amount electronically on or before the Bid Submission Dateth-

rough this link https://services.sabpaisa.in/pages/demo/djboard.html from the Bidder’s account.

1.4.2 Part-1 OF EMD: Rs. 20 lakhs Rupees only - Bidder shall submit the EMD amount (also referred to as

Bid Security in the RFP) electronically on or before the last date & time of bid submission in DJB
EMD account through online “For DJB Tender Fees & EMD” on DJB web Portal
(https://services.sabpaisa.in/pages/demo/djboard.html). This link is attached with DJB account at In-
dian Bank, Baroda House, Copernicus Marg Branch, and New Delhi. The EMD/ tender Fee will not
be accepted if it is not deposited online through the said link. The EMD or Tender Fee deposited
elsewhere will not be considered and the bid is liable to be rejected.

1.4.3 Part-2 OF EMD: Rs 6.45 lakhs rupees only will have to be submitted in form of Bank Guarantee (BG)

issued by any Nationalized / Scheduled Bank, approved by RBI, located in India, in favour of Delhi
Jal Board, payable at New Delhi. The validity of submitted BG should be for at least a period of 225
days from the scheduled last date of Bid Submission Date, or any extension thereof. For deposition of
Earnest Money, Fixed Deposit Receipt (FDR) of all Scheduled Banks shall also be accepted. It
should be ensured that FDR pledges in favour of “Delhi Jal Board". Bidders shall submit FDRs by
the due date of the bid. It is clarified the provision of FDR as EMD is in addition to existing method
of deposition.

1.4.4 For any further assistance, the Bidder may be advised to contact DD IT office .MSE Bidder claiming ex-

1.

emption of EMD shall submit EMD declaration form as per Annexure A for claiming exemption.

Forfeiture of EMD

a. The forfeiture of EMD shall be done as per the Terms of NIT.
b. If the Selected Bidder fails to furnish the prescribed Performance Guarantee within the prescribed pe-
riod, the EMDshall be absolutely forfeited byDJBautomatically without any notice.

In case of forfeiture of EMD as per paragraph a) and b) above, the Bidder shall not be allowed to participate
in the re-tendering process, if any.
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1.5 Submission of Bids

1.5.1 Request for Proposalsis invited through e-tendering under a Single Stage, Two Bid system comprisingi)
Technical and ii) Financial Bid. Bidder shall submit Technical and Financial Bids in two separate fold-
ers online at https://govtprocurement.delhi.gov.in on or before the Bid Submission Date.

1.5.2 DJB will receive proposals for the services mentioned in the RFP.

1.5.3 Bid Part- A or the Technical Bid should include scanned documents giving details of non-refundable
Tender Fee, EMD, Eligibility Criteria and other information sought as per the RFP.

1.5.4 Bid Part- B or the Financial Bid shall be submitted online only, strictly in the prescribed format available
on the Government of NCT of Delhi’s e-tendering portal. The Financial Bid shall include the total cost
of the services, with all rates and amounts quoted exclusively in the designated online financial forms.
No offline submission of the Financial Bid is permitted. DJB shall not be liable for any issues arising
from incorrect or incomplete electronic submission by the Bidder.

1.5.5 Tenders/Bid will be received only online by the scheduled due date and time. Bidders shall also submit
the three numbers of hard copies (one original + two copies) of the technical bid within 72 hours from
the last date and time of online submission of tender as mentioned in NIT. If any of the above dates
happens to be holiday, the next working day will be considered for all purposes.

While submitting the hard copies, Bidder shall also submit an undertaking on their letterhead confirm-

ing that "The hard copies contain all documents related to Technical BidPart-A as submitted by us dur-
ing online bidding system for Selection of a System Integrator for Implementation of Integrated Smart
Water Tanker Management System (ISWTMS) for Delhi Jal Board.No additional papers have been
submitted in hard copies, other than those documents submitted during online bidding."

If there is any discrepancy between hard copies and soft copies submitted by Bidder during online bid-
ding, document submitted during online bidding shall be final and binding.

1.5.6 Conditional bids shall be deemed to be non-responsive to the RFP.

1.5.7 In accordance with the prevailing Public Procurement Policy for Micro & Small Enterprises (MSEs) is-
sued by the Government of India, duly registered MSEs shall be eligible for benefits as applicable un-
der the policy, subject to submission of valid documentary evidence. Eligible MSEs must upload a
copy of their valid MSE registration certificate (Udyam Registration/Udyog Aadhaar/NSIC Certificate,
as applicable) along with the Technical Bidin the online e-tendering system.
The MSE certificate must clearly indicate that the Bidder is registered for similar services as required
in thisServices. In case the Bidder seeks exemption from submission of Earnest Money Deposit (EMD)
under MSE norms, the Bidder shall upload the valid MSE certificate as part of the Technical Bid. Ab-

sence of valid supporting documents shall render the bidder ineligible for exemption.

It is clarified that the MSE exemption shall apply only to EMD and not to the Tender Fee or any other con-
tractual obligation. Further, if an MSE claiming EMD exemption is found to have submitted invalid, ex-
pired or misleading documents, such bid shall be summarily rejected, and appropriate action as per ten-
der conditions shall be taken.

1.6 Validity of the Proposal:

The bids in response to the RFP shall remain valid for a period of 180 days from Bid Submission Date. If
any bidder withdraws his bid before the validity period or after issue of “Letter of Acceptance”, whichever
is earlier or makes any modifications in the bid then DJB shall, without prejudice to any other right or re-
medy, be at liberty to forfeit the full earnest money as aforesaid.

1.7 Schedule of Selection Process:
DJB wouldendeavortoadheretothefollowingschedule:
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NITNo: 05 /2026-27
CostofRFPDocument/ Tender Fee Rs. 1500
BidSecurity/EMD Rs 20.00 lakhs in deposit and Rs 6.45 lakhs as Bank Guaran-

tee from Scheduled bank

Date&TimeforPre-bidMeeting

12.10.2026 at 3:30AM

LastDateforsubmissionofprebidQueries

12.10.2026 upto 8 PM through email only.

VenueofPre-bidMeeting

Conference Room, DJB, Varunalaya Ph-II, Jhandewalan

Bid Submission Date

30.10.2026 at 3:00PM

AddressforCommunication

Deputy Director (IT), A-Building, Varunalaya Jhandewalan,)
Karol Bagh New Delhi-110005

Date&Timeofopeningofthe Technical Bids

30.10.2026 at3:30PM

Date&Timeofopeningofthe Financial Bids

After completion of scrutiny of the received technical bids.

e-tenderwebsite

e_
tenderareinvitedthroughDelhi-
Govt.websitehttps://govtprocurement.delhi.gov.in

1.8 Communications

All communications should be addressed to:

Deputy Director (IT)
Delhi Jal Board,
Phase —II Building, Varunalaya,

Jhandewalan, Karol Bagh, New Delhi-110005

All communications, including the envelopes, should contain the following information, to be

marked at the top in bold letters:

NIT No. 05/2026-27/DEPUTY DIRECTOR (IT)
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1.9 Definitions:
Unless the context otherwise requires, the following words and expressions shall have the
meanings assigned to them below. Words not specifically defined herein shall have their ordi-
nary meaning in accordance with applicable laws and standard industry practice

1)

2)

3)

4)

5)

6)
7)

8)

9)
10)

1)

12)

13)

14)

15)

"Act" means the Delhi Water Board Act, 1998 together with all amendments, rules, regula-
tions, notifications and orders issued thereunder.

"Agreement" means the formal written agreement executed between DJB and the Selected
Bidder together with all annexures, schedules, amendments, work orders and related docu-
ments.

"Applicable Laws" means all applicable Acts, rules, regulations, notifications, orders, guide-
lines, policies and statutory requirements in force in India.

"Application" means any software application, web application, mobile application, portal,
dashboard, workflow system or digital platform implemented under the Project.

"API Gateway" means the centralized integration platform enabling secure communication
and data exchange among connected systems and applications.

"Bid" means the proposal submitted by a Bidder in response to this NIT.
"Bidder" means an entity participating in the bidding process under this NIT.

"Cloud Infrastructure" means the cloud-based computing, application hosting, storage, net-
working, database and related technology resources used for the Project.

"DJB" means the Delhi Jal Board constituted under the Delhi Water Board Act, 1998.
"Implementation Agency" means the successful Bidder appointed by DJB under this NIT.

"ISWTMS" means the Integrated Smart Water Tanker Management System being imple-
mented under this NIT.

"L1 Bidder" means the Technically Qualified Bidder quoting the Lowest Evaluated Financial
Quote determined in accordance with the provisions of this NIT.

"LCS" or "Least Cost Selection" means the selection methodology under which the Contract is
awarded to the Technically Qualified Bidder quoting the Lowest Evaluated Financial Quote
(L1)

"O&M" means Operations and Maintenance services provided after Go-Live.

Quarterly O&M Charge" means the amount payable to the Implementation Agency for a quar-
ter towards Operations and Maintenance Services under the Contract, including manpower
deployment, application support, helpdesk services, monitoring, maintenance, cloud hosting,
connectivity and all other recurring O&M services covered under the Contract
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16)

17)

18)

1.10 Interpretation

overseeing execution of the Contract.

"Monthly O&M Base" means one-third (1/3) of the applicable Quarterly O&M Charge and
shall be used for calculation of SLA deductions under Clause 3.9.

"WMC" means the committee constituted by DJB for monitoring, reviewing, certifying and

"UCC" means the Unified Command and Control Centre established for monitoring and man-
agement of tanker operations.

Unless the context otherwise requires, words importing the singular shall include the plural and
vice versa; references to any gender shall include all genders; references to persons shall include
individuals and legal entities; references to any law, regulation, rule or policy shall include
amendments thereto; references to this RFP shall include all Chapers, Sections, Annexure, Sche-
dules, Appendices, Forms, addenda, corrigenda and clarifications; all time periods shall be reck-
oned in Calendar Days; monetary amounts shall mean Indian Rupees (%); and references to the
Implementation Agency, System Integrator, IA, Contractor, Service Provider or Selected Bidder
shall mean the successful Bidder appointed under this RFP. In case of any ambiguity or inconsis-

tency, the interpretation that best gives effect to the objectives of this RFP shall prevail

1.11 Acronyms and Abbreviations

SINo Acronym Description
1) Al Artificial Intelligence

2) ANPR Automatic Number Plate Recognition
3) API Application Programming Interface

4) AVL Automatic Vehicle Location

5) CMMI Capability Maturity Model Integration
6) CRM Customer Relationship Management
7) DJB Delhi Jal Board

8) DR Disaster Recovery

9 EMD Earnest Money Deposit

10) ETA Estimated Time of Arrival

11) GCC General Conditions of Contract

12) GIS Geographic Information System

13) GPS Global Positioning System

14) 1A Implementation Agency

15) IAM Identity and Access Management

16) ISWTMS Integrated Smart Water Tanker Management System
17) IoT Internet of Things

18) KPI Key Performance Indicator

19) LCS Least Cost Selection

20) LoA Letter of Acceptance

21) 0O&M Operations and Maintenance

22) OTP One Time Password

23) PBG Performance Bank Guarantee

24) QR Quick Response Code

25) RBAC Role Based Access Control

26) RFP Request for Proposal

27) SLA Service Level Agreement

28) SOP Standard Operating Procedure

29) SRS Software Requirements Specification
30) UAT User Acceptance Testing

31) UuCC Unified Command and Control Centre
32) VAPT Vulnerability Assessment and Penetration Testing
33) WABA WhatsApp Business API

34) WMC Work Monitoring Committee
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SECTION 2 - INSTRUCTIONS TO THE BIDDERS

2.1 Introduction:
Delhi Jal Board (hereinafter called "the Client") intends to seek technical assistance under “Selection of

a System Integrator for Implementation of Integrated Smart Water Tanker Management System
(ISWTMS) for Delhi Jal Board.”

The Implementation Agency for the Project would be appointed as per the criteria, and in accordance
with the method of selection indicated in the NIT document.

2.2 ScopeofProposal:
The detailed Scope of Work is specified in Section 3 of this NIT. Broadly, the Selected Bidder shall act
as the System Integrator / Implementation Agency and shall be responsible for the design, development,
supply, integration, testing, deployment, commissioning, operation and maintenance of the Integrated
Smart Water Tanker Management System (ISWTMS) for Delhi Jal Board (DJB).

The Scope of Services shall include, inter alia, establishment and operationalization of the software, ap-
plication, technology and IT infrastructure components required for end-to-end management of water
tanker operations, including multi-channel citizen request intake, Unified Command and Control Centre
(UCC) operations, intelligent tanker allocation and dispatch, filling point management, GPS/AVL and
IoT integration, smart tanker operations, live monitoring and control, delivery verification, dashboards,
analytics, reporting and system administration.
The Selected Bidder shall also be responsible for supply, installation, configuration, integration and
commissioning of all IT hardware, networking, devices, software, databases, cloud infrastructure, appli-
cation platforms, mobile applications, APIs, security systems and related technology components speci-
fied in this RFP.
The Selected Bidder shall provide comprehensive implementation services including requirements anal-
ysis, system design, development, testing, security audit, deployment, data migration (where applicable),
integration with existing and third-party systems, training, management, documentation, handholding
support and Go-Live assistance.
Following successful Go-Live, the Selected Bidder shall provide Operations and Maintenance (O&M)
services for the period specified in the Contract, including application support, system administration,
helpdesk support, monitoring, performance management, cybersecurity management, incident resolu-
tion, upgrades, patches, enhancements, business continuity support and achievement of the prescribed
Service Levels (SLAs).
The Selected Bidder shall deliver all services, software, hardware, documentation, reports, training ma-
terial, knowledge assets and other deliverables necessary for successful implementation and operation of
the ISWTMS in accordance with the requirements of this NIT and the Contract

2.3 Eligibility Criteria
The Bidder shall satisfy all Eligibility (Pre-Qualification) Criteria specified in this Section as on the Bid
Submission Deadline, unless otherwise expressly provided in this NIT.

The Eligibility Criteria shall be evaluated on a Pass/Fail basis. Only those Bidders meeting all mandatory re-
quirements and furnishing the prescribed documentary evidence shall be considered eligible for Technical
Evaluation.

DJB reserves the right to verify any information, document, certificate or declaration submitted by the Bidder
at any stage of the Bid Process. The Bidder shall furnish documentary evidence in support of all Eligibility
Criteria and Evaluation Parameters. DJB reserves the right to seek clarifications, additional documents or un-
dertake independent verification of any information submitted by the Bidder at any stage of the Bid Process.
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The Bidder shall continue to satisfy the Eligibility Criteria throughout the Bid Process. If, at any stage, a Bid-
der is found not to satisfy any Eligibility Criterion, has submitted false, misleading or materially inaccurate
information, or has failed to provide satisfactory documentary evidence in support of any Eligibility Crite-

rion, DJB may reject or disqualify the Bid in accordance with the provisions of this NIT.

2.3.1 General Eligibility Criteria

The Bidder shall:

a) Be a legally registered entity eligible to undertake the Services under applicable laws.

b) Possess all applicable statutory registrations, licenses and tax registrations required for performance of the
Contract.
c¢) Not be blacklisted, debarred, suspended or declared ineligible by any Central Government, State Govern-
ment, PSU, Statutory Authority, Autonomous Body, Multilateral Implementation Agency, Bilateral Funding
Implementation Agency or any court of competent jurisdiction as on the Bid Submission Deadline.

d) Furnish complete documentary evidence in support of the Eligibility Criteria prescribed in this NIT.

e) Disclose all material litigation, arbitration and regulatory proceedings, if any, as required under this NIT;
and
f) Continue to satisfy the Eligibility Criteria throughout the Bid Process.

2.3.2 Technical and FinancialEligibilityCriteria

The Bidder shall satisfy all Eligibility Criteria specified below as on the Bid Submission Date. The Eligibility
Criteria shall be evaluated on a Pass/Fail basis. Only those Bidders satisfying all Eligibility Criteria and fur-
nishing the prescribed documentary evidence shall be considered for Technical Evaluation.

SL. No. | Eligibility Requirement Minimum Eligibility Criteria Documentary Evidence
Payment Receipt, FDR,
Submission of Tender Fee and Earnest Money Transaction ID/UTR de-
Tender Fee & Earnest . . . . . .
1 Money Deposit (EMD) Deposit (EMD) in the 'prescrlbed amount, mode tails, or valid exemption
and manner specified in the NIT. document, wherever ap-
plicable.
The Bidder shall be a Company, LLP or Partner- Certificate of Incorpora-
o ship Firm legally registered in India under the ap- | tion/Registration and
2 Legal Constitution pli(I:)able 1aw§ an}(li hagving its registered office inp Constitftional Docu-
India. ments.
The Bidder shall possess valid CMMI Level 3 or
3 Quality Certifications above. All certifications shall be valid as on the Self-certified copies of
Bid Submission Date (as per NIT) and shall have valid certificates.
been issued in the name of the Bidder.
. . The Bidder shall possess valid PAN and GST PAN Card and GST Reg-
4 Statutory Registrations Regi . . . .
egistration. istration Certificate.
Work Order/Contract
Agreement together with
The Bidder should have successfully implemented | Completion Certificate,
during last 10 Years at least Three (03) Similar | Go-Live Certificate, Op-
works having minimum Project value of Rs 6.50 | erational Acceptance Cer-
Relevant Project Expe- crores OR 02(Two) Similar Works having a min- t@ﬁcate, Pe.rformanc.e Cer-
5 rience imum project value of ¥9.80 Crore or OR 01 (one) | tificate, Client Certificate

similar work of minimum Project value of Rs 13
crores. Both Completed Projects and Ongoing
Projects shall be considered subject to the provi-
sions of this NIT.

or equivalent documenta-
ry evidence clearly indi-
cating project scope, val-
ue and implementation
status.

Page | 8




Financial Capacity (Aver-

Average Annual Turnover shall be at least 40% of

CA/Statutory Auditor
Certificate with UDIN

6 age Annual Turnover) zﬁztgS;{;itgigﬁhsrtelzu(t;)ogigi:a?l;;grgsthe fmme- together with audited fi-
’ nancial statements.
. .. . Audited Financial State-
- Net Worth The Bidder shall have a positive Net Worth in the ments and CA Certificate

last audited financial year. with valid UDIN.

Joint Ventures not allowed to participate in the Bid

1) Definition of Similar Work
"Similar Work" shall mean a technology implementation project involving:
a) Software Development, Customization, Implementation and/or Maintenance;
b) System Integration / API Integration; and
¢) At least one (1) of the following:
o JoT-enabled Monitoring or Control System;
e GPS/AVL-based Monitoring System;
e Fleet Management or Dispatch Management Platform;
e Command & Control Centre (CCC/ICCC);
e Citizen Service Delivery, Complaint Management or Request Management Platform;
e Mobile Application integrated with centralized backend systems;
e Utility Management Platform; or
e Real-Time Monitoring and Analytics Solution.

The Similar Work shall have been executed for a Government Department, Government Agency, PSU, Statu-
tory Authority, Smart City SPV, Urban Local Body, Utility Agency or Large Enterprise.

2) Definition of Completed Project

A Completed Project shall mean a project that has been successfully completed, commissioned or operationa-
lized and is supported by a Completion Certificate/ Commissioning Certificate/ Go-Live Certificate / Perfor-
mance Certificate/ Operational Acceptance Certificate or Client Certificate.

3) Definition of Ongoing Project

An Ongoing Project shall mean a project which is under execution as on the Bid Submission Date but has
already achieved Go-Live and is operational.

For consideration of an Ongoing Project, the Bidder shall submit the Work Order / Contract Agreement to-
gether with a Go-Live Certificate/ Operational Acceptance Certificate/ Performance Certificate/ Client Cer-
tificate or equivalent documentary evidence demonstrating operational status.

Projects supported only by a Work Order or Contract Agreement without Go-Live or operational status shall

Page | 9




not be considered for Eligibility or Technical Evaluation.

2.4 Associate Company

The Proposal shall be submitted by a single legal entity, and the Bidder shall independently satisfy all
Eligibility Criteria, Technical Evaluation Criteria and Financial Qualification Requirements prescribed
in this NIT.

The credentials, experience, project references, turnover, net worth, financial capacity, manpower strength,
certifications, technical qualifications or any other eligibility or evaluation parameters of a parent company,
subsidiary, associate company, affiliate, group company, joint venture partner, consortium member or any
other related entity shall not be considered for qualification or evaluation of the Bidder unless specifically
permitted elsewhere in this NIT.

For the purposes of this Clause, an "Associate Company" shall mean any entity that directly or indirectly con-
trols, is controlled by, or is under common control with the Bidder.

The Bidder shall be solely responsible for execution of the Contract and for fulfilment of all obligations, deli-

verables, performance standards, service levels and other requirements specified in this NIT and the Contract.

Minimum Qualifica-

Position .
tion

Minimum Experience

Minimum 10 years

Project Manager

B.E./B.Tech/MCA or
equivalent

overall experience and
5 years in ICT/e-
Governance/Utility
Projects

Minimum 8 years in

Solution Archi- | B.E./B.Tech/MCA or large-scale application
tect equivalent architecture and system

integration projects

Minimum 5 years in
GIS & Route GIS/Engineering/IT GIS-enabled systems,
Optimization Graduate location intelligence or
Expert route optimization plat-

forms

Minimum 5 years in
Grl;tsi:)lt(l)};imei_t Engineering Graduate GPS, AVL, IoT, sensor
£ P or telemetry projects

. . Minimum 5 years in
Engineering Graduate .

Information Wit%l ¢ cyber.securlty, VAPT,
Security Expert | CISSP/CISM/CEH or | SSCUrIly governance or

equivalent certification

information security
implementation

2.5 Replacement of Personnel
Any replacement of Key Personnel proposed in the Technical Proposal shall require prior written approval of DJB.
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The replacement personnel shall possess qualifications and experience equal to or higher than those of the personnel
being replaced.

The Implementation Agency shall deploy approved replacement personnel within fifteen (15) days from occurrence
of vacancy.

Frequent replacement of Key Personnel without adequate justification may be treated as a material deficiency in
performance.

2.5.1 Documentary Evidence
The Bidder shall submit evidence of employment or engagement for all Key Personnel proposed as In-House
Staff, including but not limited to:
a. Employment contracts, appointment letters, HR certificates, or salary slips (for employees).
b. Framework contracts, retainer agreements, or long-term Services contracts (for independent Im-
plementation Agency engaged for 36 months or more).

2.6 Preparation of Bids
The Bidders shall upload the following documents during submission of the bid:

2.6.1 TechnicalBid
Technical Bid containing documents and information pertaining to the requirements as stated below:
Covering letter
ProofofTenderFeepayment(Copy of receipt of RTGS / NEFT)
ProofofEMDsubmission (Copy of receipt of RTGS / NEFT of Earnest money)
PANCcard or equivalent
Details regarding having functional office in Delhi NCR or an undertaking to open an office in
Delhi NCR within one month from date of award of work.
TechnicalBidSubmissionformasperFormlofSection5
ParticularsoftheBidderasperFormIlofSection5
StatementofLegalCapacityasperFormIIlofSection5
DescriptionoftheMethodologyandWorkPlanforPerformingtheServicesasper Form IV of Section
5.
10. BidderExperienceProjectDataSheetsasperFormV.A and Form V.B ofSection5.
11.  PowerofAttorneyasperFormVIofSection5(AsperNITdulysignedbythebidders on stamp paper of
Rs.100/- duly attested by Notary).
12.  CurriculumVitacofthe“KeyPersonnel”asperFormVIIofSection5.
2.6.2 FinancialBid
Financial Bid shall comprise:
1. Financial Bid covering letter as per Form 1 of Section 6.
2. Financial Bid Forms as per Form FIN-1 and Form FIN-2 of Section 6.
2.6.3 Taxes
The Financial Bidshould clearly estimate, as a separate amount, the taxes, duties, fees, levies and other
charges as per applicable law, on the Implementation Agency as stated in the NIT. The Implementation
Agency are responsible for meeting all tax liabilities arising out of the Contract .

aobrwb-~

©oNOS

2.7 Sub-contracting
The Implementation Agency shall not subcontract the whole of the Services to sub-Implementation
Agency. However, subject to the restrictions outlined in this NIT Document,anlmplementation Agency
may propose sub-contracting a part of the contract for specialized items of services, provided such a
sub-Implementation Agency does not circumvent the eligibilityand qualification criteria based on which
the Implementation Agency was shortlisted in the NIT process. The names and details of the sub-
Implementation Agency must be clearly stated in theproposal submitted by the Implementation Agency.
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Despite any approval of the Clientfor such arrangements, the Implementation Agency shall be solely and
directly responsible for
executing sub-contracted portions of the contract. The total value of the subcontractedportion of services
must not exceed 25% (twenty-five percent) of the contract value. Sub-contracting by the Implementation
Agency without the approval of the Clientshall be a breach of contract.

2.8 ConflictofInterest

2.8.1 A Bidder shall not have a conflict of interest that may affect the Selection Process or the Servic-
es(the“ConflictofInterest”). AnyBidderfoundtohaveaConflictofInterestshall be disqualified.

2.8.2 DJB requires that the Implementation Agency provides professional, objective, and impartial advice and at
all times holdDJB’s interest paramount, avoids conflicts with other services or its owninterests, and act
without any consideration for future work. The Implementation Agency shall not accept or engage in
any services that would be in conflict with its prior or current obligations to other clients, or that may
place it in a position of not being able to carry out the services in the best interests of DJB.

2.8.3 Some guiding principles for identifying and addressing Conflicts of Interest have been illustrated in this
RFP. Without limiting the generality of the above, a Bidder shall be deemed to have a Conflict of Inter-
est affecting the Seiection Process, if:

1. A constituent of such Bidder is also a constituent of another Bidder; or

2. Such Bidder has the same legal representative for purposes of this bid as any other Bidder; or

3. Such Bidder has a relationship with another Bidder, directly or through common third parties, that puts
them in a position to have access to each other’s information about, or to influence the bid of either or
each of the other Bidders; or

4. There is a conflict among this, and other projects of the bidder (including its personnel and sub-
Implementation Agency) and any subsidiaries or entities controlled by such bidder or having common
controlling shareholders. While providing Services to DJB for these particular services, the Implementa-
tion Agency shall not take up any services that by its nature will result in conflict with the present ser-
vices; or

5. The Bidder, its parent company, subsidiary, affiliate, associate company, group company, key mana-
gerial personnel or any entity under common control shall not participate, directly or indirectly, in more
than one Bid for the same Project.

6. The Bidder shall immediately disclose to DJB any actual, potential or perceived Conflict of Interest that
may arise during the Bid Process or the Contract Period.

7. Any Conflict of Interest which, in the opinion of DJB, materially affects the Selection Process, fairness
of competition, integrity of evaluation or performance of the Contract may result in rejection of the Bid,
termination of the Contract, forfeiture of Bid Security or Performance Security, or any other action
deemed appropriate by DJB.

8. The decision of DJB regarding the existence, nature or impact of any Conflict of Interest shall be final
and binding on the Bidder.

2.9 Notices
All notices and other communications under this contract must be in writing and must either be mailed
by registered mail with acknowledgement due or hand delivered with proof of it having been received. If
mailed, all notices will be considered as delivered after 5 days of the notice having been mailed. If hand
delivered, all notices will be considered, when received by the party (“Party”, i.e.) to whom the notice is
meant and sent for. All notices under this contract shall be sent to or delivered to the nodal person as
specified by the Parties.

A Notice shall be effective when delivered or on the Notice’s effective date, whichever is later.

2.10 GoverningLaw
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The Contract shall be governed by and interpreted in accordance with laws of India. The Courts of Delhi
shall have exclusive jurisdiction in all matters arising under this Contract.

2.11 SettlementofDisputes

DJB and the Implementation Agency shall make every effort to resolve amicably any disagreement or
dispute arising out of or in connection with the Contract.

If the Parties fail to resolve such dispute or difference through mutual consultation within thirty (30)
days from the date of commencement of such consultation, either Party may approach the courts of
competent jurisdiction at Delhi for resolution of the dispute. For the purposes of this Clause, the date of
commencement of the dispute shall be the date on which either Party issues a written communication to
the other Party expressly stating the existence of a dispute.

There shall be no arbitration under this Contract. The Contract shall be governed by the laws of India
and all disputes arising out of or in connection with the Contract shall be subject to the exclusive juris-
diction of the courts at Delhi.

2.12 NumberofBids
No Bidder shall submit more than one Bid Document for the Services. A Bidder shall not be entitled to
submit another Bid

2.13 CostofBid
The Bidders shall be responsible for all of the costs associated with the preparation of their Bids and
their participation in the Selection Process, including subsequent negotiation, visits to DJB, Project site
etc. DJB will not be responsible or in any way liable for such costs, regardless of the conduct or out-
come of the Selection Process.

2.14 AcknowledgementbyBidder

2.14.1 ItshallbedeemedthatbysubmittingtheBid,theBidderhas:

a. Made a complete and careful examination of the NIT.

b. Received all relevant information requested from DJB.

c. Acknowledged and accepted the risk of inadequacy, error or mistake in theinformation provided in the
NIT or furnished by or on behalf of DJB.

d. Satisfied itself about all matters, things and information, necessary and required for submitting an in-
formed bid and performance of all of its obligations thereunder.

e. Acknowledged that it does not have a Conflict of Interest.

2.14.2 DJB shall not be liable for any omission, mistake or error on the part of the Bidder in respect of any of
the above or on account of any matter arising out of or concerning or relating to RFP or the Selection
Process, including any error or mistake therein or in any information or data given by DJB.

2.15 Right to reject any or all Bids

2.15.1 Notwithstanding anything contained in this NIT, DJB reserves the right to accept or reject any Bid or to
annul the Selection Process and reject all Bids, at any time without any liability or any obligation for
such acceptance, rejection or annulment, and without assigning any reasons thereof.

2.15.2 Without prejudice, DJB reserves the right to reject any Bid if:
a. Atany time, a material misrepresentation is made or discovered, or
b. The Bidder does not provide, within the time specified by DJB, the supplemental information sought by
DIJB for evaluation of the Bid.

2.15.3 If such disqualification/rejection occurs after the Bids have been opened and the Selected L1 Bidder gets
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disqualified or rejected, DJB reserves the right to consider the next eligible bidder in accordance with
the provisions of this NIT or take such other action as deemed appropriate

2.16 Clarifications
Bidders requiring any clarification on the NIT may send their queries to DJB through e-mail provided in NIT
before the Bid Submission Date of queries mentioned in clause 1.7 (Schedule of Selection Process).The email
subject shall clearly bear the following identification:

"QueriesconcerningSelection of a System Integrator for Implementation of Integrated Smart Water
Tanker Management System (ISWTMS) for Delhi Jal Board.”

DIJB reserves the right not to respond to any questions or provide any clarifications, at its sole discretion, and
nothing shall be construed as obliging DJB to respond to any question or to provide any clarification.

2.17 Amendment of NIT

2.17.1 At any time prior to the last date for bid submission, DJB may, for any reason, whether at its own initia-
tive or in response to clarifications requested by a bidder, modify the NIT document by the issuance of
Addendum/ Amendment and posting it on the Portal.

2.17.2 All such amendments will be posted on the Portal along with the revised NIT containing the amendments
and will be binding on all Bidders

2.17.3 In order to afford the Bidder a reasonable time for taking an Amendment into account, or for any other
reason, DJB may, at its sole discretion, extend the Bid Submission Date.

2.17.4 The Implementation Agency may request a clarification of any part of the NIT during the period indi-
cated in clause 1.7 before the Bid Submission Date. Any request for clarification must be sent in writing,
or by standard electronic means, to the DJB’s address indicated in the NIT.

2.17.5 DJB will respond in writing, or by standard electronic means, and will send written copies of the re-
sponse (including an explanation of the query but without identifying its source) to all Bidders who par-
ticipate in the Prebid meeting/send queries.

2.18 Language of Bids and Correspondence

2.18.1 The Bid prepared by the Bidder and all correspondence and documents related to the Bidexchanged by
the Bidder and DJB shall be in English.

2.18.2 Any document furnished by the Bidder may be in another language, as long as such documentis accom-
panied by an English translation, in which case, for purposes of interpretation of theBid, the English
translation shall govern.

2.18.3 If any document submitted by a Bidder is in a locallanguage, then the English translation must be certi-
fied by an advocate and notarized.

2.18.4 If anydocument submitted by a Bidder is in a foreign language, then the English translation must becerti-
fied by the embassy/consulate/high commission of the relevant foreign country in India.Supporting ma-
terials which are not translated into English or certified/ notarizedinaccordancewith this clause 2.19may
not be considered by DJB.

2.19 Format and Signing of Bids

2.19.1 The Bidder shall provide all the information sought under this NIT. DJB would evaluate only those Bids
that are received in the specified forms and complete in all respects.

Page | 14



2.19.2 The Bidder shall submit Technical and Financial Bid online and upload the same before the Bid Submis-
sion Date on e- tender through Delhi Govt. website - https://govtprocurement.delhi.gov.in.

2.19.3 A copy of the Power of Attorney certified by Director of the Bidder and notarized by a notary public in
the form specified in Form VI of Section 5 shall accompany the Bid.

2.19.4 Bidder/s should note the last date for bid submission. Except as specifically provided in this NIT, no
supplementary material will be entertained by DJB, and that evaluation will be carried out only on the
basis of Documents received by the closing time of bid submission. Bidders will ordinarily not be asked
to provide additional material information or documents subsequent to the date of submission, and unso-
licited material, if submitted, will be summarily rejected.

2.20 FinancialBid

2.20.1 BiddersshallsubmittheFinancialBidsonlineintheformatsspecifiedinSection6.Intheeventofany difference
between figures and words, the amount indicated in words shall prevail. In the event of a differencebet-
weenthecorrectedarithmetictotalandthetotalshownintheFinancialBid,thelowerof the two shall prevail.

2.20.2 WhilesubmittingtheFinancialBid,theBidderensuresthefollowing:

a) All costs associated with the Services shall be included in the Financial Bid. These normally cover
payments for all the Personnel (in the field, office etc.), and, under reimbursement, cover - accommoda-
tion, air fare, equipment, printing of documents, office furnish-
ing,communicationandtransportationcostetc. Thetotalamountindicatedinthe ~ Financial Bidshallbewi-
thoutanyconditionattachedorsubjecttoanyassumptionand shall be final and binding. In case any assump-
tion or condition is indicated in the Financial Bid,itshallbeconsiderednon-
responsiveandisliabletoberejected.

b) The Financial Bid shall consider all expenses and tax liabilities. For the avoidance of doubt, it is clari-
fied that all direct taxes shall be deemed to be included in the costs shown under different items of the
Financial Bid. The amount quoted by the Bidder shall be exclusive of GST and all the indirect taxes,
which shall be quoted separately in BOQ.

2.21 SubmissionofBid
2.21.1 The Bid shall be submitted online.

2.21.2 The rates quoted shall be firm throughout the period of performance of the services, unless provided for
otherwise for certain situations in this NIT, up to and discharge of all obligations of the Implementation
Agency under the Agreement.

2.22 BidSubmissionDate
Bid should be submitted at or before the time for Bid Submission Date mentioned in the e-tender portal
through DelhiGovt.website https://govtprocurement.delhi.gov.inprovidedinthemannerandformasdetailed
inthisRFP. DJB may,in its sole discretion, extend the Bid Submission Date by issuing an Addendum un-
iformly for all bidders.

2.23 LateBids
Proposals received by DJB after the specified time on Bid Submission Date shall not be eligible for consider-
ation and shall be summarily rejected.

2.24 Modification/Substitution/WithdrawalofBids

2.24.1 The bidder may modify, substitute, or withdraw its Bid prior to Bid Submission Date. No Bid shall be
modified, substituted, or withdrawn by the bidder after the Bid Submission Date.
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2.24.2 Any alteration/modification in the Bid or additional information or material supplied subsequent to the
Bid Submission Date, unless the same has been expressly sought for by DJB, shall be disregarded.

2.25 Earnest Money Deposit (EMD)
TheBiddershallsubmitEMDasspecifiedinclausel.4
2.25.1 The Selected Bidder’s Bid Security shall be refunded after signing of the Agreement between DJB and
the Implementation Agency.

2.25.2 Any Bid without prescribed EMD deposition/transaction receipt shall be rejected by DJB as non-
responsive.

2.25.3 DJB shall not be liable to pay any interest on the EMD amount and the same shall be interest- free.

2.25.4 The Bidder, by submitting its Bid pursuant to this RFP, shall be deemed to have acknowledged that,
without prejudice to DJB any other right or remedy hereunder or in law or otherwise, the EMD shall be
forfeited and appropriated by DJB as the mutually agreed pre-estimated compensation and damage pay-
able to Delhi Jal Board for, inter alia, the time, cost and effort of DJB in regard to the RFP, including the
consideration and evaluation of the Bid under the following conditions:

a. Ifa Bidder submits a non-responsive Bid.

b. If a Bidder engages in any of the Prohibited Practices specified in clause 2.37 of this RFP.

c. If a Bidder withdraws its Bid during the period of its validity as specified in this RFP and as ex-
tended by the Bidder from time to time.

d. Ifthe Bidder is found to have a Conflict of Interest as specified in clause 2.7.

It is to be noted Udyam-registered Micro and Small Enterprises (MSEs), and DPIIT-recognized Startups shall
be eligible for exemption from payment of EMD, subject to submission of a valid Udyam Registration Certif-
icate containing NIC code(s) that correspond to the nature and scope of the tendered work. In place of the
EMD, such MSE bidders must submit a duly signed Bid Security Declaration in the prescribed format.
Non-submission of a matching Udyam Registration Certificate and/or the required Bid Security Declaration
shall render the bidder ineligible to claim MSE benefits under this tender

2.26 PerformanceGuarantee

2.26.1 The Bidder, by submitting its Bid pursuant to this RFP, shall be deemed to have acknowledged that,
without prejudice to DIB’s any other right or remedy hereunder or in law or otherwise, its Performance
Guarantee shall be forfeited to DJB under the following conditions:

a. Ifa Bidder engages in any of the Prohibited Practices specified in clause 2.37 of this RFP.
b. If the Bidder is found to have a Conflict of Interest as specified in clause 2.7; and
c. [Ifthe Selected Bidder commits a breach of the Agreement.

2.26.2 2.26.2 An amount equal to five percent (5%) of the awarded Contract Price shall be furnished by the
Selected Bidder as Performance Security in accordance with the provisions of this RFP.

2.26.3 The Performance Security shall be in the form of Deposit at Call Receipt of any Scheduled Bank, Bank-
er’s Cheque of any Scheduled Bank, Demand Draft of any Scheduled Bank, Pay Order of any Scheduled
Bank, Government Securities, Fixed Deposit Receipt, or Bank Guarantee issued by any Scheduled Bank
or the State Bank of India in the prescribed format.

2.26.4 In the event the Selected Bidder fails to furnish the prescribed Performance Security within the period
specified in the Letter of Acceptance, including any extension granted by DJB, the Earnest Money De-
posit (EMD) shall stand forfeited automatically without any further notice.

2.26.6 Invocation and Release of Performance Security
Without prejudice to any other rights, remedies or contractual actions available to DJB, the Performance

Security may be invoked, in whole or in part, in the event of:
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a) Failure to commence the Services within the prescribed timeline;

b) Failure to achieve Implementation Milestones resulting in material delay or abandonment of the
Project;

¢) Repeated non-compliance of Critical Core System Service Levels (CSSLs);

d) Failure to implement an approved Performance Improvement Plan (PIP);

e) Repeated Service Integrity Violations, including tanker refusal, route manipulation, false delivery re-
porting, quantity manipulation, concealment of shortages or deliberate service disruption;

f) Repeated unreported quantity shortfall events;

g) Proven collusion, cartelisation or deliberate manipulation of tanker operations;

h) Material breach of the Contract; or

i) Any other circumstance expressly permitting such invocation under the Contract.

The Performance Security shall be returned after successful completion of the Contract, satisfactory ful-
filment of all contractual obligations, completion of Exit Management obligations (if applicable), and
settlement of all dues, deductions, recoveries, retentions and claims arising under the Contract.

2.27 Selection Process

2.27.1 Evaluation of Bids

a. Bids for which a notice of withdrawal has been submitted in accordance with clause 2.23 shall not
be opened.

b. DIJB reserves the right to reject any Bid which is non-responsive and no request for alteration,
modification, substitution or withdrawal shall be entertained by DJB in respect of such Bids.

c. . The Technical Bids shall be evaluated first. Only those Bidders who achieve the Minimum Tech-
nical Qualifying Score prescribed in this RFP shall be declared Technically Qualified. The Finan-
cial Bids of only such Technically Qualified Bidders shall be opened for Financial Evaluation. DJB
will not entertain any query or clarification from Bidders in this regard

d. To facilitate evaluation of Bids, DJB may at its sole discretion, seek clarifications from any Bidder
regarding its Bid. Such clarification(s) shall be provided within the time specifiedbyDJB for this
purpose. Any request for clarification(s) and all clarification(s) in response there to shall be in writ-
ing.

e. Bidders will be required to make a presentation to DJB on their Approach and Methodology. This
presentation will form a part of the evaluation.The Presentation shall be evaluated strictly in accor-
dance with the Technical Evaluation Criteria and Marks specified in this RFP

f. DIJB reserves the right to verify any information, project credentials, infrastructure facilities, tech-
nical capabilities, OEM arrangements, implementation experience, support facilities, command
center facilities, development centres, NOC/SOC facilities or any other claims made by the Bidder
at any stage of the Selection Process. For this purpose, DJB may undertake site visits, inspections,
client references check, demonstrations or any other verification considered necessary. Any infor-
mation found to be false, misleading or materially inconsistent with the Bid may result in rejection
of the Bid or disqualification of the Bidder

g. Bidders are advised that Selection shall be entirely at the discretion ofDJB.

h. Bidders shall be deemed to have understood and agreed that DJB shall not be required to provide
any explanation or justification in respect of any aspect of the Selection Process.

i. Any information contained in the Bid shall not in any way be construed as binding on DJB, its
agents, successors or assigns, but shall be binding against the Bidder if the Services is subsequently
awarded to it

j-  The Technical Bid shall not include any financial information. A Technical Bid containing material
financial information shall be declared non-responsive

k. The Technical Evaluation shall be carried out only for determining the responsiveness and technic-
al qualification of the Bidder.

1. The Technical Score shall be used solely for determining compliance with the technical qualifica-
tion requirements prescribed in this NIT and shall not carry any weightage in the final ranking,
evaluation or selection of the Successful Bidder
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m. The Contract shall be awarded to the Technically Qualified Bidder quoting the Lowest Evaluated

Financial Bid (L1) in accordance with the Least Cost Selection (LCS) methodology.

2.27.2 Implementation Agency shall not propose alternative Key Personnel. Only one CV shall be submitted for
each Key personnel position. Failure to comply with this requirement will make the Proposal non-
responsive.

2.27.3 Variations are not allowed.

2.27.4 ScoringCriteria:

In the first stage of evaluation, the Technical Bid will be evaluated on the basis of Bidder’s experience, its
understanding of TOR, proposed methodology and Work Plan, and the experience of Key Personnel. Only
those Bidders whose Technical Bids score 70 marks or more out of 100 shall be considered Technically Qual-
ified. The Technical Evaluation shall be conducted solely for determining technical responsiveness and quali-
fication. Final selection shall be based on the Lowest Evaluated Financial Bid (L1) among the Technically
Qualified Bidders.

The scoring criteria to be used for technical evaluation shall be as follows:

Sr. No. Parameter Criteria Documents Required Max Marks
1 Project = 5 Marks Work Orders/Agreements togeth-
2 Projects = 10 Marks er with Completion, Go-Live,
1 Similar Work 3 or More Projects = 15 Operational Acceptance, Perfor- 15
Experience Marks mance or Client Certificates (for
Here Minimum Project Val- | ongoing if no completion certifi-
ue is 5 crores cate available)
210 Crto <20 Cr=4
I Marks
Value of Similar 20 Crto<40Cr=7 Work Orders/Agreements and
2 Works Imple- . . 10
mented Marks supporting documentary evidence
%40 Cr and above = 10
Marks
Government / 1 Project = 5 Marks
3 PSU / Utility Ex- 2 Projects = 10 Marks Work Orders/Agreements togeth- 15
perience in Simi- 3 or More Projects = 15 er with supporting certificates
lar Work Marks
- 1 Project =5 Marks
Water: Utlity 2 Projects = 8 Marks Work Orders/Agreements togeth-
4 Domain Expe- . = . ) . 10
rience 3 or More Projects = 10 er with supporting certificates
Marks
Project Manager = 5 Marks
Solution Architect / Tech- . .
s puoredKer | ilod svas | QU Gttt B g
Integration / IoT Lead =5
Marks
Minimum Eligibility Certi-
fications = 3 Marks
CMMI Level 3 or above +
. ISO 9001 +1SO 27001 =4
6 guil.ltt.y 8: Process Marks Valid Certificates 5
ertilications CMMI Level 5 +1SO 9001
+1S0 27001 + One Addi-
tional Relevant Certification
= 5 Marks
7 Proposed Solution | Understanding of Tanker Technical Proposal, Architecture | 30
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& Technical Ap- Operations = 5 Marks Documents, Methodology Docu-
proach Functional Solution Design | ments and Presentation

= § Marks

Architecture, Security &
Scalability = 6 Marks
Integration Strategy = 5
Marks

Implementation Methodolo-
gy & Project Plan = 3 Marks
Risk Mitigation & Business
Continuity = 3 Marks

Technical Evaluation Criteria

The Technical Evaluation shall be conducted in accordance with the following criteria:
Evaluation Notes

a) Marks shall be awarded only on the basis of documentary evidence submitted by the Bidder and found acceptable
by DIB.

b) A project may be considered under more than one evaluation parameter, provided the documentary evidence de-
monstrates compliance with the respective requirements.

¢) Completed Projects and Ongoing Projects shall be treated equally for Technical Evaluation, provided the Ongoing
Project satisfies the definition prescribed under this RFP and has achieved Go-Live and operational status as on the
Bid Submission Date.

d) Projects where only a Work Order has been issued without commissioning, operationalization or Go-Live shall
not be considered for Eligibility or Technical Evaluation.

e) DJB reserves the right to independently verify any project credential, project scope, project value, implementation
status, Go-Live status, operational status, client reference or performance credential submitted by the Bidder and
may seek clarification directly from the concerned client organization. The decision of DJB in this regard shall be
final and binding.

f) The Minimum Technical Qualifying Score shall be 70 Marks out of 100. Only those Bidders achieving the Mini-
mum Technical Qualifying Score shall be declared Technically Qualified and considered for Financial Evaluation.

g) The Technical Score shall be used solely for determining technical qualification and, where applicable, tie-
breaking purposes, and shall not carry any weightage in the financial evaluation or final selection process

2.27.5 Minimum Technical Score required to qualify technical evaluation is 70 marks out of 100. A Bid
will be considered unsuitable and will be rejected at this stage, if it does not respond to important as-
pects of NIT document and the Terms of Reference or if it fails to achieve the Minimum TechnicalS-
core.FinancialBidsofthoseBidders,whofailtomeetMinimumTechnicalScore, shall not be opened.

2.27.6 The Bidder will work closely with DJB to co-ordinate and facilitate visits, conferences and other oppor-
tunities for exposure to new projects and ideas for DJB officials. All travel-relatedexpensesincluding
reimbursement for air/train/bustravel,accommodation, daily allowances and other associated costs will
be in accordance with DJB’s established rules and guidelines. Reimbursement will be processed follow-
ing the prior approval of the competent authorities within DJB.

2.27.7 DIB reserves the right to modify the eligibility criteria, evaluation criteria, methodology, minimum
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technical score or any other provision relating to the Selection Process through an addendum or corri-
gendum issued prior to the Bid Submission Date. Bidders securing the Minimum Technical Score pre-
scribed in this NIT shall be declared Technically Qualified and shall be intimated of the date and time of
opening of the Financial Bids, which shall also be displayed on the Delhi Government e-Procurement
Portal (https://govtprocurement.delhi.gov.in)

2.27.8 Abnormally Low, Unbalanced or Front-Loaded Bids:

Where a Financial Proposal appears to be abnormally low, substantially unbalanced, front-loaded, or
otherwise indicative of pricing that may adversely affect the Bidder's ability to perform the Contract in
accordance with the requirements of thisNIT, the Procuring Entity may require the Bidder to furnish a
detailed price analysis, cost justification, resource deployment plan, methodology of execution, break-up
of costs, or any other information considered necessary.

The Bidder shall provide the requested information within the time specified by the Procuring Entity.
Failure to furnish satisfactory justification may render the Bid non-responsive and liable for rejection

Upon examination of the information furnished by the Bidder, the Procuring Entity may:

a) accept the Financial Proposal.
b) seek additional clarifications or supporting information.

¢) require additional assurances relating to contract performance, where permitted under applicable
rules; or

d)reject the Proposal if the Bidder fails to satisfactorily demonstrate its capability, technical resources,
manpower deployment capability, financial viability, or ability to perform the Contract at the quoted
price

The decision of the Procuring Entity regarding the acceptability of any explanation, justification, or sup-
porting information furnished by the Bidder shall be final and binding.

Evaluation of Financial Bid and Selection Of Successful Bidder:

Only those Bidders who are declared Technically Qualified shall have their Financial Bids
opened and considered for evaluation.

For the purpose of financial evaluation, the amount quoted against Sl. No. 3 of Form FIN-2,
namely the Grand Total (excluding GST), shall be treated as the Evaluated Financial Quote and
shall represent the Total Cost of Ownership (TCO) for the entire Contract Period.

GST shall be excluded from the financial evaluation and shall not be taken into account for de-
termining the evaluated bid value.

The Technical Score shall be used only for technical qualification and, where applicable, tie-
breaking purposes, and shall not carry any weightage in financial ranking or final evaluation

The Successful Bidder shall be selected under the Least Cost Selection (LCS) methodology. The
Bidder offering the lowest Evaluated Financial Quote shall be ranked as L1 and shall be consi-
dered for award of the Contract, subject to compliance with the requirements of this RFP, accep-
tance of all applicable terms and conditions, and approval by the Competent Authority.

In the event two or more Bidders quote the same Lowest Evaluated Financial Quote, the Bidder

securing the higher Technical Score shall be ranked higher. If such tie persists, the Bidder having
the higher average annual turnover for the three financial years considered under the Financial
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Capacity criterion shall be ranked higher. If the tie still persists, the decision of DJB shall be fi-
nal and binding

These tie-breaking provisions shall be applicable only in cases where two or more technically
qualified Bidders have quoted the same Lowest Evaluated Financial Quote

Where any arithmetic discrepancy is identified in a Financial Bid, DJB may correct such discre-
pancy and the corrected amount shall be considered for evaluation. The decision of DJB in this
regard shall be final and binding.

The decision of DJB regarding evaluation of Financial Bids shall be final and binding on all Bidders

2.28 Clarification of Proposals and Shortfall Documents:

2.28.1 During the evaluation of Technical or Financial Proposals, the Client may, at its discretion, but without any
obligation to do so, ask the Implementation Agency to clarify its Proposal by a specified date. The Implemen-
tation Agency should answer the clarification within that specified date (or, if not specified, 7 days from re-
ceiving such a request). The request for clarification shall be submitted in writing or electronically, and no
change in prices or substance of the Proposal shall be sought, offered, or permitted that may grant any undue
advantage to such Implementation Agency. Any clarification submitted by an Implementation Agency re-
garding its Proposal that is not in response to a request by the Client shall not be considered.

2.28.2 The Client reserves its right to, but without any obligation to do so, seek any shortfall information/ documents
only in case of historical documents which preexisted at the time of the Proposal Opening and which have not
undergone change since then and do not grant any undue advantage to any Implementation Agency. There is
a provision on the portal for requesting Short-fall documents from the Implementation Agency. The system
allows taking the shortfall documents from Implementation Agency only once after the technical Proposal
opening.

2.28.3 If the Implementation Agency fails to provide satisfactory clarification and/or missing information, its RFP
shall be evaluated based on available information and documents.

2.29 Contacting Client during the Evaluation
From Proposal submission to awarding of the contract, no Implementation Agency shall contact the Client on
any matter relating to the submitted Proposal. If anlmplementation Agency needs to contact the Client for any
reason relating to this tender and/ or its Proposal, it should do so only in writing or electronically. Any effort
by anlmplementation Agency to influence the Client during the processing of Proposals, evaluation, Proposal
comparison or award decisions shall be construed as a violation of the Code of Integrity and the Proposal
shall be liable to be rejected as non-responsive.

2.30 Confidentiality
Information relating to the examination, clarification, evaluation, and recommendation for the selection of
Bidders shall not be disclosedto any person whois not officially concernedwith the process or is notare-

tainedprofessionaladviseradvisingDJBinrelationtomattersarisingoutoforconcerningthe SelectionPro-
cess.DJBshalltreatallinformationsubmittedaspartoftheBid,inconfidenceandshall requireallthosewhoha-
veaccesstosuchmaterialtotreatthesameinconfidence.DJBmaynotdivulge any-

suchinformationunlessitisdirectedtodosobyanystatutoryentitythathasthepowerunderlaw  torequireitsdis-
closureoristoenforceorassertanyrightorprivilegeofthestatutoryentityand/orDJBor as may be required by
law or in connection with any legal process.

2.31 Appointmentof Implementation Agency

2.31.1 Services Award
After selection, a Letter of Acceptance (the “LOA”) shall be issued, in duplicate, by DJB to the Selected Bid-

derandtheSelectedBiddershall,within10(Ten)workingdaysofthereceiptoftheLOA,signand returnthedupli-
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catecopyoftheLOAinacknowledgementthereof.Intheeventtheduplicatecopyof theLOAdulysignedbythe-
SelectedBidderisnotreceivedbythestipulateddate,DJBmay,unlessit consents to extension of time for
submission thereof,forfeit the EMD ofsuch Bidder.

The selected Bidder will be required to furnish performance guarantee as per clause 2.25 within the pe-
riod specified in the Letter of Acceptance.

2.31.2 ExecutionofAgreement
After acknowledgement of the LOA and submission of Performance Guarantee as aforesaid by the Se-

lected L1 Bidder, DJB shall execute the Agreement within the period of 15 working days. The Selected
L1 Bidder shall not be entitled to seek any deviation in the Agreement.

2.31.3 CommencementofServices
Thelmplementation Agency shall commence the Services within 7 (seven) working days of the date of

the Agreement. If the Implementation Agency fails to either sign the Agreement as specified in clause
2.30.2 or not commence the services as specified herein, the EMD of the bidder shall be forfeited and appro-
priated in accordance with the provisions of clause 2.26.

2.32 Liquidated Damages for delay

In the event of delay attributable to the Implementation Agency in achieving an Implementation Milestone
specified under Clause 3.7, Liquidated Damages (LD) shall be levied at the rate of 0.5% of the Implementa-
tion Cost component of the Contract Price per week of delay or part thereof, subject to a maximum of
10% of the Implementation Cost component.

For the avoidance of doubt:

a) Liquidated Damages under this Clause shall apply only during the Implementation Phase prior to Opera-
tional Go-Live.

b) Upon Operational Go-Live, performance shall be governed by the Service Level Framework under
Clause 3.9, and applicable CSSL deductions, OPSL deductions and CEKPI retentions shall apply.

¢) No Liquidated Damages shall be imposed for matters already addressed through SLA deductions under
Clause 3.9 so as to avoid double recovery for the same event.

d) Where delay in an intermediate milestone is subsequently recovered and the overall implementation time-
line is achieved within the approved schedule, DJIB may, at its discretion, waive or suitably adjust the Liqui-

dated Damages imposed for such intermediate milestone delay.

e) The aggregate Liquidated Damages applicable under this Clause shall not exceed ten percent (10%) of the
Implementation Cost component of the Contract Price.

f) Imposition of Liquidated Damages shall not relieve the Implementation Agency from completing the de-
layed Deliverable, Milestone or Service.
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2.33 Proprietary data

2.33.1 Subject to the provisions of clause 2.32 all documents and other information provided by DJB orsubmit-
tedbyaBiddertoDJBshallremainorbecomethepropertyofDJB.BidderandtheImplementation Agency, as-
thecasemaybe,areto treat all informationasstrictlyconfidential. DJBwill not returnanyBid, or any-
informationrelatedthereto.Allinformationcollected,analyzed,processedorinwhatevermanner provided by
the Implementation AgencytoDJBinrelationtotheServices shall bethe property of DJB.

2.33.2 The Implementation Agency shall not, without the prior written consent of DJB:
a. Disclose, share, or reproduce the confidential information, in whole or in part, to any third party.
b. Use confidential information for any purpose other than the performance of duties under these ser-
vices.
c. Retain any copies of confidential information upon completion or termination of the engagement.

2.33.3 The Implementation Agency shall adopt all necessary administrative, technical, and physical safeguards
to prevent unauthorized access, disclosure, misuse, or loss of confidential information.

2.33.4 Upon completion or termination of the Services, the Implementation Agency shall return all physical and
digital confidential information to DJB and shall certify in writing that no copies (physical or electronic)
have been retained.

2.33.5 Any unauthorized use or disclosure of confidential information by the Implementation Agency shall
constitute a material breach of this Agreement. In such an event, DJB reserves the right to:
a. Immediately terminate the contract without further liability.
b. [Initiate legal proceedings, including but not limited to civil or criminal action, under ap-
plicable laws.

2.34 Indemnity
The Implementation Agency shall, subject to the provisions of the Agreement, indemnify DJB for an
amount not exceedingthevalueofthe Agreementforanydirectlossordamagethatiscausedduetoanydeficiency
in services.

2.35 FraudandCorruptPractices

2.35.1 The Bidders and their respective officers, employees, agents and advisers shall observe the highest stan-
dard of ethics during the Selection Process. Notwithstanding anything to the contrary contained in this
RFP, DJB shall reject a Bid without being liable in any manner whatsoever to the Bidder, if it deter-
mines that the Bidder has, directly or indirectly or through an agent, engaged in corrupt practice, fraudu-
lent practice, coercive practice, undesirable practice or restrictive practice (collectively the “Prohibited
Practices™) in the Selection Process. In such an event, DJB shall, without prejudice to its other rights or
remedies, forfeit and appropriate the Bid Security or Performance Guarantee, as the case may be, as mu-
tually agreed genuine pre-estimated compensation and damages payable to DJB for, inter alia, time, cost
and effort of DJB, in regard to the RFP, including consideration and evaluation of such Bidder’s Bid.

2.35.2 Without prejudice to the rights of DIB herein above and the rights and remedies which DIB may have
under the LOA or the Agreement, if an Bidder or Implementation Agency, as the case may be, is found
by DJB to have directly or indirectly or through an agent, engaged or indulged in any corrupt practice,
fraudulent practice, coercive practice, undesirable practice or restrictive practice during the Selection
Process, or after the issue of the LOA or the execution of the Agreement, such Bidder or Implementation
Agency shall not be eligible to participate in any tender or RFP issued by DJB during a period of 2 (two)
years from the date such Bidder or Implementation Agency, as the case may be, is found by DJB to have
directly or through an agent, engaged or indulge din any corrupt practice, fraudulent practice, coercive
practice, undesirable practice or restrictive practice, as the case may be.

2.35.3 For the purposes of this Section, the following terms shall have the meaning hereinafter respectively
assigned to them:
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“corrupt practice” means (i) the offering, giving, receiving, or soliciting, directly or indirect-
ly,ofanythingofvaluetoinfluencetheactionof any personconnectedwiththe Selection Process (for
avoidance of doubt, offering of employment to or employing or engaginginanymannerwhatsoev-

er,directlyorindirectly,anyofficialofDJBwhoisor hasbeenassociatedinanyman-
ner,directlyorindirectlywiththeSelectionProcessorthe =~ LOAorhasdealtwithmattersconcerningtheA-
greementorarisingtherefrom,beforeor aftertheexecutionthe-

reof,atanytimepriortotheexpiryofoneyearfromthedatesuch official resigns or retires from or other-
wise ceases to be in the service of DJB, shall be deemed to constitute influencing the actions of a
person connected with the Selection Process); or (ii) save as provided herein, engaging in any
manner whatsoever, whether during the Selection Process or after the issue of the LOA or after the
execution of the Agreement,asthecasemaybe,anypersoninrespectofanymatterrelatingtotheProject
ortheLOAorthe A greement,whoatanytimehasbeenorisalegal,financialortechnical Implementation
Agency/adviser of DJB in relation to any matter concerning the Project;

“Fraudulent practice” means a misrepresentation or omission of facts or disclosure of incomplete
facts, in order to influence the Selection Process.

“Coercive practice” means impairing or harming or threatening to impair or harm, directly or indi-
rectly, any persons or property to influence any person’s participation or action in the Selection
Process.

“Undesirable practice” means (i) establishing contact with any person connected with or employed
or engaged by DJB with the objective of canvassing, lobbying or in any manner influencing or at-
tempting to influence the Selection Process; or (ii) having a Conflict of Interest; and

“Restrictive practice” means forming a cartel or arriving at any understanding or arrangement
among Bidders with the objective of restricting or manipulating a full and fair competition in the
Selection Process.

2.36 Miscellaneous

2.36.1 The Selection Process shall be governed by, and construed in accordance with, the laws of India andtheCourt-
sintheStateinwhichDJBhasitsheadquartersshallhaveexclusivejurisdiction overall disputesarising under,
pursuant toand/orinconnectionwith the Selection Process.

2.36.2 DJB, initssolediscretionandwithoutincurringanyobligationorliability,reservestheright, at any time, to:

a.

suspend and/or cancel the Selection Process and/or amend and/or supplement the Selection Process
or modify the dates or other terms and conditions relating thereto.

consult with any Bidder in order to receive clarification or further information.

Retain any information and/or evidence submitted to DJB by, on behalf of and/or in relation to any
Bidder; and/or.

Independently verify, disqualify, reject and/or accept any and all submissions or other information
and/or evidence submitted by or on behalf of any Bidder.

It shall be deemed that by submitting the Bid, the Bidder agrees and releases DJB, its employees,
agents and advisers, irrevocably, unconditionally, fully and finally from any and all liability for
claims, losses, damages, costs, expenses or liabilities in any way related to or arising from the ex-
ercise of any rights and/or performance of any obligations hereunder, pursuant hereto and/or in
connection herewith and waives any and all rights and/or claims it may have in this respect, wheth-
er actual or contingent, whether present or future.

2.36.3 DJB reserves the right to make inquiries with any of the Client/ Authority for projects listed bythe Bid-
ders in their previous experience record.
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3 SECTION 3 - TERMS OF REFERENCE (TOR)

3.1 Background
Tanker-based water supply in Delhi is currently coordinated through a mix of manual processes, telephonic requests,

and locally maintained records across ward and zonal offices, resulting in limited real-time visibility, delayed re-

sponse, duplication of requests, and difficulty in verifying delivery. DJB intends to digitize the complete lifecycle of
a water-tanker request from citizen intimation through allocation, dispatch, live tracking, and delivery verification
through the ISWTMS, and to provide stakeholders with a real-time dashboard for monitoring, analytics, and deci-
sion-making.

This RFP covers the design, development, supply, integration, testing, deployment and Operations & Maintenance
(O&M) of the IT / software / technology components required to realize this system.

3.2 Objectives

Establish a single, omnichannel software platform through which citizens and institutions can raise water-
tanker requests via Al chatbot, web portal, call centre, WhatsApp, ward/zonal office entry, or other digital
modes etc.

Automate request registration, de-duplication, geo-tagging, categorization, prioritization, and SLA assign-
ment.

The bidder shall integrate with DJB’s existing software system developed( Refer Annexure-E for your Ref-
erence) for the Tanker/Driver Management System, using the data frame already included in the tender. The
bidder shall identify gaps and propose the most suitable integration solution to fully meet the objectives of
this RFP.

At present, GPS-based tracking of water tankers is being monitored through software operated by an existing
vendor. In Phase 1, DJB requires that this monitoring be transitioned to a dedicated software system to be de-
livered by the bidder, who will also create the associated dashboards and related modules.

In the event of termination, cancellation, or closure of the existing vendor’s contract, the bidder shall develop
the complete GPS-based monitoring technology and integration to achieve the overall objectives of this ten-
der.

The tender emphasizes that, if GPS devices are to be installed by the bidder, a separate line item shall be in-
cluded in the BOQ for the rates of the GPS system. However, the IT system shall be designed to support inte-
gration with both existing and new GPS-based solutions.

Deploy an Intelligent Tanker Allocation Engine that identifies the nearest available tanker, verifies capacity

and driver availability, selects the optimal filling point, and computes the most efficient route in real time.

Digitize filling-point operations through software integration with GPS tracking, QR codes, and IoT water-
level sensors.

Enable software-side integration with GPS tracking, route navigation, a panic/SOS button, and ANPR/CCTV-
based identification on tankers.

Enable live monitoring of tanker movement with geo-fencing, route-deviation and unauthorized-stop alerts,
and ETA prediction.

Introduce digital delivery verification through OTP/QR confirmation, geo-tagged photographs, digital ac-
knowledgement, and time-stamped delivery records.

Provide a Unified Command and Control Centre (UCC) software & dashboard giving DJB real-time visibility
of tanker status, filling-point availability, demand vs. supply, SLA compliance, alerts, complaints, and analyt-
ics.

Build an Integration Layer (API Gateway) connecting the grievance system, driver mobile application, call
centre, CRM, and notification services (SMS/Email/WhatsApp/Push) with the core platform.
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» Establish and operate a secure, scalable, and resilient application/data layer on DJB's own (or empanelled
Government) cloud infrastructure, with integrated application, data, security, governance, and business-
continuity/disaster-recovery capabilities.

3.3 In-Scope IT Components
The Implementation Agency (IA) shall be responsible for the design, development, supply, installation, inte-

gration, testing, deployment, and O&M of the following IT components:

* Multi-channel citizen request intake and omnichannel integration (Al Chatbot, Web Portal, Call-Centre
CTI/TVR integration, WhatsApp Business API, ward/zonal-office entry application, institutional/bulk request
module).

* Unified Command and Control Centre (UCC) — request-processing workflow engine.
+ Intelligent Tanker Allocation Engine (routing/optimization software).

 Filling Point Management software (geo-tagging, QR code generation/validation, IoT sensor data ingestion
and dashboards).

* Smart Tanker Operations software stack: GPS/AVL device integration, driver mobile application, turn-by-
turn navigation, ANPR software/analytics, RFID/QR-based validation, panic/SOS button integration, filling-
point automation integration, and associated technology infrastructure including GPS units, tablets/handheld
devices, ANPR cameras, boom barriers, flow meter integrations and related field devices required for auto-
mated tanker dispatch and filling operations (Refer Annexure F)

» Live Monitoring & Control module (geo-fencing, route-deviation/unauthorized-stop alerts, ETA prediction,
live map-based dashboards).

» Delivery Verification module (OTP/QR verification, geo-tagged photo capture, e-acknowledgement, time-
stamping).

*  UCC Dashboard application for command-centre staff and DJB management, including CCTV video-wall
software integration.

» Integration Layer / API Gateway connecting existing grievance systems, driver app, call centre, CRM, and
notification services (SMS/Whats App/Email/Push), including a unique URL-based tracking link for citizens
to monitor tanker location and ETA.

* Cloud/data-centre application hosting, database, security, IAM/RBAC, encryption, audit/compliance, backup,
and DR architecture.

*  Supply and commissioning of core IT hardware directly required for system operation: servers (if on-
premises/hybrid), networking equipment, workstations/kiosks for UCC and control-room registration coun-
ters, CCTV cameras and VMS software, [oT sensors, GPS/AVL units, ANPR cameras on entry / exit points
integrated with Boom Barrier etc. , and handheld/mobile devices for field staff.

* Change management, end-user training, handholding, and post-go-live application support.

» Deployment of skilled IT/technical/operations personnel (minimum 40 nos., indicative) at the Emergency
Workstation and UCC for system operation, data entry, monitoring and technical support/helpdesk etc. —.

In addition to the software integration described above, the bidder shall enable digital access to water through flow
meters and facilitate RFID card— or QR code—based water dispensing from the bay. The system shall ensure smooth,
spill-free dispensing of water from the bay to the water tanker, preferably through an automatic mechanized system
that fills the tanker to the desired level without spillage.

The water-filling process shall operate as follows:
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e An ANPR camera shall read the water tanker’s number plate and automatically open the boom barrier for
entry.

e Upon entering the premises, the driver shall be informed of the exact delivery location and the bay number
from which the required water is to be drawn.

e The tanker shall be positioned precisely at the designated bay. Using RFID or any other suitable IT tech-
nology, the driver app shall have a QR code and on scanning the QR code to register entry with the bay’s
data logger.

e  Water supply from the bay hose shall be enabled only after confirmation. The bay hose shall be designed to
automatically align with and enter the tanker’s inlet (head/mouth) and, upon confirmation, dispense the de-
sired quantity of water.

e  All water dispensed from the bay shall be accurately quantified through flow meters.

e  After filling, the driver shall be allowed to exit the tanker area.

Through GPS mapping or the driver mobile app, the driver shall be guided to the delivery location. The concerned
user/beneficiary shall receive the driver’s contact number and other relevant details directly via SMS, WhatsApp
message, or through the app.

This methodology shall be both for DJB water tanker / Private water tankers. In case any new water tanker with flow
meters etc. is also be deployed, the software shall enable the integration with overall one Bus system.

The tanker driver shall record the proof of delivery through the mobile app.

While driver payments are currently based on the distance covered under DJB practice, the bidder shall propose
innovative ideas for payment mechanisms and proof-of-delivery validation for tankers.

The entire system shall be neat, clean, and effective, ensuring seamless integration of the existing system with the
new system and delivering an enriched experience for customers/citizens using the tanker delivery service.

3.4 Functional Requirements

3.4.1 Multi-Channel Request Intake
3.4.1.1 Agency Call Centre Operations. The Selected Implementation Agency shall, at its own cost and risk, estab-

lish, operate, maintain and manage a dedicated Call Centre and related backend support infrastructure for the Inte-
grated Smart Water Tanker Management System (ISWTMS) throughout the Contract Period. The citizen-facing
telephonic channel for tanker-related requests, complaints, enquiries and service interactions shall exclusively be
DIJB's designated helpline number 1916, or such other public helpline as may be notified by DJB from time to time.
The Implementation Agency shall not publicize, advertise, publish, notify or use any separate public telephone
number for receiving citizen requests unless specifically approved in writing by DJB.

The Agency Call Centre shall provide backend call handling, request processing, tracking, monitoring, escalation
and operational coordination services in respect of requests received through 1916 and other channels authorized by
DJB.

The scope of the Agency Call Centre shall include provision and management of all premises, infrastructure, hard-
ware, software, telephony systems, IVR, CTI integration, telecom connectivity, call recording facilities, manpower,
supervision, training, reporting systems and all other resources necessary for performance of the Services.

The Implementation Agency shall be solely responsible for staffing, operation, maintenance, service quality, statuto-
ry and regulatory compliance, labour law compliance, data protection, uptime, business continuity, performance of
personnel and achievement of all Service Levels prescribed under the Contract.

DIJB shall have no financial, operational, contractual, employment-related or other liability whatsoever in relation to
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the establishment, operation, management, staffing, administration, telecom arrangements, operational expenses,
statutory compliances or performance of the Agency Call Centre. Any failure, interruption, deficiency, omission,
delay or non-performance of the Agency Call Centre or related facilities shall be solely attributable to the Implemen-
tation Agency and shall be dealt with in accordance with the applicable SLA, penalty and other provisions of the
Contract.

The Agency Call Centre shall be fully integrated with the ISWTMS platform, Unified Command and Control Centre
(UCC), CRM, notification services and such other systems as may be specified by DJB for real-time processing,
monitoring and management of tanker-related requests.

3.4.1.2 Dedicated Operational Coordination Number
The Implementation Agency shall obtain, maintain and operate, at its own cost and risk, a dedicated unified contact

number exclusively for operational coordination with DJB under the Project.

Such number shall be used only for communication between DJB and the Implementation Agency and shall not be
used for receipt of citizen requests, complaints or enquiries.

The said number shall not be disclosed, advertised, published or promoted for public use without prior written ap-
proval of DJB. Citizens shall continue to use DJB's designated helpline number 1916 or such other public helpline
as may be notified by DJB from time to time for tanker-related requests, complaints and enquiries.

All costs, risks and responsibilities associated with such dedicated operational coordination number shall be borne
solely by the Implementation Agency.

3.4.1.3 Citizen Request Escalation Framework
The Implementation Agency shall establish, implement and maintain a structured escalation me-

chanism for monitoring, tracking and timely handling of all tanker-related requests and com-
plaints received through the channels authorized by DJB. Every request shall be assigned a
unique system-generated reference number and shall be tracked through the ISWTMS from reg-
istration until verified closure.

The Implementation Agency shall ensure that all pending requests are continuously monitored
and escalated in accordance with the following matrix:

S1 No . Timeline from Regis- Responsible Action Pro-
Escalation Level . .
tration Authority posed
! ey Call | M
Level 1 Within 1 Hour Centre Execu- Laatl
. warding of re-
tive
quest
2 Agency Supervi- Tanker alloca-
Level 2 Within 2 Hour BENCY SUPCIVI= | ;o and dispatch
sor / Dispatcher | . . . .
Initiation
3 Agency Opera- | Review and res-
Level 3 Within 3 Hour tions Manager / | olution of pend-
UCCC Manager | ing cases
4 Level 4 Within 4 Hour Agency Project | Ensure comple-
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Manager / Au- tion of delivery
thorized DJB within pre-
Nodal Officer scribed TAT and
monitor pending

requests
5 Agency Project | Review of delay,
Level 5 Upon breach of pre- Manager and corrective action
scribed Delivery TAT | DJB Authorized | and reporting

Officer

All escalation actions, timestamps, assignments, interventions, status updates and closure records
shall be automatically captured and retained within the ISWTMS audit trail and shall be made
available to DJB for monitoring, reporting, inspection and audit purposes.

This Clause establishes only the operational escalation workflow. The applicable delivery time-
lines, service levels, performance measurement methodology, SLA compliance requirements,
penalties, deductions, Performance Improvement Plan (PIP) requirements and consequences of
non-performance shall be governed exclusively by Clause 39 (Service Level Framework) and
other applicable provisions of the Contract. In the event of any inconsistency, the provisions of
Clause 3.9 shall prevail.

3.4.2 UCCC - Request Processing
Every incoming request shall be intelligently processed and routed to the correct operational zone through auto-

mated steps followed by request registration, Al-based duplicate removal, geo-tagging of the request location, cate-
gorization by type/nature of issue, priority and SLA assignment based on category and impact, and allocation to the
relevant operational zone.

Output: a clean, accurate, and prioritized request ready for smart allocation.

3.4.3 Intelligent Tanker Allocation Engine
The system shall use smart algorithms to identify the best available resources, optimize the dispatch plan, and pri-

oritize urgent cases, including identification of the nearest available tanker in real time; checking vehicle capacity
and suitability; selection of the most suitable filling point based on distance, availability and capacity; route optimi-
zation for shortest/fastest delivery; verification of driver availability and compliance before dispatch; and prioritiza-
tion of emergency/high-priority cases.

3.4.3.1 Delivery Point Allocation and Management
1) DIJB shall identify, approve and provide the fixed delivery points, service locations, designated supply

points, institutions, localities or other delivery destinations to be serviced under the Project.

2) The Implementation Agency shall be responsible for planning, scheduling, allocation, monitoring and man-
agement of tanker deliveries to such delivery points through the ISWTMS.

3) The Implementation Agency shall ensure that tanker deployment, route planning, dispatch monitoring, de-
livery verification and closure of requests are carried out in accordance with the delivery points approved
by DJB.
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4) The Implementation Agency shall not alter, create, delete or modify any approved delivery point without
the prior written approval of DJB.

5) Any addition, deletion, relocation or modification of delivery points shall be undertaken only upon instruc-
tions issued by DJB from time to time.

3.4.3.2 Tanker Trip Optimization and Delivery
1) At present, Delhi Jal Board (DJB) provides water tanker services through departmental and hired tankers
operating from designated Emergency Centres across Delhi. Tanker deployments presently include supply
at fixed and predetermined delivery points identified by DJB, scheduled and routine water supply opera-
tions, emergency deployments arising from short supply or system breakdowns, and tanker requests or
complaints received through DJB Helpline 1916 and other authorized channels.

2) The Implementation Agency shall design, configure, implement and operate the Intelligent Tanker Alloca-
tion Engine to optimize tanker utilization, routing and deployment across all categories of demand, includ-
ing:

a) Fixed and predetermined delivery points notified by DJB;

b) Scheduled and routine tanker deployments;

c) Citizen requests and complaints registered through authorized channels;
d) Institutional, community and bulk supply requirements; and

e) Emergency, priority or special deployments directed by DJB.

The solution shall continuously evaluate tanker availability, tanker capacity, pending requests, complaint
locations, fixed delivery obligations, filling point availability, delivery priorities, route conditions, travel
distances, estimated travel times and applicable service timelines for the purpose of optimizing tanker trips
and maximizing operational efficiency.

3) The system shall support intelligent scheduling and clubbing of fixed-point deliveries, complaint-based
deployments and request-based deliveries, wherever operationally feasible and approved by DJB, so as to
minimize non-productive travel, reduce turnaround time, improve tanker utilization and enhance service
delivery.

4) The Intelligent Tanker Allocation Engine shall maintain complete digital records of tanker allocation deci-
sions, routes, trip utilization, delivery locations, requests served, complaints attended, delivery verification
and trip completion status, and such records shall be available for monitoring, reporting, analytics and
audit purposes.

3.4.3.3 Dynamic Route Optimization

The ISWTMS shall provide a Route Management Module and route optimization tool for defining,
assigning, monitoring, and managing tanker routes. The system shall support Al-based optimized
route generation, real-time vehicle monitoring, route deviation detection and alerts, and maintenance
of complete route history through configurable reports including History Reports, Trip-wise Reports,
and Route Deviation Reports, to facilitate efficient and effective tanker operations
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3.4.3.4 Role of DJB Junior Engineer (JE) in Tanker Operations:

)

2)

3)

4)

The concerned DJB staff shall monitor tanker operations, verify delivery records and examine re-
quests and complaints relating to non-delivery, short delivery, delayed delivery, route deviation, unau-
thorized stoppage, non-performing tankers or any other operational deficiency.

The DJB staff may inspect tanker operations, verify citizen complaints and record observations in the
ISWTMS. In cases of repeated complaints, poor performance, non-compliance with deployment in-
structions, service deficiencies or operational misconduct, the DJB staff may raise a request through
the ISWTMS for warning, suspension, replacement, withdrawal or disengagement of the concerned
tanker for consideration by the Competent Authority.

The ISWTMS shall provide workflow-based functionality for submission, review, approval and track-
ing of requests relating to tanker performance monitoring, complaint verification, suspension, re-
placement and disengagement of tankers, together with complete digital records and audit trails of all
actions taken.

Any suspension, replacement or disengagement of a tanker shall be subject to approval by the Compe-
tent Authority of DJB in accordance with the applicable contract and operational procedures.

3.4.4 Filling Point Management

Geo-tagging and unique QR codes for each filling point (software layer).

Integration with IoT-based real-time water-level sensors.

Water-availability verification and digital validation of filling activity.

RFID/QR-based tanker authentication and validation for filling authorization

Real-time monitoring of filling-bay availability, filling activity and water dispensed

Digital recording of tanker-wise filling transactions including quantity, date, time and filling point details
Integration with flow meters for measurement and recording of water dispensed during each filling transac-
tion

Geo-tagging of DJB Filling Locations/Water Emergencies shall be carried out by capturing Lati-
tude/Longitude coordinates. The filling location/water emergency shall be considered as the starting and

end point of a round trip performed by water tankers, and the system shall generate daily and monthly
water-emergency-wise tanker trip reports

3.4.5 Smart Tanker Operations

GPS tracking of every tanker.

GPS tracking data shall be refreshed at intervals not exceeding thirty (30) seconds and shall be available in
real time through the monitoring dashboard

Integrated Driver mobile application showing tanker ID, assigned route/ward-zone, and live status.

Turn-by-turn route navigation; software integration with ANPR camera feeds for identification and auto-
selection of filling bay; live filling-station data (quantity in UGR, filling-station status, filled status, etc.).

Panic/SOS button integration for driver safety (software + device integration).

Integration with filling-point automation systems including assigned filling point details, authorization status,
quantity filled and dispatch confirmation
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* Automated alerts shall be generated in case of device tampering, GPS disconnection, prolonged com-
munication loss or unauthorized removal of tracking equipment

* The system shall maintain complete journey history and route playback functionality for each tanker.

3.4.6 Live Monitoring & Control
» Live GPS tracking on a map-based interface. GPSshouldrobust in such a way that at any time if the tracker
device is disconnected / tampered / detached from vehicle, alert should generated and the distance travel in
this time period should be clearly indicative in different colour

» Geo-fencing of designated service zones.

* Route-deviation and unauthorized-stop
alerts.Incaseofdeviationofvehiclefromoptimizedroutesorexcessstoppage of vehicle beyond a
specified time duration alertshouldbegiventhroughe-mail to concerned officer in-charge.

* ETA prediction for each delivery.
* Real-time operational dashboards (total tankers, on-route, completed, alerts).

* Application shall have facility to indicate/ generate alerts for stoppage time, over speed, halts, deviation from
optimized route, nil trip for a particular day and message shall be automatically sent on the Email ID of con-
cerned officer in-charge.

+ Historical Report (showing path taken by vehicle)

» The application should be able to provide customized, zone-wise, role-based MIS reports and dashboard

as per requirements

3.4.7 Delivery Verification
* Citizen OTP or QR-code verification.

* Geo-tagged photograph captured at the delivery point.
» Digital acknowledgement by the citizen/recipient.
* Automatic timestamping and final delivery confirmation recorded in the system.

3.4.8 UCC Dashboard
The UCC dashboard shall give DJB real-time visibility for smarter decisions and better service, presenting at mini-

mum:

» Tanker status: total active, in transit, at filling point, completed today.

» Live tanker status map with in-transit / at filling point / delivering / completed / delayed indicators.
+ Filling-point availability (available, busy, under maintenance, offline) with overall availability %.
* Demand vs. supply trend (kilolitres, hourly).

» Active requests: new, in progress, pending allocation, completed.

* SLA compliance % against target.

* Alerts (critical/warning) and complaints (open/resolved).

* Analytics & insights:

a) Vebhicle utilization analysis.

b) Tanker productivity analysis.

¢) Filling point utilization analysis.
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d) Route efficiency reports.

e) * Dead mileage reports.

f) * Zone-wise demand-supply reports.
g) * Trip completion trends.

h) e« Driver performance reports.

i) < Exception and alert trend analysis.
j) Average delivery time.

k) First-time-right (%).

1) Citizen satisfaction score.

m) Dynamic Reporting System / MIS.
n) Customized, zone-wise, role-based MIS reports and dashboard as per requirements.

0) Real-time monitoring of the vehicles. Self-generated configurable periodic role-based reports through email
to designated Email IDs.

p) Vehicle Summary

3.4.8.1 Input-Output Monitoring and Reconciliation

1) The ISWTMS shall maintain complete digital records of all inputs and outputs relating to tanker oper-
ations. Inputs shall include citizen requests, complaints, fixed-point delivery requirements, institution-
al demands, emergency requirements, tanker allocation requests and filling-point authorizations. Out-
puts shall include tanker dispatches, water quantity filled, deliveries completed, delivery verification
records, complaints resolved and requests closed.

2) The system shall provide real-time monitoring and reconciliation of demand received, tanker trips per-
formed, water dispatched, water delivered and pending requests. The Implementation Agency shall
ensure that appropriate dashboards, reports and analytics are available to DJB for monitoring opera-
tional efficiency, tanker utilization, service delivery performance and water distribution.

3) The system shall generate exception reports for unmatched transactions, pending deliveries, unserved
requests, excess or abnormal tanker movements, delivery failures and other operational anomalies. All
input and output records shall be time-stamped, auditable and retained within the ISWTMS for report-
ing, monitoring and audit purposes.

3.4.9 Integration Layer
A central Integration Hub / API Gateway shall provide secure, scalable, and reliable connectivity between the plat-

form and connected services: Call Centre (voice, IVR, agent console); CRM System (customer profile, interactions,
case management); Notification Services (SMS, Email, Push, WhatsApp); and RESTful APIs / event streams for
real-time data exchange. Data flow: request initiated — validation & processing — business logic — re-
sponse/action — notification & updates, supported by standardized APIs, real-time integration, secure data ex-
change, high availability, and scalable architecture.

The Implementation Agency shall provide secure APIs, web services, integration connectors and data ex-
change mechanisms necessary for integration with existing and future DJB systems, third-party applications,
ANPR solutions, GIS platforms, Government systems and other software applications as directed by DJB. No
additional cost shall be payable for such integrations during the Contract Period
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3.4.10 Data & IT Infrastructure
The solution shall be hosted on a Government Cloud / Data Centre foundation comprising:

* Application Layer: web servers, application servers, integration services, reporting services.
» Data Layer: operational database, analytics database, document store, cache layer.

» Security & Governance: Identity & Access Management and Role-Based Access Control; data encryption in
transit and at rest; audit and compliance monitoring.

» Business Continuity & Resilience: backup and snapshots; Disaster Recovery (DR) site; high availability and
failover.

» Citizen 360° View: consolidated citizen profile comprising service history, requests & orders, interactions,
complaints, and SLA & feedback records.

* Under Application Layer

a) Load-balanced application architecture.
b) Redundant application servers.

¢) High-availability configuration.

d) Automatic failover capability.

* Under Data Layer

a) Database clustering and redundancy.

b) Real-time replication.

¢) Automated backups.

d) Archival and restoration capability.

e) Under Business Continuity add

f) Geographically separated Disaster Recovery environment.
g) Automated backup retention.

h) Periodic restoration testing.

The Implementation Agency shall comply with the Information Technology Act, applicable cyber-security
guidelines, CERT-In advisories and all Government cybersecurity requirements. The solution shall imple-
ment encryption of data at rest and in transit, audit logging, security monitoring, vulnerability management,
incident response mechanisms and access-control frameworks. Security incidents shall be reported to DJB
immediately and tracked until closure. All data generated under ISWTMS shall remain the sole property of
DJB

Specification of the GPS System (AIS -140)

AIS-140 is a technical standard developed by the Automotive Research Association of India (ARAI) and
mandated by the Ministry of Road Transport and Highways (MoRTH) under the Motor Vehicles Act, 1988. It
specifies the minimum technical and functional requirements for a Vehicle Location Tracking Device
(VLTD) that must be installed in commercial vehicles plying on Indian roads

3.5 Functional Requirement:

3.5.1 InstallationofGPSdevices
a) Supply and Installation of GPS Devices:
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The Successful Bidder shall install AIS-140 compliant GPS tracking devices with in-built
GPRS modules in the designated vehicles and manage the real-time tracking of the entire
fleet. The Successful Bidder shall replace any non-functional or faulty GPS device with a
new device within the prescribed timeline from the date and time of registration of the
complaint during the Contract Period. The technical specifications and requirements of the
GPS devices are provided elsewhere in this RFP

Trip Tracking:

The system shall track each and every vehicle configured/linked on the GPS Monitoring
Application. The tracking shall be real-time and web-based. The entire set of applications
and their features shall allow secure web-based online access to obtain real-time informa-
tion. Secure access shall be provided through commonly used browser interfaces.

The trip of MS-hired water tankers and SS departmental water tankers shall be considered
complete/valid when the concerned water tanker performs a round trip to the designated
water filling location/water emergency location after delivering water to the complai-
nant's/consumer's location.

However, in the case of hired sewer cleaning vehicles, only live location tracking and gen-
eration of daily/monthly distance travelled reports shall be required.

Tampering Alert:

In the event of tampering with any equipment or component of the Vehicle Tracking Sys-
tem, an alert shall be generated and sent through e-mail to the concerned officer-in-charge,
i.e., JE/AE/EE.

Route Deviation/Excess Stoppage Alert:

In the event of deviation of a vehicle from the designated/optimized route or stoppage of a
vehicle beyond the specified time duration, an alert shall be generated and sent through e-
mail to the concerned officer-in-charge.
3.5.2 WebbasedVehicleTrackingSoftware
a) The Application Software should be hosted by the successful bidder at their own cost during warran-
ty and AMC period having all the administrative rights and access to the cloud hosting platform.
The application should be able to integrate with the third parties through APIs.

b) The offered application software product should be made available and should be able to deliver and
start implementation within the specified timeframe as mentioned in this RFP.

¢) Real time report of the movement of the GPS enabled vehicles on the map to the users based on their
privileges.

d) The bidder shall provide a dynamic reporting system/MIS. The bidder is also expected to provide
customized, zone-wise, role-based MIS reports and dashboard as per requirements. The number of
reports and their format can be changed by DJB any time as per the need.

« Live location of the Vehicle

* Working Hour

* Detailed Activity reports

* Vehicle Summary

 History Report (showing path taken by vehicle)

« Trip-wise Report
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* Route Deviation Report

* Vehicle stoppage report

* Monthly monitoring / trip summary

* Periodic report should be sent to dedicated email ID of concerned officer in-charge, DJB.

e) Database system: Since the volume of field data likely to increase exponentially hence it is required
that the vendor should use any reliable cloud database system.

1. Roles and Responsibilities of the System Integrator
a) Understanding the scope of the work.

b) To provide software and manpower (quantity and skill set mentioned in the RFP for successful im-
plementation/completion of project.

¢) To implement the project with his own men and material by developing required software and also
insuring all men, machines and material against all risks.

d) Backup of data from time to time and providing backup file with compliance report to the concerned
authority DJB.

e) Submission of Daily/Monthly report to the concerned officers’ in-charge.

3.5.3 Annual Maintenance
The successful bidder has to ensure the proper uptime of application, regular maintenance of database

including backup & restoration and also deployment of designated technical manpower during the
project tenure of 3 years from the go-live date which will start after the 3rd party audit.

3.6 Other mandatory specs:

e Real-time transmission — location data must be sent at defined intervals to a certified backend server.

e Emergency SOS/Panic button — a physical button for passenger safety is required.

e Dual IP data transmission — data goes to two [P addresses: one to the transport authority and one to the
emergency response team.

e Battery backup — a minimum 4-hour internal battery backup, assuming a location update frequency of 60
seconds.

e Tamper-proof casing and an embedded M2M SIM are also mandatory, along with the panic button and
dual IP transmission

e Certification — devices must be certified by ARAI or another approved testing agency before sale or in-
stallation

e Government integration if required.

3.7 Non-Functional & Technical Requirements

* Responsive web-based platforms are integrated with mobile-enabled applications for citizens and operational
personnel, ensuring seamless, anytime-anywhere access.

+ System availability target of at least 99.5%, with defined RTO/RPO for disaster recovery.
* Role-based access control aligned to DJB's organizational hierarchy (HQ, zone, ward, field staff).

» Compliance with applicable Government of India / GNCTD data security, hosting (empanelled cloud/MeitY),
and data-localization guidelines.

* Scalable, API-first architecture enabling future integration with DJB's SCADA, billing, GIS, and grievance
systems.

e  Multilingual support (Hindi and English, at minimum) across citizen-facing channels.

* Accessibility compliance (WCAG 2.1 AA or equivalent) for citizen-facing web and mobile interfaces.
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» Comprehensive audit logging of all requests, allocations, dispatches, and deliveries.

* System shall be accessible 24x7x365 with monitoring and alerting mechanisms for all critical services.

* All operational and transactional logs shall be retained for audit and investigation purposes as per
DJB retention policy. [

* Solution shall support role-based access control and hierarchical permissions for HQ, Zone, Circle,
Ward and field-level users. |

* The system shall support audit trail recording of all transactions, approvals, modifications and admin-
istrative activities. |

3.8 Manpower for IT Operations

3.6.1 The Implementation Agency shall deploy and maintain adequate manpower for operation, maintenance and
support of the ISWTMS during the entire Contract Period in accordance with the Minimum Manpower Deployment
Matrix placed at Annexure- .

3.6.2 The manpower deployment shall include operational, supervisory, technical support, helpdesk, command cen-
tre, database administration, cloud infrastructure, GIS/GPS, cybersecurity and project management personnel neces-
sary for implementation, operation and maintenance of ISWTMS.

3.6.3 The minimum manpower deployment under the Contract shall comprise the manpower positions specified in
Annexure-D. The manpower positions specified therein shall be maintained throughout the Contract Period unless
otherwise approved by DJB.

3.6.4 All manpower deployed under the Contract shall meet the qualification and experience requirements specified
in this RFP.

3.6.5 Attendance and deployment records of all manpower shall be maintained and made available to DJB for in-
spection and verification.

3.6.6 The Implementation Agency shall ensure that all approved operational shifts at the UCC, CCR, Call Centre,
NOC and other designated operational locations remain manned throughout the applicable shift period.

3.6.7 Replacement of Key Personnel shall be governed by RFP and shall require prior written approval of DJB.

3.6.8 Failure to maintain the prescribed manpower deployment shall attract deductions in accordance with the Ser-
vice Level Framework.

3.9 Deliverables & Implementation Timeline:

Sr. No. Deliverable Indicative Timelines
1 Inception Report & detailed System Requirement Specification (SRS) T + 3 weeks

2 System Design Document (SDD) & IT Architecture T + 4 weeks

3 Development, configuration & unit testing T + 7 weeks

4 Integration with call center, CRM & notification services T + 10 weeks

5 User Acceptance Testing (UAT) & security audit / VAPT T + 13 weeks

6 Pilot rollout (select zones) T + 14 weeks

7 Citywide go-live T + 15 weeks
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8 Training, handholding & documentation Ongoing till go-live

9 Operations & Maintenance (IT scope) support 3 years post go-live

T is contract commencement date/ date of Issue of Letter of Award or Workorder

Implementation Period: The IT scope of the project shall be implemented over a period of approximately 16 weeks
(~4 months) from the date of contract signing / issue of Letter of Award, followed by an Operations & Maintenance
(O&M) support period of 3 (three) years for the IT/software components, extendable at DJB's discretion based on
performance.

Definition of Timeline Reference:

For the purposes of this Section and all Deliverables, Milestones and Implementation Timelines specified un-
der the Contract, "T" shall mean the Contract Commencement Date, being the date specified by Delhi Jal
Board (DJB) in the Letter of Acceptance (LoA), Work Order, Contract Agreement, or any subsequent written
communication authorizing commencement of services under the Contract.

All implementation timelines and milestone due dates specified herein shall be reckoned from T.

In the event of any inconsistency between the dates mentioned in the LoA, Work Order, Contract Agreement,
or any other communication issued by DJB, the date expressly notified by DJB as the Contract Commence-
ment Date shall prevail.

Any extension of time granted by DJB in writing shall apply only to the relevant milestone(s) or delivera-
ble(s) and shall not be construed as a waiver, modification, or extension of any other contractual obligation
unless expressly approved by DJB in writing.

3.9.1 Key Deliverable Outputs:
The Implementation Agency shall additionally provide:

e Functional Requirement Specifications (FRS)
¢ Software Requirement Specifications (SRS)
e Solution Architecture Documents

o Interface and Integration Specifications

e Database Design Documents

e Application Source Code

e Mobile Applications

e Web Portal

e Al Chatbot

e UCC Platform

e Intelligent Allocation Engine

e GPS and IoT Integrations

e API Documentation

e Security Audit Reports
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e VAPT Closure Reports

e User Manuals

e  Administrator Manuals

e Standard Operating Procedures (SOPs)
¢ Training Materials

e  As-Built Documentation

e Disaster Recovery Documentation

e Operations Manuals

e  Monthly SLA Reports

¢  Quarterly Performance Reports

e  O&M Support Services

e Route Optimization Module.

e Fleet Management Module.

e Geo-Fencing Configuration.

e  Monitoring Dashboard.

e Operational Analytics Dashboard.

e API Integration Framework.

e Security Audit and Compliance Reports.
e Backup and Disaster Recovery Configuration Documents

3.9.2 Source Code and Technical Artefact Handover:

The Selected Agency shall, prior to Final Acceptance of the Project, hand over to DJB all source code, application
binaries, API specifications, database schemas, database scripts, configuration files, deployment scripts, integration
specifications, technical documentation, system architecture documents, user manuals, administrator manuals, secu-
rity configurations, operating procedures and all other project artefacts developed, customized or maintained under
the Contract. The handover shall include the latest stable and production-ready versions of all deliverables together
with access to credentials, repositories, version histories, build procedures and such other information as may be
reasonably required by DJB for operation, maintenance, enhancement, migration or transition of the ISWTMS.
Completion of the source code and technical artefact handover shall be a mandatory condition for Final Acceptance
of the Project and release of any payments linked to final acceptance, if applicable.

The Selected Agency shall maintain all source code, application binaries, scripts, configuration files, APIs, integra-
tion artefacts, deployment scripts and related technical artefacts in a DJB-owned or DJB-controlled repository
throughout the Contract Period and shall provide continuous access to authorized representatives of DJB. The repo-
sitory shall be updated with the latest production-ready versions, version histories, configurations and related arte-
facts throughout the Contract Period

3.9.3 Implementation Period:

Approximately 16 weeks (4 months) from the date of Contract Award, followed by three (3) years of
comprehensive Operations & Maintenance support, extendable to 02 years by DJB based on perfor-
mance and operational requirements. The DJB in its discretion may change the scope of work with devia-
tion +/- 20% as per site requirement on same rates and terms and conditions of NIT.

3.10 Project Governance, Resource Deployment and Reporting:

The Selected Implementation Agency shall establish, implement and maintain a robust project gover-
nance framework for effective planning, execution, monitoring, reporting and continuous improvement of
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all activities undertaken under the Contract. The governance framework shall ensure timely delivery of
services, effective coordination among stakeholders, efficient utilization of resources and successful
achievement of project objectives throughout the Contract Period.

The Selected Implementation Agency shall work closely with Delhi Jal Board (DJB), the designated
project authorities, user departments and other stakeholders to ensure effective implementation of the
Project. The Implementation Agency shall provide all managerial, technical and administrative support
necessary for proper governance, oversight and execution of the services.

The governance framework shall, at a minimum, cover project planning, work scheduling, resource dep-
loyment, progress monitoring, quality management, risk and issue management, stakeholder coordination,
reporting, documentation management and continuous service improvement.

A. Governance Framework:

The Selected Implementation Agency shall establish and operationalize a structured governance mechan-
ism to manage all project activities in an organized, transparent and accountable manner. The governance
framework shall support effective decision-making, timely resolution of issues, monitoring of project per-
formance and alignment of project activities with the objectives and priorities of DJB.

The Selected Implementation Agency shall coordinate with DJB, the Work Monitoring Committee
(WMC), user departments, implementation partners, technology providers, field teams and any other
stakeholders designated by DJB from time to time.

The governance framework shall include, inter alia:
1) Project planning and scheduling.
2) Work allocation and prioritization.
3) Resource deployment and management.
4) Progress review and performance monitoring.
5) Quality assurance and quality control processes.
6) Risk identification, mitigation and issue resolution.
7) Stakeholder engagement and coordination.
8) Management reporting and documentation.
9) Escalation and decision-making mechanisms.
10) Continuous improvement and performance optimization measures.

The Implementation Agency shall establish and maintain appropriate management information systems,
operational monitoring mechanisms, reporting tools and decision-support frameworks necessary for effec-
tive governance, performance monitoring, service management and continuous improvement of the
Project.

3.10.1 Change Request Management:

Any request by DJB for modification, enhancement, integration, functionality expansion or scope change after Con-
tract Award shall be processed through a documented Change Request procedure.

The Implementation Agency shall submit an impact assessment indicating the scope, timeline, technical implica-
tions, resource requirements and financial implications, if any.
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No Change Request shall become effective unless approved in writing by DJB.

Bug fixes, corrective maintenance, security patches, SLA compliance activities and activities necessary for
achievement of contractual obligations shall not constitute a Change Request and shall be carried out without addi-
tional cost to DJB.

3.11 Service Level Framework:

3.11.1 Service Level Governance:
The Implementation Agency shall comply with the Service Levels (SLAs) specified under the Contract throughout

the Implementation and O&M Period.
SLA compliance shall form the basis for:

e performance monitoring.

e  service reviews.

e payment certification.

e application of penalties.

e performance improvement measures; and
e  contract administration decisions.

The Implementation Agency shall establish and maintain adequate processes, monitoring mechanisms, helpdesk
systems, dashboards and reporting arrangements necessary for measurement and reporting of SLA performance.

Failure to achieve the prescribed Service Levels shall attract penalties in accordance with the SLA Penalty Frame-
work specified herein

Table 3.9.1-A: Service Level Agreement for Citizen Service Performance Assessment

Measurement Pay-
. of Service . me{lt
Sr. SLA/KP .. Service Payment Fre- Level Applica- Payment édJHSt
Activity Parameter Level . ble Cause just-
No. 11D quency Achievement Amount
Target Codes ment /
(SLA) / Non-
. Penal-
Compliance
ty
CSSL (Core System Service Levels
1.0% of
Monthl
. y O&M
System Oper- Overall Sys- U(fnt::;elggs Quarterly Base
M P tem Availa- >99.5% | Quarterly g CC-1 o&M for
ations bility through Charge every
ISWTMS 0.5%
short-
fall
0.5% of
Monthl
Citizen Ser- | API Availabil- ) Channel uptime | CC-1, CC- | Quarterly |y O&M
. . >99.5% Quarterly o&M Base
vice Channels | ity reports 9
Charge for
every
0.5%
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Sr.

No.

SLA/KP
IID

Activity

Parameter

Service
Level
Target

Payment Fre-
quency

Measurement
of Service
Level
Achievement
(SLA) / Non-
Compliance

Applica-
ble Cause
Codes

Payment
Amount

Pay-
ment
Adjust
just-
ment /
Penal-

ty

short-
fall

A3

Request
Processing

Request Reg-
istration

95%
within 2
Minutes

Quarterly

Registration
timestamps

CC-1, CC-

Quarterly
0&M
Charge

0.5% of
Monthl
y O&M
Base
per 1%
short-
fall

A4

Request
Processing

Request Cap-
ture Accuracy

>99%

Quarterly

Transaction
audit

CC-1

Quarterly
o&M
Charge

0.5% of
Monthl
y O&M
Base
per 1%
short-
fall

AS

GIS & Map-
ping

Geo-Tagging
Accuracy

>95%

Quarterly

Geo-location
audit

CC-10

Quarterly
0&M
Charge

0.5% of
Monthl
y O&M
Base
per 1%
short-
fall

A6

GPS Monitor-
ing

GPS Fleet
Visibility

>98%

Quarterly

Fleet visibility
reports

CC-9

Quarterly
o&M
Charge

0.5% of
Monthl
y O&M
Base
per 1%
short-
fall

A7

Integration
Services

API Availabil-
ity

299.5%

Quarterly

API monitoring
logs

CC-1

Quarterly
o&M
Charge

0.5% of
Monthl
y O&M
Base
per
0.5%
short-
fall

A8

Integration
Services

API Response
Time

<3
Seconds
for 95%
transac-
tions

Quarterly

API transaction
logs

CC-1

Quarterly
o&M
Charge

0.5% of
Monthl
y O&M
Base
upon
non-
com-
pliance

A9

Security

Security &
VAPT Com-
pliance

Closure
within
approved

Quarterly

Audit reports

CC-1

Quarterly
Oo&M
Charge

0.5% of
Monthl
y O&M
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Measurement Pay-
. of Service . me{lt
Sr. SLA/KP .. Service Payment Fre- Level Applica- Payment édJHSt
Activity Parameter Level . ble Cause just-
No. 11D quency Achievement Amount
Target Codes ment /
(SLA) / Non-
. Penal-
Compliance
ty
timelines Base
per
unre-
solved
finding
Ap- :xs_per
Business Con- Disaster Re- proved Quarterly Ir)ove d
10| A10 L covery Com- RTO/RP | Half-Yearly DR drill reports | CC-1 o&M P
tinuity . DR
pliance 0] Charge ovi
achieved provi-
sions

Page | 43




OPSL (Operational Performance & Service Integrity Service Levels)

11

B1

Emergency
Service Deli-
very

Emergency
Request Allo-
cation

95% within 5
Minutes

Quarterly

Allocation re-
ports

CC-2, CC-3,
CC-6

Quarterly
Oo&M
Charge

%5,00
0 per
veri-
fied
misse
d
event
where
deduct
duc-
tion is
appli-
cable

12

B2

Routine Ser-
vice Delivery

Routine Re-
quest Alloca-
tion

95% within
15 Minutes

Quarterly

Allocation re-
ports

CC-2,CC-3,
CC-6

Quarterly
Oo&M
Charge

32,50
0 per
veri-
fied
misse
d
event
where
deduct
duc-
tion is
appli-
cable

13

B3

Manpower
Management

Approved
Manpower
Deployment

>98%

Quarterly

Attendance and
deployment
records

CC-11

Quarterly
Oo&M
Charge

Per-
son-
day
recov-
ery
plus
5,00
0 per
un-
manne
d shift

14

B4

Emergency
Response

SOS Response
Time

Within 2
Minutes

Quarterly

Incident logs

CC-1, CC-2

Quarterly
Oo&M
Charge

%10,0
00 per
inci-
dent

15

B5

Service Inte-
grity

Tanker Accep-
tance Com-
pliance

>98%

Quarterly

Acceptance
records

CC-11

Quarterly
Oo&M
Charge

35,00
0 per

unjus-
tified

refus-
al

16

B6

Service Inte-
grity

Capacity Con-
straint Notifi-
cation

100% report-
ing

Quarterly

Shortage and
congestion re-
ports

CC-3,CC-4,
CC-5

Quarterly
0o&M
Charge

5,00
0 per
unre-
ported
event

17

B7

Service Inte-
grity

Filling Point
Congestion

100% report-
ing

Quarterly

Congestion
records

CC-5

Quarterly
0&M

32,50
0 per
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Reporting Charge undo-
cu-
mente
d
event
3500
per

Delivery As- Delivery Veri- OTP/QR/Geo- Quarterly | unve-
18| B8 fication Com- | >99% Quarterly tag verification | CC-11 O0&M rifia-
surance .

pliance records Charge ble
deli-
very
%10,0

19] B9 Service Inte- :rell';;lfiexf:zs 100% report- |y rerty | EXoOPUiONTE- | oy 8§fl\r/tleﬂy ?n?rg?r
grity tion Reporting ne ports Charge ported
event
35,00
0 per
Quantity 100% report- unre-
20l B10 Quantity As- | Shortfall Re- | ing within | | Quanity short- | (.| Quarterly gﬁ;f_d
surance porting Com- | prescribed fall register h .
pliance timeline Charge tty
short-
fall
event
32,50
Delivery Na- Navigation- uarterl 0 per
21| B11 Delivery Sup- | vigation & >95% Quarterly relatégd com- CC-9, CC-10, g&M Y| veri-
port Location As- . CC-11 fied
. plaints Charge .
sistance inci-
dent
CEKTPI (Citizen Experience, Service Quality & Complaint Prevention KPIs)
(Satisfied Res- 75%
ponses + High- to
ly Satisfied <80%:
Responses) +~ Cor-
Total Valid rec-
Responses x tive
100 Ac-
tion
Re-
Citizen Satis- Customer Quarterly ggsir::]ly Trend Analy- | Quarterly ggrstt,)/o .
22| C1 faction Satisfaction Average > sis of CC-1 to | O&M PIP ’

Score (CSAT) | 80% - CC-13 Charge .

Minimum sam- Trig-
ple size shall be ger;
2% of com- <75%
pleted requests for
during the quar- two
ter or 500 valid con-
citizen res- secu-
ponses per tive
month, whi- quar-
chever is high- ters:
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Cr.

23

C2

Service Quali-
ty

First-Time-
Right Deli-
very (FTR)

Quarterly
Average >
90%

Quarterly
Review

Requests
Closed Without
Repeat Com-
plaint, Repeat
Tanker Request
or Reopening
Within 72
Hours + Total
Requests
Closed x 100

Cause Code
Trend Analy-
sis (CC-1 to
CC-13)

Quarterly
Oo&M
Charge

con-
secu-
tive
quar-
ters:
Reten-
tion of
up to
2% of
Quar-
terly
o&M
Charg
e
pend-
ing
im-
prove
ment

24

C3

Delivery As-
surance

Verified Deli-
very Rate
(VDR)

Quarterly
Average >
95%

Quarterly
Review

Verified Deli-
veries + Total
Deliveries
Completed x
100

CC-9, CC-10,
CC-11

Quarterly
Oo&M
Charge

90%
to
<95%:
Cor-
rec-
tive
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Ac-
tion
Re-
port;
<90%:
PIP
Trig-
ger;
<90%
for
two
con-
secu-
tive
quar-
ters:
Reten-
tion of
up to
1% of
Quar-
terly
o&M
Charg
e
pend-
ing
im-
prove
ment

25

C4

Emergency
Service Quali-

ty

Emergency
Service Deli-
very Success
Rate (ESDSR)

Quarterly
Average >
95%

Quarterly
Review

Emergency
Requests Deli-
vered Within 2
Hours + Total
Emergency
Requests x 100

Cause Code
Trend Analy-
sis (CC-1 to
CC-13)

Quarterly
Oo&M
Charge

90%
to
<95%:
Cor-
rec-
tive
Ac-
tion
Re-
port;
<90%:
PIP
Trig-
ger

26

Cs

Complaint
Resolution

Complaint
Closure Effec-
tiveness
(CCE)

Quarterly
Average >
90%

Quarterly
Review

Complaints
Closed Without
Reopening
Within 7 Days
+ Total Com-
plaints Closed
x 100

Cause Code
Trend Analy-
sis (CC-1 to
CC-13)

Quarterly
Oo&M
Charge

85%
to
<90%:
Cor-
rec-
tive
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Trig-
ger;
<85%
for
two
con-
secu-
tive
quar-
ters:
Reten-
tion of
up to
1% of
Quar-
terly
o&M
Charg

pend-
ing
im-
prove
ment

27

C6

Complaint
Prevention

Repeat Com-
plaint Preven-
tion Index
(RCPI)

> 95% Quar-
terly Average

Quarterly
Review

(Requests
Without Repeat
Complaint
Within 7 Days
+ Total Re-
quests Closed)
x 100

Cause Code
Trend Analy-
sis (CC-1 to
CC-13)

Quarterly
Oo&M
Charge

90%
to
<95%:
Cor-
rec-
tive

tion
Re-
port;
<90%:
PIP
Trig-
ger;
<90%
for 2
con-
secu-
tive
quar-
ters:
Reten-
tion
up to
2% of
Quar-
terly
O&M
Charg

pend-
ing
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im-
prove
ment

28

C7

Service As-
surance

Service As-
surance Com-
pliance Index
(SACI)

> 95% Quar-
terly Average

Quarterly
Review

(Requests
Completed
Within Alloca-
tion, Dispatch,
Delivery and
Closure Time-
lines + Total
Requests
Closed) x 100

Cause Code
Trend Analy-
sis (CC-1 to
CC-13)

Quarterly
0o&M
Charge

90%
to
<95%:
Cor-
rec-
tive
Ac-
tion

port;
<90%:
PIP
Trig-
ger

29

C8

Quantity As-
surance

Quantity Ful-
filment Index

(QFT)

>98% Quar-
terly Average

Quarterly
Review

(Deliveries
Completed
With Approved
Quantity With-
out Repeat
Supply Re-
quirement +
Total Deliveries
Completed) x
100

Cause Code
Trend Analy-
sis (CC-1 to
CC-13)

Quarterly
0o&M
Charge

>98%:
Com-
pliant;
95%-
97.99
%:
Cor-
rec-
tive
Ac-
tion
Re-
port;
<95%:
PIP
Trig-
ger;
below
95%
for
two
con-
secu-
tive
quar-
ters:
retain
2% of
Quar-
terly
O&M
Charg
e

Suggested Contract Note:

For CEKPIs Cause Code analysis shall be used to identify the principal drivers of KPI deterioration. Where “Cause
Code Trend Analysis (CC-1 to CC-13)” is specified, all approved Cause Codes shall be reviewed to determine the
primary causes affecting KPI performance. Where specific Cause Codes are listed, analysis shall focus on those
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causes most directly linked to the KPI being measured.

Simple Interpretation:
e (l1,C2,(C4,Cs,C6 and C7 — Broad customer outcome KPIs — review all cause codes.
e (3 — Proof of delivery KPI — review only verification-related causes.

e C8 — Quantity delivery KPI — review only quantity-related causes.

Further Note:
TAT for CC-3 and CC-12 should be 24 hours and 72 hours respectively

SLA/KPI ID identifies the performance parameter being measured (“What Failed”).

Cause Code identifies the reason for the failure, delay, complaint, exception or service deficiency (“Why It

Failed”).

(1) For CSSLs and OPSLs: where CSSLs and OPLs is Core System SLAs and Operational Performance

and Service Integrity SLAs respectively
Payment Adjustment = SLA Failure + Cause Code Attribution
(ii) For CEKPIs: where CEKPIs is Customer Satisfaction KPIs

Performance Assessment = KPI Trend + Cause Code Analysis

Table 3.9.1-B: Cause Code and Accountability Matrix

S1 No Cause Code Description Deduction Applicable To Agency (Yes/No)
1 CC-1 System / Application Failure Yes
2 CC-2 Dispatcher Delay Yes
3 Tanker Unavailability attribut-
€C-3 able to IA Yes
4 CC-4 Wgter Unavailability at Filling No
point
5 Filling Point Constraint not
CC-5 attributable to the Implementa- | No
tion Agency
6 CC-6 Traffic Restriction / Road Clo- No
sure
7 Citizen Unavailable / Citizen
CC-7 Not Accessible No
8 CC-8 Force Majeure No
9 GPS / Tracking Failure
CC-9 attributable to the Imple- Yes
mentation Agency
10 Geo-tagging / Mapping Error
CC-10 attributable to the Implementa- | Yes
tion Agency
11 CcC-11 C.ontractor.Mlsclondlllct / Ser- Yes
vice Integrity Violation
12 | CC-12 Quangty Shprtfall/lnsuffment Conditional
quantity delivered
13 | CC-13 Other DJB Approved Catego- | As determined by DJB




| ry

Principle
SLA/KPI ID = What failed
Cause Code = Why it failed
Payment Adjustment = SLA Result + Cause Code Attribution
No deduction shall apply where the applicable Cause Code is classified as “No”.

Table 3.9.1-C: Customer Service Escalation and Service Recovery Matrix

Auto (Escalate To

SI. No. Event / Trigger | Response Time | Action Owner R.e solution If No Action Taken Bequlred Ac-
Time eps e e tion
within timelines)
Allocation Register request
1 Request received | Immediate UCC Operator w1th1n pre- UCC Supervisor and initiate
scribed time- tanker alloca-
line tion
Emergency: 5 oy Allocate tanker
2 No tanker allo- Minutes; Rou- Dispatcher W.1th1n next 13 UCC Manager and initiate dis-
cated . . Minutes
tine: 15 Minutes patch
. . . Review delay
3 Del'leery delay 1mme.:d1atej upon | Operations Man- Within 1 Hour | Project Manager and expedite
anticipated identification ager .
delivery
Delivery likely Within appli- oot tanker,
4 to miss commit- | Immediate Project Manager PP DJB Nodal Officer ’
Lo cable TAT route or supply
ted timeline
arrangement
Emereency deli- Ensure service
gency . Within next 2 | DJB Nodal Officer recovery and
5 very not com- Beyond 2 Hours | Project Manager .
Hours and WMC delivery com-
pleted .
pletion
Ensure service
Routine delivery . Within next 8 DJB Nodal Officer recovery and
6 not completed Beyond 8 Hours | Project Manager Hours and WMC delivery com-
pletion
Register com-
Citizen com- Acknowledge Investigation . plaint and in-
7 plaint received within 1 Hour UCC Manager within 4 Hours Project Manager itiate investiga-
tion
Emergency Within 8 Hours Immediate Ensure closure
8 complaint unre- | from complaint | Project Manager | priority clo- DJB Nodal Officer and communi-
solved registration sure cate outcome
Within 24 Ensure closure
9 Roptlne com- Hours f.rom . Project Manager Within next 24 DJB Nodal Officer and corrective
plaint unresolved | complaint regis- Hours .
. action
tration
Quantity short-
fall, tanker . Supplementary Notify DJB and
breakdown, lea- Immediate and . .
. i Operations Man- | supply ar- Project Manager & arrange alter-
10 kage or insuffi- within 24 Hours e
. . . . ager ranged within | DJB Nodal Officer nate tanker or
cient tanker of identification .
- . next 24 Hours replenishment
quantity identi-
fied
Rep cated com- Immediate upon . que§t1gat10n DJB Nodal Officer / Investlgathn
11 plaints, tanker . Project Manager | within 48 and corrective
detection WMC .
refusal, route Hours action
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manipulation,
quantity manipu-
lation, abnormal
delays or sus-
pected collu-
sion/cartelisation

Major service

disruption affect- Within 30 Mi- Service recov- | DJB Nodal Officer / | Activate mitiga-
12 n rrlful tinle con- nutes of identi- | Project Manager | ery plan within | Competent Authori- | tion and recov-
& P fication 2 Hours ty ery measures
sumers
Repeated unre-
solved com-
plaints, repeated Performance
SLA failures, Review. PIP
repeated quantity . DJB Nodal Of- Review within | Competent Authori- | initiation, con-
13 shortfalls, re- Immediate .
ficer 7 Days ty tractor action

peated service
integrity excep-
tions or failure of
corrective ac-
tions

and contractual
remedies

Table 3.9.1-D: Customer Satisfaction Scoring Method

The ISWTMS shall make a provision for automatically collect citizen feedback through SMS, WhatsApp, Mobile

App, IVR or Citizen Portal etc after closure of service requests.

Sl no Rating Score

1

Highly Satisfied 5
2

Satisfied 4
3

Neutral 3
4 .

Dissatisfied 2
5 | Highly Dissatis- |

fied

3.9.2 Deduction Cap, Performance Retention and Chronic Non-Performance:

The aggregate deductions applicable under the Core System Service Levels (CSSLs) and Operational Perfor-

mance and Service Integrity Service Levels (OPSLs) during any quarter shall not exceed ten percent (10%) of
the applicable Quarterly O&M Charge.

Where any Critical Core System Service Level remains non-compliant during two (2) or more months within

the same quarter, the aggregate deduction cap for that quarter shall stand enhanced to twenty percent (20%) of
the applicable Quarterly O&M Charge.
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All deductions shall be calculated in accordance with the Service Level Framework and shall be adjusted
against the corresponding quarterly O&M invoice.

For avoidance of doubt, percentage-based deductions and fixed-value deductions shall together be considered
for determination of the applicable deduction cap.

Application of deductions shall not relieve the Implementation Agency of its obligation to achieve and main-
tain the prescribed service levels or otherwise discharge its obligations under the Contract.

In addition to the above deductions, Citizen Experience, Service Quality and Complaint Prevention Key Per-
formance Indicators (CEKPIs) shall be monitored and assessed quarterly. CEKPIs shall not ordinarily attract
routine event-based deductions. However, where KPI performance falls below the prescribed thresholds, DJB
may require submission of Corrective Action Reports, enhanced monitoring, Performance Improvement Plans
(PIP), or retention of a portion of the Quarterly O&M Charge as provided in the Service Level Framework.

Retention under CEKPIs shall not exceed five percent (5%) of the applicable Quarterly O&M Charge in ag-
gregate and shall be released upon satisfactory restoration of performance levels and certification by DJB.

A Performance Improvement Plan (PIP) may be initiated where:

a) Any Critical CSSL remains non-compliant for three (3) consecutive months;

b) KPI performance falls below the prescribed PIP threshold;

¢) Two or more CEKPIs remain below the applicable target levels for two consecutive quarters;

d) Repeated Service Integrity Exceptions are identified; or

¢) Repeated quantity shortfall, service quality or complaint-prevention failures are observed.

Two (2) consecutive quarters in which the maximum applicable deduction cap is reached, or persistent failure
of Critical CSSLs, OPSLs or CEKPIs despite corrective action, shall constitute a material performance concern
and may result in enhanced monitoring, invocation of contractual remedies, withholding of applicable pay-
ments, invocation of Performance Security and/or action in accordance with Clause 4.23 of the Contract.
Failure by the Implementation Agency to submit a Performance Improvement Plan within the period specified
by DJB, failure to implement an approved Performance Improvement Plan, repeated Service Integrity Viola-

tions, repeated unreported quantity shortfalls, repeated collusion-related incidents, continued KPI deterioration
or continued SLA non-compliance may constitute material breach of the Contract.
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4 SECTION 4 — General CONDITIONS OF CONTRACT

4.1 Payment Terms:

Payments shall be linked to achievement and acceptance of the Deliverables and Milestones specified in the

Contract.

The Implementation Agency shall submit invoices together with the relevant Deliverables, supporting docu-

ments, acceptance records and such other documents as may be required by DJB.

Payment shall become due only upon successful completion and acceptance of the relevant Deliverable or
Milestone by DJB.

The indicative payment schedule shall be as follows:

SI No Milestone Payment (%)

1) Approval of Inception Report and System Requirement 10%
Specification (SRS)

2) Approval of System Design Document (SDD) and Archi- 15%
tecture

3) Completion of Development, Configuration and Integra- 20%
tion

4) | Completion of UAT and VAPT Closure 15%

5) Successful Pilot Rollout 15%

6) | Citywide Go-Live 10%

7) | Final Acceptance 15%

The above milestone-based payments shall apply only during the Implementation Phase. After Go-Live,

O&M payments shall be governed by the Service Level Framework (Clause 3.9). Applicable CSSL de-

ductions, OPSL deductions and CEKPI retentions, if any, shall be adjusted against the corresponding

Quarterly O&M Charge. Release of any payment shall not be deemed acceptance of deficient services

nor a waiver of DJB's rights, remedies, deductions, recoveries, retentions or contractual actions under

the Contract.

Operations & Maintenance (O&M) Charges shall be payable quarterly in arrears during the O&M Period, sub-

ject to acceptance of Services by DJB and compliance with the applicable Service Level Framework.

All payments shall be subject to:

e  Submission of valid and undisputed invoices;

e Acceptance of applicable Deliverables and Services by DJB;

e Compliance with the provisions of the Contract;
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¢ Adjustment of applicable SLA deductions, penalties, recoveries and retentions;
e Compliance with CSSLs, OPSLs and CEKPIs, as applicable; and
e Statutory deductions required under applicable law.

GST shall be paid separately at applicable rates against valid tax invoices and in accordance with prevailing
statutory provisions.

Payments shall ordinarily be processed within thirty (30) days from receipt of complete, valid and undisputed
invoices together with the supporting documents required under the Contract.

For the purpose of SLA administration, performance under CSSLs and OPSLs shall be measured monthly and
reviewed by DJB. Applicable deductions shall be calculated on the basis of the Monthly O&M Base and shall
be adjusted against the corresponding Quarterly O&M Invoice.

The Quarterly O&M Charge shall include all recurring O&M services under the Contract, including manpower
deployment, application support, command center operations, helpdesk services, monitoring, maintenance,
cloud hosting, connectivity, security management, reporting, dashboard management and all other recurring
operational obligations of the Implementation Agency.

Citizen Experience, Service Quality and Complaint Prevention KPIs (CEKPIs) shall be measured monthly and
assessed quarterly. CEKPIs shall not ordinarily attract routine event-based deductions. However, where CEKPI
performance falls below the prescribed thresholds, DJB may require submission of Corrective Action Reports,
enhanced monitoring, Performance Improvement Plans (PIP) and may apply performance retention in accor-
dance with Clause 3.9.

Any retention arising from CEKPI under-performance shall be adjusted against the corresponding Quarterly
O&M Payment and shall be released only upon satisfactory restoration of KPI performance and certification
by DJB.

Post Go Live, O&M Payment will be made Quarterly:

Net Quarterly O&M Payment:
= (Gross O&M Charges)- (CSSL Deductions)- (OPSL Deductions)- (CEKPI Retention, if applicable)

4.2 Languages and Law:
The Contract shall be governed by the laws for the time being in force in India. The language of the Contract

shall be English.

4.3 General:
The Implementation Agency shall deliver the Services and fulfill its obligations under the Terms of Reference

with the highest standards of diligence, efficiency, and cost-effectiveness, in accordance with accepted pro-
fessional standards, industry best practices, and sound management principles. The Implementation Agency
shall utilize appropriate modern technologies, methodologies, and safe operating practices in the performance
of the Services.
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In relation to all matters arising out of or connected with this Contract and the Services, the Implementation
Agency shall act in good faith and in a professional manner. It shall protect, support, and promote the legiti-
mate interests of DJB at all times and shall ensure that such interests are duly safeguarded in all interactions
and dealings with any sub-contractors, sub-agencies, vendors, or other third parties engaged in connection
with the Services.

4.4 Expiration ofContract
Unless terminated earlier in accordance with the terms of this Agreement, the contract shall comprise an im-
plementation period of approximately sixteen (16) weeks (four (4) months) from the date of Contract Award,
followed by a three (3)-year Comprehensive Operations and Maintenance (O&M) support period. The O&M
support period may be extended by DJB based on performance and operational requirements

4.5 Entire Agreement
This Contract contains all covenants, stipulations andprovisions agreed by the Parties. No agent or representa-
tive of eitherParty has authority to make, and the Parties shall not be bound by orbe liable for, any statement,
representation, promise or agreementnot set forth herein.

4.6 Modifications orVariations
Any modification or variation of the terms and conditions ofthis Contract, including any modification or vari-
ation of the scope ofthe Services, may only be made by written agreement between theParties. However, each
Party shall give due consideration to anyproposals for modification or variation made by the other Party.

4.7 Force Majeure

4.7.1 Definition
For the purpose of this Agreement, “Force Majeure” means an event which is beyond the reasonable control

of a Party, is not foreseeable, is unavoidable, and makes a Party’s performance of its obligations hereunder
impossible or so impractical as reasonably to be considered impossible under the circumstances, and subject
to those requirements. Examples include, but are not limited to, war,riots, civil disorder, earthquake, fire, ex-
plosion, storm, flood or other adverse weather conditions, strikes, and lockouts or other industrial action con-
fiscation or any other action by Government agencies.

4.7.2 Force Majeure shall not include (i) any event which is caused byKey Personnel, Sub-Implementation Agency or
agents or employees, nor (ii) any eventwhich a diligent Party could reasonably have been expected to both-
consider at the time of the conclusion of this Contract andavoid or overcome in the carrying out of its obliga-
tions hereunder.

4.7.3 Force Majeure shall not include insufficiency of funds or failureto make any payment required hereunder.

4.7.4 No Breach ofContract
The failure of a Party to fulfill any of its obligations hereundershall not be considered to be a breach of, or de-
fault under, thisContract insofar as such inability arises from an event of ForceMajeure, provided that the Par-
ty affected by such an event has takenall reasonable precautions, due care and reasonable alternativemeasures,
all with the objective of carrying out the terms andconditions of this Contract.

4.7.5 Measures tobe Taken
A Party affected by an event of Force Majeure shall continueto perform its obligations under the Contract as
far as it is reasonablypractical, and shall take all reasonable measures to minimize the
consequences of any event of Force Majeure.
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4.7.6 A Party affected by an event of Force Majeure shall notify theother Party of such event as soon as possible, and
in any case notlater than 14 calendar days following its occurrence, providingevidence of the nature and cause
the event, and shall similarly givewritten notice of the restoration of normal conditions as soon aspossible.

4.7.7 Any period within which a Party shall, pursuant to thisContract, complete any action or task, be extended for a
periodequal to the time during which the Party was unable to perform theaction as a result of Force Majeure.

4.7.8 During the period in which performance of the Services is affected by a Force Majeure Event, the Implementa-
tion Agency shall continue to perform such obligations as are reasonably practicable and shall take all reason-
able measures to minimize the impact of the Force Majeure Event. The Implementation Agency may submit
to DJB details of any additional cost, time impact or relief sought arising directly from the Force Majeure
Event. DJB shall examine such requests on a case-to-case basis, having regard to the nature of the event, sup-
porting documentary evidence, contractual provisions and applicable rules. Any extension of time, reim-
bursement, compensation or other relief shall be granted only upon written approval of DJB and shall not
constitute an automatic entitlement under the Contract. DJB may issue such directions as it considers neces-
sary for continuation, suspension, restoration or modification of the Services during the Force Majeure pe-
riod, and the Implementation Agency shall comply with such directions as it considers necessary for contin-
uation, suspension, restoration or modification of the Services during the Force Majeure period, and the Im-
plementation Agency shall comply with such directions.

4.8 Extension of Time
The DJB may agree to extend any deadline or timeline specified under this clause upon receipt of written re-

quest from the Implementation Agency. Any requests for an extension must include a detailed explanation
and proposed revised timeline.

4.9 Roles, Responsibilities and Working Arrangements

4.9.1 The Implementation Agency shall function as DJB’s designated System Integrator for implementation, operation
and maintenance of the Project and shall perform the Services in accordance with the Contract. The Imple-
mentation Agency shall not represent, bind or commit DJB in any manner unless specifically authorized in
writing by DJB The Implementation Agency shall maintain impartial records, transparent measurement veri-
fication and well- documented recommendations to DJB. The Implementation Agency shall not act as
agent, representative or attorney of DJB except to the extent specifically authorized in writing by DJB

4.9.2 Key decisions (contractual approvals, variations, EOT approvals, payment approvals, acceptance of works) shall
remain with DJB; the Implementation Agency will support with technical and contractual analysis.

4.10 Change in Constitution
The Implementation Agency shall promptly notify DJB in writing of any material change in its legal status,
ownership, control, shareholding pattern, management structure, merger, acquisition, amalgamation, demerg-
er, restructuring or any other change that may affect its ability to perform the obligations under the Contract.
No assignment, transfer or novation of the Contract, in whole or in part, shall be permitted without the prior
written approval of DJB.
In the event of any material change in the constitution, ownership or control of the Implementation Agency,
DJB may review the impact of such change on performance of the Contract and may require such informa-
tion, documents or assurances as it may consider necessary. Where DJB reasonably determines that such
change adversely affects the Implementation Agency's ability to perform the Contract, DJB may initiate ap-
propriate action in accordance with the provisions of the Contract, including termination, if warranted.
Any approved successor entity or permitted transferee shall remain bound by all rights, obligations, liabilities,
warranties, service levels and commitments under the Contract.

4.11 Authorized Representatives
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Any action required or permitted to be taken, and any document required or permitted to be executed under
this contract by DJB, or the Implementation Agency may be taken or executed by the officials so authorized.

4.12 Confidentiality
The Implementation Agency, their Sub-Implementation Agency, and the Personnel of either of them shall
not, either during the term or within two (2) years after the expiration of this Contract, disclose any proprie-
tary or confidential information relating to the Services, this Contract, or DJB's business or operations.

4.13 Intellectual Property and Data Security
All source code, databases, APIs, configurations, dashboards, reports, logs, documentation, mobile

applications, intellectual property and data generated under the Project shall remain the sole property
of DJB.

4.13.1 Data Ownership
All data, databases, records, logs, reports, documents, analytics, dashboards, configurations and other

information generated, collected, processed or stored under the Project shall remain the sole and ex-
clusive property of DJB. The Implementation Agency shall not acquire any ownership, rights, title or
interest in such data except to the extent necessary for performance of the Services under the Con-
tract.

4.13.2 Source code ownership
All source code, custom-developed software, APIs, configurations, scripts, workflows, integration ar-

tefacts, databases, documentation and related intellectual property created, customized or developed
under the Project shall remain the sole and exclusive property of DJB

4.13.3 Cyber Incident Reporting
The Implementation Agency shall immediately notify DJB of any cyber security incident, security

breach, unauthorized access, malware attack, data compromise or other security event affecting the
Project. Such incidents shall be reported to DJB within six (6) hours of detection and appropriate con-
tainment, mitigation and recovery actions shall be initiated without delay

4.13.4 Audit and Inspection Rights
DIJB, its internal auditors, statutory auditors, CAG, Vigilance authorities, Government agencies or

any person authorized by DJB shall have the right to inspect, review, verify and audit the records,
systems, documents, reports, invoices, timesheets, logs and project-related information of the Imple-
mentation Agency relating to the Contract

4.13.5 Record Retention
The Implementation Agency shall preserve all records, project documents, reports, invoices, logs,

configurations, correspondence and supporting documentation relating to the Contract for a minimum
period of seven (7) years from completion or termination of the Contract or such longer period as re-
quired under applicable law.

4.14 Information
DIJB shall provide to the Implementation Agency with the available data/ documents/ reports as referred to in
the Terms of Reference and as available with DJB pertinent to this Terms of Reference. Designated official
by DIJB shall facilitate handing over of such information to the Implementation Agency.

4.15 Detailed Outputs of the Services

The Implementation Agency shall deliver all outputs in accordance with the Scope of Work, approved speci-
fications, industry best practices, applicable Government guidelines and the requirements of the Contract.
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4.16 Decisions
On all matters properly referred to it in writing by Implementation Agency, DJB shall give a decision in writ-

ing within a reasonable time.

4.17 Assistance
DJB on the request of the Implementation Agency, without any obligations shall assist Implementation

Agency in:
a. providing unobstructed access wherever it is required for the performances of Services.

b. providing access to other organisations for collection of information.

4.18 Completion of Works
All the project deliverables including primary data shall be compiled, classified and submitted by the Imple-
mentation Agency to DJB in soft form as well as in hard copies apart from the reports indicated in the Delive-
rables. The Services shall stand completed on acceptance by DJB of all the Deliverables of the Implementa-
tion Agency or on expiry of the Agreement along with extension, if any.

4.19 Indemnity by DJB
DIJB agrees to indemnify the Implementation Agency from any claims, damages, losses, and costs, including,

but not limited to, legal fees and litigation costs, arising out of claims by third parties for property damage or
bodily injury, including death, to the proportionate extent caused by the negligence or willful misconduct of
DJB, or its employees or contractors in connection with the Contract.

4.20 Exceptional Circumstances
If circumstances arise for which in the opinion of DJB, the Implementation Agency is not responsible and

which makes it impossible for him to perform in whole or in part the Services in accordance with the Con-
tract, he shall promptly dispatch a notice to DJB stating the reasons and the circumstances.

In these circumstances if certain Services have to be suspended, the time for their completion shall be ex-
tended by DJB until circumstances no longer apply plus a reasonable period not exceeding 7 days for re-
sumption of them.

4.21 Change in the Law
If there is any change in the Law with respect to indirect taxes (e.g. GST) and associated duties, after the Bid

Submission Date, which increases or decreases the cost of services rendered by the Implementation Agency,
then the Contract price otherwise payable to the Implementation Agency under this Contract shall be in-
creased or decreased accordingly by agreement between the Parties.

4.22 Warnings and Contract Suspension
4.22.1 Warning Notice

Where DJB determines that the Implementation Agency has failed to comply with any material obligation under the
Contract, including failure to achieve prescribed CSSLs, OPSLs or CEKPIs, DJB may issue a written Warning No-
tice requiring the Implementation Agency to remedy the deficiency within the period specified by DJB.

Without limitation, a Warning Notice may be issued in the following circumstances:

a) Repeated CSSL or OPSL non-compliance;

b) Failure to achieve CEKPI targets;
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¢) Repeated service delays;

d) Repeated quantity shortfall incidents;

e) Service Integrity Exceptions;

f) Failure to submit required reports;

g) Failure to comply with approved procedures; or

h) Any circumstance adversely affecting citizen service delivery.

4.22.2 Corrective Action Report (CAR)

Upon receipt of a Warning Notice, the Implementation Agency shall submit a Corrective Action Report (CAR)
within seven (7) days.

The CAR shall include:

a) Description of deficiency;

b) Root Cause Analysis;

¢) Corrective measures proposed;

d) Responsible personnel;

e) Timeline for implementation; and
f) Measures to prevent recurrence.

4.22.3 Performance Improvement Plan (PIP)

DJB may direct the Implementation Agency to prepare and implement a Performance Improvement Plan (PIP)

where:

a) Any CEKPI falls below the applicable PIP threshold;

b) Any Critical CSSL remains non-compliant for three (3) consecutive months;

¢) Two or more CEKPIs remain below target for two consecutive quarters;

d) Repeated customer complaints are observed,;

¢) Quantity fulfilment performance deteriorates;
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f) Service Integrity Violations occur repeatedly; or

g) Corrective actions fail to restore service levels.

h) Significant deterioration in citizen outcomes, including repeated complaints, poor customer satisfaction, repeated
quantity shortfalls or recurring failure to achieve First-Time-Right Delivery targets.

The PIP shall be submitted within fifteen (15) days and shall contain measurable actions, implementation timelines
and monitoring arrangements. The PIP thresholds, KPI thresholds, SLA thresholds, Service Integrity
Exceptions, retention provisions and chronic non-performance criteria shall be governed by
Clause 3.9.

4.22.4 Temporary Suspension of Payments

DJB may temporarily suspend processing of the affected O&M payment component where:
a) The Implementation Agency fails to submit the required CAR or PIP;

b) The Implementation Agency fails to implement an approved PIP;

c) Material Service Integrity Violations are established;

d) Repeated quantity shortfall events remain unresolved;

e) Repeated false reporting, route manipulation or delivery manipulation is established; or
f) Service performance materially deteriorates despite prior warnings.

Such suspension shall be limited to the extent necessary to protect DJB's interests and shall not affect payment for
satisfactorily completed and accepted Services.

Any payment suspension under this Clause shall be proportionate to the affected Service Com-
ponent and shall be revoked once the deficiency has been rectified to the satisfaction of DJB

4.22.5 Service Recovery Requirement
The Implementation Agency shall continue to provide all Services during the warning, corrective action, PIP or
payment suspension period and shall not suspend, reduce or interrupt service delivery.
Citizen-facing services, emergency request handling, complaint resolution, tanker monitoring, delivery verification
and service recovery activities shall continue uninterrupted.

4.22.6 Escalation of Chronic Non-Performance
Where:
a) The maximum SLA deduction cap is reached for two (2) consecutive quarters;
b) An approved PIP fails to restore performance;
¢) Repeated Service Integrity Violations are established; or
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d) CEKPI performance continues to deteriorate despite corrective measures,
the matter may be escalated to the Competent Authority for consideration of contractual remedies, including
enhanced monitoring, retention, invocation of Performance Security, suspension of Services or termination in
accordance with Clause 4.23
4.22.7 Unsatisfactory Response to Warning Notice
Where DJB is not satisfied with the response submitted by the Implementation Agency to a
Warning Notice, DJB may initiate action under Clause 4.22.3, Clause 4.22.4 and, where
warranted, Clause 4.23 of the Contract.
4.22.8 Rectification Period
Where DJB accepts the response submitted by the Implementation Agency, the ImplementationAgency shall remedy
the deficiency within a period not exceeding thirty (30) calendar days, or such other period as may be ap-
proved by DJB in writing.

Failure to remedy the deficiency within the prescribed period may result in escalation under this Clause and action
under Clause 4.23.

4.23 Termination
4.23.1 DIB reserves the right to terminate the contract, in whole or in part, at any time for its convenience, by giving
the Implementation Agencyninety (90) days’ prior written notice. In such cases, the Implementation Agency
shall be entitled only to payment for the services actually performed up to the effective date of termination
and duly accepted by DJB, and other expenses, provisional sums, and contingency for expenditures actually
incurred prior to the date of termination.

4.23.2 DJB may terminate the contract in whole or in part, without prejudice to any other rights or remedies available,
if:

DJB may terminate the Contract, in whole or in part, without prejudice to any other rights or remedies availa-
ble under the Contract, by issuing written notice to the Implementation Agency, if:

a) The Implementation Agency fails to provide a satisfactory response to a Show Cause Notice issued under
Clause 4.22 or fails to remedy the identified deficiencies within the prescribed timelines.

b) The Implementation Agency fails to comply with any material provision of the Contract, Service Level
Framework, approved methodologies, implementation schedules or directions issued by DJB.

¢) The Implementation Agency fails to deliver the Services, Deliverables, Milestones or O&M obligations
within the timelines prescribed under the Contract.

d) The Implementation Agency engages in fraud, corruption, collusion, coercive or other prohibited practices.

¢) The Implementation Agency commits a material breach of confidentiality, cybersecurity, data protection,
privacy or intellectual property obligations.

f) The Implementation Agency becomes insolvent, bankrupt, enters into liquidation, receivership, restructuring
proceedings or otherwise becomes incapable of performing its obligations under the Contract.
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g) A Force Majeure Event continues for more than sixty (60) calendar days and substantially prevents perfor-
mance of the Services.

h) The aggregate SLA deduction cap is reached for two (2) consecutive quarters.
i) Any Critical CSSL remains non-compliant for three (3) consecutive months.

j) Two (2) or more CEKPIs remain below the applicable PIP threshold for two (2) consecutive quarters despite
implementation of corrective actions.

k) The Implementation Agency fails to implement an approved Performance Improvement Plan (PIP) within
the timelines approved by DJB.

1) Repeated Service Integrity Exceptions are established, including tanker refusal, route manipulation, false
delivery confirmation, quantity manipulation, concealment of shortages or other misconduct attributable to the
Implementation Agency.

m) Repeated quantity shortfall events are not reported within the prescribed timeline or corrective actions are
not initiated.

n) Repeated instances of suspected collusion, cartelisation, manipulation of service delivery, deliberate sup-
pression of requests or other conduct materially affecting citizen service delivery are established.

0) Persistent deterioration in citizen service levels is observed, including recurring failure to achieve Customer
Satisfaction Score (CSAT), First-Time-Right Delivery (FTR), Repeat Complaint Prevention Index (RCPI) or
Quantity Fulfilment Index (QFI) targets despite corrective action and PIP measures.

4.23.3 Termination under this clause shall become effective immediately upon issue of written notice by DJB, and the
Implementation Agency shall be liable for any losses or damage suffered by DJB due to such breach.

4.23.4 Either party may terminate the contract if the performance of obligations is rendered impossible or impractica-
ble due to an event of Force Majeure, provided the affected party gives prompt written notice and adequate
evidence. If such a situation continues for a period exceeding sixty (60) days, either party may terminate the
contract with fifteen (15) days’ notice.

4.23.5 Upon termination:

The Implementation Agency shall immediately cease all further work except such activities as may be specifi-
cally directed by DJB for orderly transition and closure.

b) The Implementation Agency shall provide all assistance necessary for transfer of the ISWTMS, source code,
databases, applications, APIs, documentation, configurations and related assets to DJB or its nominated agen-

cy.
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¢) All Project Data, Deliverables and Intellectual Property generated under the Contract shall be handed over to
DJB without restriction.

d) DJB may invoke the Performance Security, recover applicable deductions, retentions, damages and other
contractual recoveries.

¢) DJB shall be liable only for payment of Services satisfactorily performed and accepted up to the effective
date of termination, after adjustment of all applicable deductions, retentions, penalties and recoveries.

4.23.6 Customer Service Failure as Material Performance Concern

For the purposes of this Contract, repeated failure to meet citizen service outcomes shall be treated as a ma-
terial performance concern.

Without prejudice to other remedies available under the Contract, DJB may initiate enhanced monitoring, cor-
rective actions, Performance Improvement Plans (PIP), retention of payments, invocation of Performance Se-
curity or termination proceedings where:

e  Customer Satisfaction Score (CSAT) remains below the prescribed threshold;

e  First-Time-Right Delivery (FTR) remains below the prescribed threshold;

e Repeat Complaint Prevention Index (RCPI) remains below the prescribed threshold;

e  Quantity Fulfilment Index (QFI) remains below the prescribed threshold; or

e Significant citizen dissatisfaction, recurring complaints, repeated delivery failures or service integrity
violations are observed over successive review periods.

4.23.7 Cessation of Rights and Obligations
Upon termination of this Agreement, pursuant to clause 4.23, or upon expiration of this Agreement pursuant,
all rights and obligations of theParties hereunder shall cease, except (i) such rights and obligations as may
have accrued on the date of termination or expiration, (ii) the obligation of confidentiality, and (iii) any right
a Party may have under the Applicable Law.

4.23.8 Cessation ofServices
Upon termination of this Agreement by notice of eitherParty,thelmplementation Agency shall, immediately
upon dispatch or receipt ofsuch notice, take all necessary steps to bring the Services to aclose in a prompt and
orderly manner and shall make everyreasonable effort to keep expenditures for this purpose to aminimum
and ensure return of documents, facilities or equipment provided by DJB.

4.24 Rights and Liabilities of the Parties
Termination of the Agreement shall not prejudice or affect the accrued rights or claims and liabilities of ei-

ther party.

Liability of Implementation Agency to DJB:Implementation Agency shall only be liable to pay compensa-
tion to DJB as agreed between the parties and arising out of or in connection with the Agreement if a breach
of Contract is established against Implementation Agency.
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a. To the maximum extent permitted by law, Implementation Agency’s liability for DJB’s damages will not, in the
aggregate, exceed the contract value of this Agreement. This clause takes precedence over any conflicting
clause of this contract or any document incorporated into it or referenced by it. This limitation of liability will
apply whether Implementation Agency’s liability arises under breach of contract or warranty; tort, including
negligence; strict liability; statutory liability; or any other cause of action, and shall include Implementation
Agency’s officers, affiliated corporations, employees, and subcontractors.

b. Inno event will one Party be liable to the other Party for, and each Party hereby releases the other Party from,
loss of revenue or profits, whether anticipated or actual, loss of use of capital, loss of use of facilities or in-
creased cost of using facilities, loss of contract(s) or business interruption, damages for failure to meet other
contractual commitments or deadlines, loss of business reputation or opportunities, or for any special, inciden-
tal, indirect or consequential damage or loss, regardless of cause and even if caused by the breach, fault, breach
of any duty or negligence, in any form, of the Party released pursuant hereto.

4.25 Duration of Liability
Implementation Agency shall not be considered liable for any loss or damage resulting from any occurrence
unless a claim is formally made on him before the expiry of the Contract or such earlier date as may be pre-
scribed by law.

4.26 Insurance
4.26.1 Insurance to be Taken out by the Implementation Agency.
The Implementation Agency

a. shall take out and maintain, at its own cost but on terms and conditions approved by DJB, insurance
against the risks, theft and for the coverage specified in the section below, and

b. shall provide evidence to DJB showing that the insurance has been taken out and maintained and that
the current premiums have been paid. The Implementation Agency shall ensure that such insurance is
in place prior to commencing the Services as stated in below. The cost of insurance shall be included
in the rates quoted by the Implementation Agency.

4.26.2 Insurance Coverage
The insurance coverage against the risks shall be as follows:
a. Professional Indemnity insurance, with a minimum coverage of contract price + 10%
b. Third Party motor vehicle liability insurance in respect of motor vehicles operated in DJB’s country by the Im-
plementation Agency or its Experts or Sub-Implementation Agency, with a minimum coverage of INR Ten Lakh
in accordance with the applicable law in DJB’s country.

c. Third Party liability insurance, with a minimum coverage of Rupees Ten Lakh in accordance with the applicable
law.

d. employer’s liability and workers’ compensation insurance of the Experts and Sub-Implementation Agency in
accordance with the relevant provisions of the applicable law, as well as, with respect to such Experts, any such
life, health, accident, travel or other insurance as may be appropriate; and

e. insurance against loss of or damage to (i) equipment purchased in whole or in part with funds provided under this
Contract, (ii) the Implementation Agency’s property used in the performance of the Services, and (iii) any docu-
ments prepared by the Implementation Agency in the performance of the Services.

4.277 Extension of Contract for Additional Work

DJB may, at its sole discretion, extend the Operations & Maintenance (O&M) Period and/or assign additional

work of a similar nature on the same terms and conditions, subject to satisfactory performance of the Imple-
mentation Agency.
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For the purpose of considering any extension, DJB shall review, inter alia:

a) Compliance with applicable Core System Service Levels (CSSLs);

b) Compliance with applicable Operational Performance and Service Integrity Service Levels (OPSLs);
¢) Performance of Customer Satisfaction KPIs (CEKPIs);

d) Customer Satisfaction Score (CSAT);

e) First-Time-Right Delivery (FTR);

) Repeat Complaint Prevention Index (RCPI);

g) Quantity Fulfilment Index (QFI);

h) Complaint Closure Effectiveness (CCE);

1) Service Assurance Compliance Index (SACI);

Jj) Service Integrity Exception history;

k) Quantity Shortfall incidents and reporting compliance;

1) Corrective Action Reports (CARs); and

m) Performance Improvement Plans (PIPs), if any.

DIJB shall not be under any obligation to extend the Contract.

No extension shall ordinarily be granted where:

a) The Implementation Agency is operating under an active PIP at the time of review;
b) The maximum applicable SLA deduction cap has been reached during two (2) consecutive quarters;
c¢) Repeated Service Integrity Violations have been established;

d) Repeated unreported quantity shortfall events have occurred;

e) CEKPI performance remains below the applicable PIP thresholds; or

f) Material service deficiencies continue despite corrective actions.
4.27.1 Exit Management
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Upon expiry, termination or non-renewal of the Contract, the Implementation Agency shall provide all assis-
tance required by DJB for smooth transfer of the Project to DJB or its nominated agency for a minimum period
of sixty (60) days or such period as may be specified by DJB.

The Implementation Agency shall prepare and maintain an Exit Management Plan covering transition activi-
ties, timelines, responsibilities and resource deployment requirements.

The Implementation Agency shall hand over, transfer and provide unrestricted access to:

a) All source code, application software, mobile applications, APIs, databases, configuration files, deployment
scripts and integration artefacts;

b) All project documents, manuals, reports, SOPs, training materials, dashboards and technical documentation;
¢) All project records, logs, audit trails, backups and historical data;

d) All credentials, licenses, repositories and administrative rights necessary for continued operation of the
ISWTMS; and

e) All other assets, information and materials required for uninterrupted continuation of services.

The Implementation Agency shall provide adequate knowledge transfer, training, technical support and opera-
tional support to DJB or its nominated agency during the Exit Management Period.

The Implementation Agency shall ensure uninterrupted continuation of citizen-facing services during the Exit
Management Period and shall provide all assistance reasonably required by DJB for smooth transfer of request
management, complaint management, tanker allocation, tracking, monitoring, dashboards, reporting and re-
lated functions.

Upon completion of the transition:

a) All DJB data shall remain the sole property of DJB;

b) The Implementation Agency shall not retain, restrict, use, disclose or otherwise deal with any DJB data ex-
cept as required under applicable law;

¢) The Implementation Agency shall certify deletion of DJB data from its systems wherever required and per-
mitted under law; and

d) The Implementation Agency shall provide a written Exit Completion Certificate.

Exit Management shall be deemed completed only upon written acceptance by DJB.
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DJB may withhold any pending payments, retention amounts or release of Performance Security until all Exit
Management obligations have been satisfactorily completed.

4.28 Notices and Communications
4.28.1 General

All notices, approvals, directions, instructions, requests, reports, certificates, warnings, corrective actions, Per-
formance Improvement Plans (PIPs), service deficiency notices, Service Integrity Exception notices and other
communications under the Contract shall be in writing.
Such communications may be delivered through:
a) Registered Post;
b) Speed Post;
c) Courier with delivery acknowledgement;
d) Hand Delivery against acknowledgement;
e) Email from officially designated email addresses; or
f) Such digital communication mechanism as may be approved by DJB.
4.28.2 Effective Date of Notice
A notice shall be deemed to have been received:
a) On the date of acknowledgement, in case of hand delivery;
b) On the date recorded by the delivery service, in case of registered post, speed post or courier;
¢) On the date and time of successful transmission, in case of email communication; or
d) On the date of acknowledgement through any approved digital system.

4.28.3 Project Communications

For the purposes of implementation, operations, service delivery monitoring, SLA administration and contract
management, the following shall also be treated as valid communications under the Contract:

a) Approved minutes of meetings;
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b) Approved project reports;

c) SLA reports;

d) Service Integrity Exception reports;

e) Corrective Action Reports (CARs);

f) Performance Improvement Plans (PIPs);

g) Dashboard-generated alerts acknowledged through ISWTMS;
h) System-generated escalation records; and

1) Written instructions issued by authorized representatives of DJB.

4.28.4 Change of Contact Details
Each Party shall promptly notify the other Party of any change in:
a) Address;
b) Email address;
¢) Telephone number; or
d) Authorized representative.
Until such notification is received, communications sent to the last notified details shall be deemed valid.
4.28.5 Electronic Communications and Audit Trail
The Implementation Agency shall ensure that all project-related communications, service notifications, escala-
tions, complaint records, quantity shortfall notifications, Service Integrity Exceptions, corrective actions and
closure records are maintained in auditable electronic form.Such records shall form part of the Contract docu-
mentation and may be relied upon for:
e SLA administration;
e payment certification;
e application of deductions;
e retention decisions;

e performance reviews;
e PIP evaluation; and
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e dispute resolution.

4.29 Continuous Service Improvement

The Implementation Agency shall continuously monitor, analyse and improve the quality, efficiency and relia-
bility of services provided under the Contract with the objective of improving citizen satisfaction, reducing
repeat complaints, ensuring timely delivery, maintaining quantity assurance and achieving the prescribed
CSSLs, OPSLs and CEKPIs.

Where any CSSL, OPSL or CEKPI falls below the prescribed target, or where recurring complaints, quantity
shortfalls, service delays, Service Integrity Exceptions or other material service deficiencies are identified, the
Implementation Agency shall undertake a documented Root Cause Analysis and implement appropriate cor-
rective and preventive actions at its own cost.

The Implementation Agency shall submit such reports, action plans, performance reviews and improvement
measures as may be required by DJB and shall implement all approved corrective actions within the timelines
specified by DJB.

Failure to achieve sustained improvement, recurrence of deficiencies after corrective action, or continued dete-
rioration in service quality may result in issuance of a Corrective Action Report (CAR), initiation of a Perfor-
mance Improvement Plan (PIP), application of contractual remedies, retention of payments, invocation of Per-
formance Security or any other action permissible under the Contract.

The Implementation Agency shall ensure that all continuous improvement activities are recorded in the

ISWTMS and supported by auditable records, performance data and outcome-based evidence demonstrating
improvement in citizen service delivery.
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SSECTIONS -TECHNICALSUBMISSIONFORMS

FORM-I:TECHNICALBIDSUBMISSIONFORM
Date:

To

Deputy Director (IT)

Delhi Jal Board,

A-Building, Varunalaya,

Karol Bagh, New Delhi-110005

KindAttention:

Subject: Selection of a System Integrator for Implementation of Integrated Smart Water Tanker Management
System (ISWTMS) for Delhi Jal Board.

We, the undersigned, offer to provide the Services for “Selection of a System Integrator for Implementation of
Integrated Smart Water Tanker Management System (ISWTMS) for Delhi Jal Board” in accordance with the
provisions of this Request for Proposal (RFP)

We are hereby submitting our Proposal as a single legal entity and confirm that we shall be solely responsible for
execution of the Contract and fulfilment of all obligations arising therefrom

Weherebydeclarethat-

(i)  we have gone through the NIT and RFP conditions and accept the same.

(i)  all the information and statements made in this Proposal are true and accept that any misinterpretation contained
in it may lead to our disqualification.

(iii)  if our proposal is accepted, we agree to commence the services within one week of issue of the Work Order or
such other date as may be specified by DJB.

(iv) work order to commence and to complete the entire Services within stipulated timeline, as indicated in the data
sheet.

(v)  We agree to abide by this proposal for a minimum period of 180 days from the last date fixed for submission of
the same and it shall remain binding upon us and may be accepted at any time before the expiry of that period or
any extended period mutually agreed to.

(vi)  We understand you are not bound to accept any Proposal you receive

(vii) we have no conflict of interest with the Client and that none of our partners, directors, or key personnel have
any close relatives employed with DJB.

(viii) If our proposal is accepted, we understand that we are to be held solely responsible for the due performance of
the Contract.

We further declare that we have not been blacklisted or debarred by any Central or State Government ministry/
department, organization, Implementation Agency, multilateral or bilateral funding Implementation Agency, au-
tonomous body, public sector undertaking, or by any other client-entity or authority that has imposed such re-
striction for reasons including unsatisfactory past performance, corrupt or fraudulent practices, or any other un-
ethical or prohibited business conduct, whether such debarment arose during an ongoing contract or prior to the
award or signing of a contract and no such blacklisting or bar is in force as on the Bid Submission Date.

Yours sincerely,

Authorized Signature [/n full and initials]:
Name and Title of Signatory:
Name of Firm:

Address:
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FORM-II:PARTICULARSOFTHEBIDDER

1. | TitleofServices:Selection of a System Integrator for Implementation of Integrated Smart Water
Tanker Management System (ISWTMS) for Delhi Jal Board.

2. | StatewhetherapplyingasPrincipalFirmorSisterconcern/subsidiarywithcomplete details:

3. | Statethefollowing:

NameofCompanyorFirm:

Legalstatus (e.g. incorporated private company, unincorporated business, partnership etc.):
Country of incorporation:

Registeredaddress:

Y earoflncorporation:

Y earofcommencementofbusiness:

Principalplaceofbusiness:
BriefdescriptionoftheCompanyincludingdetailsofitsmainlinesofbusiness:

Name, designation,addressandphonenumbersofauthorizedsignatoryoftheBidder:
Name:

Designation:

Company:

Address:

Phone No.:

E-mailaddress:

4 |Litigation History: (The Bidder shall disclose all material litigation, arbitration and regulatory proceedings), if
any.

Authorized Signature [/n full and initials]:
Name and Title of Signatory:
Name of Firm:

Address:
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FORM - III: STATEMENT OF LEGAL CAPACITY
(To be forwarded on the letterhead of the Bidder

)
Ref. Date:

To

Deputy Director (IT)

Delhi Jal Board,

A-Building, Varunalaya,

Karol Bagh, New Delhi-110005

DearSir,

Subject: Selection of a System Integrator for Implementation of Integrated Smart Water Tanker Management Sys-
tem (ISWTMS) for Delhi Jal Board.

I/We hereby confirm that we, the Bidder, satisfy the terms and conditions laid down in the RFP document. I/We
have agreed that (insert individual’s name) will act as our Authorized Representative and has been duly autho-
rized to submit our Bid. Further, the authorized signatory is vested with requisite powers to furnish such bid and
all other documents, information or communication and authenticate the same.

Yoursfaithfully,

(Signature, name and Designation of the authorized signatory)

Forandonbehalfof................cccoooviviiviiiie
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FORM - 1V: DESCRIPTION OF THE METHODOLOGY AND WORK PLAN
(Maximum 15 pages)

Comments and Suggestions of the Implementation Agency on the Scope of Work / Terms of Reference.
1.  Understanding of the Services

* Understanding of project scope, objectives, deliverables, constraints, and expectations.

* Assessment of sectoral, institutional, and technical context influencing execution.

2.  Overall Technical Approach
* Conceptual framework and guiding principles.
* Strategy for data acquisition, validation, and stakeholder interaction.
* Use of analytical tools, modelling systems, and applicable standards.

3.  Detailed Methodology
* Task-by-task methodology for executing the services.
*  QA/QC framework covering internal review and compliance.
* Risk identification and mitigation strategy.

4. Work Plan
* Narrative description of sequencing of activities and dependencies.
*  Activity schedule (Bar Chart/Gantt Chart) — to be enclosed separately.
* Milestone-linked deliverables schedule.

5. Staffing & Deployment Plan
* Team structure with roles and reporting hierarchy.
* Man-month deployment matrix.
*  Mobilisation schedule for key and support staff.

6. Communication & Reporting Mechanism
*  Coordination protocol with the Delhi Jal Board.
* Reporting frequency, formats, and escalation matrix.

7.  Compliance with Terms of Reference
* Mapping methodology and deliverables to TOR clauses.
* Assumptions, clarifications, and required support.

8.  Declaration
* A declaration confirming compliance and commitment.

Authorized Signatory:
Name:

Designation:

Firm:

Date:
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FORM - V. A.: BIDDER’S REFERENCES

Relevant Services Carried Out During the Last Ten (10) Years that Best Demonstrate the Bidder's Qualifica-
tions

Using the format below, provide information on each reference service for which your firm/entity, individually
as a corporate entity was legally contracted.

Services Name: Country:

Location within Country: Key professional staff providedby Your Firm/entity(profiles):
NameofClient: No.ofStaff:

Address: No.ofStaff-Months;durationofservices:

Start- Completion- Approx.ValueofServices(in Current Indian Rupees)
Date(Month/Year): Date(Month/Y ear):

NameofAssociatedmplementationAgency,ifany: | No. of Months of Key professional staff, provided by Asso-
ciated Implementation Agency:

NameofSeniorStaff(ProjectDirector/Coordinator, TeamLeader)involved,andfunctionsperformed:

NarrativeDescriptionofProject:

DescriptionofActualServicesProvided by YourStaff:

Authorized Signature [/n full and initials]:
Name and Title of Signatory:
Name of Firm:
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FORM - V. B.: FINANCIAL CAPACITY OF THE BIDDER

Turnover

Type of Bidder Firm/Bidder’s Turnover in FY | Turnover in FY | Turnover in FY | Average Turno-
Name 2022-23 2023-24 2024-25 ver of last 3 FY

Single Entity

Note:The Bidder(s) shall provide a CA/ Auditor’s Certificate specifying the Annual Turnover of the Bidder during the last
three (3) financial years. The certificate must be UDIN.
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FORM-VI:POWEROFATTORNEY

Know all men by these PreSents, We, ....c.vccveeriierieeieeiieeiieieeneeeieeseeseveesaeesreeesseesnennns (name of Firm and ad-
dress of the registered office), do hereby constitute, nominate, appoint and authorize Mr./Ms.
........................................ , son/daughter/wife of .........cceccevvieiiiieieeeee,,  and  presently residing at

........................................ , who is presently employed with us and holding the position of
........................................ , as our true and lawful attorney (hereinafter referred to as the “Authorized Represent-
ative”) to do in our name and on our behalf, all such acts, deeds and things as are necessary or required in con-
nection with or incidental to submission of our Bid for “Selection of a System Integrator for Implementation of
Integrated Smart Water Tanker Management System (ISWTMS) for Delhi Jal Board” by Delhi Jal Board (the
“DJB”), including but not limited to signing and submission of all applications, bids and other documents and
writings, participating in pre-bid and other conferences and providing information/responses to DJB,
representing us in all matters before DJB, signing and execution of all contracts and undertakings consequent
to acceptance of our Bid and generally dealing with DJB in all matters in connection with or relating to or aris-
ing out of our Bid for the said Project and/or upon award thereof to us till the entering into of the Agreement
with DJB.

AND, we do hereby agree to ratify and confirm all acts, deeds and things lawfully done or caused to be done
by our said Authorized Representative pursuant to and in exercise of the powers conferred by this Power of At-
torney and that all acts, deeds and things done by our said Authorized Representative in exercise of the powers
hereby conferred shall and shall always be deemed to have been done by us.

INWITNESSWHEREOFWE, THEABOVE-NAMEDPRINCIPALHAVEEXECUTEDTHISPOWER OF AT-
TORNEY ON THIS ......ccoooiiiiiiiiine DAY OF ..ot , 2026

(Signature,name,designationandaddress)

Witnesses:
1.
2.

Notarized
Accepted

(Signature,name,designationandaddressofthe Attorney)
Notes:

. ThemodeofexecutionofthePowerofAttorneyshouldbeinaccordancewiththeprocedure,ifany,laid down by the
applicable law and the charterdocuments of the executants(s)andwhenit is so requiredthesameshouldbeun-
dercommonsealaffixedinaccordancewiththerequiredprocedure. ThePowerofAttorneyshouldbeexecutedona-
non-judicialstamppaperofRs. 1 00(hundred)and duly notarized by a notary public.

. Wherever required, the Bidder should submit for verification the extract of the charter documents and other
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.

. For a Power of Attorney executed and issued overseas, the document will also have to be legalized by the
Indian Embassy and notarized in the jurisdiction where the Power of Attorney is being issued. However,
Bidders from countries that have signed the Hague Legislation Convention 1961 need not get their Power of
Attorney legalized by the Indian Embassy if it carries a conforming apostille certificate.
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FORM - VII: CURRICULM VITAE FOR PROPOSED PROFESSIONAL STAFF

(5 No. Page Limit)
1. | ProposedPosition 5.1.10
2. | NameofFirm 5.1.11
3. | NameofStaff 5.1.12
4. | DateofBirth 5.1.13
5. | Nationality 5.1.14
6. | EducationalQualification (Indicatecollege/universityandotherspecializededucation
of staff member, giving names of institutions, degrees obtained and
years of obtainment starting from latest degree)
7. | Membershipof Professional 5.1.15
Organization
8. | Training&Publications (IndicateSignificanttrainingsinceeducationdegrees(under 5) were ob-
tained)
9. | LanguagesKnown 5.1.16
10. | Employment record (starting 5.1.17
with the present position, list in
reverseordereveryemploymen-
theldbystaffmemberssince
graduation)
11. | DetailsofTaskAssigned 5.1.18
12. | Work Undertaken that best | [Among the services in which the Staff has been involved, indicate
illustratescapabilitytohandle the following information for those services that best illustrate staff ca-
Tasks assigned. pability to handle the tasks assigned]
Nameofservicesorproject:
Year:Location:Client:Project: Cost:
Mainprojectfeatures:Positionsheld:
Activitiesperformed:
13.| Certification I,theundersigned,certifythattothebestofmyknowledge and belief, this
CV correctly describes me, my qualifications, and my experience. |
understand that any willful misstatement described herein may lead to
my
disqualificationordismissal,ifengaged.
SignatureDate:- SignatureDate:-
NameofStaffMember NameofAuthorizedSignatoryofBidder
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FORM-VIII:DELETED
FORM - IX: DELETED
FORM - X: DELETED

ANNEXURE TO FORM X- DELETED
FORM- XI: DELETED
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6 SECTIONG6 — FINANCIALFORMS

FORMFIN1:FINANCIALBID-COVERINGLETTER
(OnBidder’s Letterhead)

Date

Reference

DearSir,

Subject: Selection of a System Integrator for Implementation of Integrated Smart Water Tanker Management System
(ISWTMS) for Delhi Jal Board.

I/We, (Bidder’s name) herewith enclose the Financial Bid for selection of my/our firm as Implementation Agency for
above. I/We agree that this offer shall remain valid for a period of 180 (one hundred eighty) days from the Bid Due
Date or such further period as may be mutually agreed upon.

Yoursfaithfully,

(Signature,nameanddesignationoftheauthorizedsignatory)

Note:
a. TheFinancialBidistobesubmittedstrictlyasperExcel based formsgivenintheRFP.

b. Rates quoted shallbe exclusive of all taxes and duties. Implementation Agency shall quote the rates in both fig-
ures and words. The quoted amount shall be used for Financial Evaluation under the Least Cost Selection (LCS)
methodology.

c. As applicable, GST shall be quoted separately.

d. Taxes shall be governed by the provisions of the Contract and applicable law.

e. In case of discrepancy in figures and words, the rates quoted in words shall be taken as correct.
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FORM FIN 2: FINANCIAL BID-SCHEDULEOFQUANTITY(BOQ)

SI. No.

Item

Specifica-
tions/ Scope

Unit

Quantity

Rate(
Rs/Quantity)

Amount
in Fig-
ures ()

Amount
Words )

in

SOFTWARE APPLIC

ATION DEVELOPMENT

& LICENSING

Inception Report & System
Requirement Specification
(SRS)

As per ToR

Lot

System Design Document
(SDD) & IT Architecture

As per ToR

Lot

Multi-Channel Request Intake
Module

Mobile app,
web portal,
call-
centre/IVR,
WhatsApp,
ward/zonal
office, in-
person & bulk
request intake
integrated into
single omni-
channel layer

Lot

UCC Request Processing En-
gine

Register, de-
duplicate (Al),
categorise,
prioritise/SLA-
assign

Lot

Intelligent Tanker Allocation
Engine

Nearest-tanker
identification

Lot

Filling Point Management
Software

QR/geo-tag
mapping, loT
water-level
integration,
availability
verification,
digital valida-
tion

Lot

UCC Dashboard & Analytics

Tanker/filling-
point status,
demand-vs-
supply, SLA
compliance,

alerts/complain
ts, analytics &
insights

Lot

Citizen 360° View Module

Consolidated
citizen profile:
service history,
requests, inte-
ractions, com-
plaints, SLA &
feedback

Lot

API Gateway / Integration Hub

RESTful APIs
& event
streams for
real-time ex-
change

Lot

10

Call Centre / IVR Integration

Voice, IVR,
agent console

integration

Lot
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11

CRM Integration

Customer
profile, interac-
tion & case
management
integration

Lot

12

Notification Services Integra-
tion

SMS, Email,
Push, What-
sApp gateway
integration &
credits (initial)

Lot

13

Database Management Sys-
tem Licence

Operational +
analytics data-
base (If re-
quired)

Lot

14

GIS / Mapping Platform Li-
cence

Base map &
routing engine
licence (If
required)

Lot

15

Security Tools (IAM/RBAC,
Encryption, SIEM) Licence

Identity &
access man-
agement, en-
cryption,  au-
dit/compliance
monitoring

Lot

HARDWARE, 10T & FIELD EQUIPMENT

16

Network Equipment (Core
Switches, Routers, Firewall,
Load Balancer, Controllers for
each filling station and others
IT equipments.

High-
availability
network stack
for UCC and
filling station

Set

17

UPS with Battery Backup
(Ucce)

Power backup
for UCC infra-
structure

No.

18

Storage Area Network
(SAN)/Backup Storage

For backup/
snapshots

B

100

19

Operator Workstations (Desk-
top + Monitor)

i5- class desk-
top with dual
24" monitors.
For UCC shift
staff

No.

10

20

Video Wall / Large Display
Screens for UCC

3X3 55" ultra-
narrow-bezel
LED video incl
controller,
mounts and
commission-
ing. Live dash-
board & map
monitoring wall

No.

21

IP Telephony / Call Centre
Headsets & Handsets

For helpline
agents

No.

10

22

GPS Tracking Device (with
SIM slot)

Real-time GPS
tracking of
every tanker,
AlS-140 com-
pliance VLTD
with internal
battery ( as
per require-
ment)

No.

1000

23

Panic / SOS Button Unit

Driver-safety
panic button,
linked to UCC

No.

1000
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24

Vehicle QR Code / Tag

Unique identi-
fication tag per
tanker

No.

1000

25

loT Water-Level Sensors

Real-time level
sensing at
UGR/filling
station (avg 3
per site, for
each hydrant)
Radar
/Ultrasonic
level transmit-
ter with IP67
enclosure,
gateway share
and calibration
with controller

No.

80

26

loT gateway

loT gateway
with water

pump control
and live data

No.

25

27

Water management Controller

Suitable for
loT Sensors,
existing pumps
and other
accessories

No.

25

28

ANPR Camera at Entry/Bay

2 per site (
entry+ bay).
Camera with
IR illuminator
plus per-
channel ANPR
engine licence.
Number-plate
recognition for
tanker/bay
validation

No.

50

29

Boom Barrier with Controller

2 per site (
entry+ exist).
Heavy duty 6
m boom, high-
duty-cycle
motor, control-
ler and loop
detectors.
Automated
entry control at
filling station

No.

50

30

RFID Reader (Entry + Exit)

Long- range
UHF reader
with antenna
and mounting
pole, inte-
grated with
boom barrier
controller.
Tanker/bay
identification &
validation

No.

50

31

CCTV Camera (IP, with NVR)

4 MP IP cam-
era INR
12,000-16,000
plus per-
channel share
of NVR,STQC
Complance,
PoE switch,
cabling and
mounting.

No.

100
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Local CCTV
feed for regis-
tration control
room (4 per
site)

32

QR Code Signage / Plate for
Filling Point

Weatherproof
ACP-backed
plate with geo-
tagged QR,
pole-mounted.
Unique geo-
tagged QR per
filling point

No.

25

33

Local Networking Kit (Switch,
Router, Wi-Fi AP)

24-port PoE
switch, 4G-
failover router,
2 Wi-Fi APs,
rack and struc-
tured cabling
per site.
LAN/Wi-Fi
connectivity
within CCR

Set

25

34

Air Conditioner (1.5 Ton)

2 per site (con-
trol room +
equipment
rack area). 5-
star inverter
split, incl. in-
stallation and
copper.For
registration
control room

No.

50

35

Computer & Display Set-up for
CCR

Desktop + 24"
monitor + mul-
tifunction prin-
ter/scanner +
barcode scan-
ner per regis-
tration desk.
Desk-
top/monitor +
request-portal
entry terminal
per site

Set

25

36

UPS (Filling Point, small ca-
pacity)

3 kVA online
UPS with 30-
minute battery
bank for CCR
IT load. Power
backup at
each control
room

No.

25

TESTING, TRAINING, DOCUMENTATION & HANDHOLD

ING (ONE-

TIME)

37

User Acceptance Testing
(UAT)

As per ToR

Lot

1

38

Security Audit / VAPT

Vulnerability
Assessment &
Penetration
Testing incl.
re-test

Lot

39

Pilot Rollout Support (Select
Zones)

As per ToR

Lot

40

Training of DJB / UCC Staff

Classroom +
hands-on train-
ing for opera-
tors, supervi-
sors

Job
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41

Driver-app & 1

field- Batch
equipment

training

Training of Field Staff / Drivers

42

System user 1
User Manuals & SOP Docu- manuals, Lot

mentation SOPs, admin
guides

43

Handholding 1

Change Management Support | support during Lot
transition

AMC, CLOUD HOSTING & CONNECTIVITY (O&M, 3 YEARS)

44

o Bug-fix, minor
Application Software AMC enhance-

(post-warranty) ments, support
(per year)

Year 3

45

Field Equipment AMC Qomﬁrﬁgefn-
(GPS/IoT/ANPR/CCTV/Boom | 5¢ or

- all field devic-
Barrier/RFID) es (per year)

Year 3

46

1000 GPS/loT

T devices x an-
SIM / Data Connectivity for nual data Year 3

Tankers charge (per
year)

47

Connectivity
Internet Leased Line / MPLS at | for ucc + 25
UCC & Filling Points filling points

(per year)

Year 3

48

Recurring

SMS / WhatsApp / Push Notifi- notification-

. . service usage Year 3
cation Credits charges (pe%

year)

MANPOWER (O&M, 36 MONTHS)

49

2 operating Person- 2,700
shifts + reliev- Month
er = 3 per site
x 25 sites =
75, over 36
months

CCR Registration Operator

50

5 operators Person- 504
per shift x 2 Month
shifts + 2 op-
erators in
Night shift+ 2
relievers = 14,

UCC Operator (24x7) over 36

months

GRAND TOTAL (Project Cost — Excl. GST)

Add: GST @ 18%

GRAND TOTAL (Incl. GST)

Notes
a. The quoted prices shall be inclusive of all costs, expenses, duties, levies, consumables, licenses, subscrip-
tions, manpower, hardware, software, equipment, logistics, project management, training, documenta-
tion, support services and all other obligations necessary for complete execution of the Project in accor-
dance with the NIT and Contract.
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j-

The amount quoted shall be considered as the Evaluated Financial Quote (Total Cost of Ownership -
TCO) for the purpose of Financial Evaluation.

All Software modules would be hosted in DJB Oracle Cloud. Firm has to include cloud hosting charges
in their cost.

GST shall be quoted separately in BOQ.

The Bidder shall quote for all components. Incomplete, conditional, nil-valued or partially filled Finan-
cial Bids may be treated as non-responsive.

In case of any discrepancy between the amount in figures and the amount in words, the amount stated in
words shall prevail.

In case of any arithmetic error, DJB shall correct the same and the corrected amount shall be considered
for evaluation.

Bids submitted without a duly completed FIN-2 in the prescribed format shall be treated as non-
responsive and shall not be considered for evaluation.

Escalation @ 6% per year would be paid on consecutive O&M Cost only starting from second year with
base rate of previous year O&M.

For the purposes of SLA administration during the Operations & Maintenance (O&M) Period:

(i) Annual O&M Charge shall mean the O&M Cost quoted for the respective Contract Year.

(i) Quarterly O&M Charge shall mean one-fourth (1/4) of the applicable Annual O&M Charge.

(i) Monthly O&M Base shall mean one-third (1/3) of the applicable Quarterly O&M Charge.

(iv) Applicable CSSL deductions, OPSL deductions and CEKPI retentions, if any, shall be calculated and ad-

justed against the corresponding Quarterly O&M Invoice in accordance with Clause 3.9 and Clause 4.1 of
the Contract..
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ANNEXUREA: FORM OF BID SECURITY (BANK GUARANTEE)
(in stamp paper)

B.G.No: Dated:

WHEREAS (name of Bidder) (hereinafter called “the Bidder”) has submitted its Bid (hereinafter called the
“Bid”) dated (date) for the performance of (name of Contract).

KNOW ALL PEOPLE by these presents that We .......... (name of Bank) of .................... (name of country), hav-
ing our registered office at .................... (hereinafter called “the Bank™), are bound unto .................... (hereinafter
called “the Client”) in the sum of .............. for which payment well and truly to be made to the said Client, the

Bank binds itself, its successors, and assigns by these presents.
[The Bidder should insert the amount of the guarantee in words and in figures. This figure should be the same
amount as set out in the NIT to this RFP. The details related to the Bid Security are set out in Clause 2.26 of the
RFP.]
The CONDITIONS of this obligation are:
a. If the Bid has been termed as non-responsive in accordance with the relevant clauses of the NIT document.
b. If the Bidder withdraws its Bid during the Bid Validity Period; or
c. If the Bidder, having been notified of the acceptance of its Bid by the Client during the period of Bid validity:

1. fails to sign the Agreement in accordance with and when required by NIT Clause 2.32.2; or

2. fails to provide the Performance Security to the Client in accordance with and when required by NIT

Clause 2.27.

d. If the Bidder fails to commence the services as per Clause 2.32.3 of the NIT document.
We undertake to pay to the Client up to the above amount upon receipt of its first written demand, without the
Client having to substantiate its demand, provided that in its demand the Client will note that the amount claimed
by it is due to it owing to the occurrence of one or more of the conditions set out above, specifying the occurred
condition or conditions.
This Guarantee will remain in full force up to and including 45 days after the expiry of the Bid Validity Period,
and it may be extended by the Client in accordance with the NIT, notice of which extension(s) to the Bank is he-
reby waived. Any demand in respect of this Guarantee should reach the Bank not later than the above date or the
extended date.
This guarantee is subject to the Uniform Rules for Demand Guarantees (URDG) 2010 Revision, ICC Publication
No. 758, except that the supporting statement under Article 15(a) is hereby excluded.

SEALED with the Common Seal of the said Bank this....... day of , [Year].

WITNESS SIGNATUREOFTHEBANK
(signature,nameandaddress) SEAL

Name:

Position:
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BID SECURITY DECLARATION (For MSE Bidders)
Date:
To,
[Name of Tender Inviting Authority]
[Department / Organization]
[Address]

Subject: Bid Security Declaration for Tender No.
Sir/Madam,

I/We, the undersigned, hereby submit this Bid Security Declaration In lieu of Earnest Money Deposit (EMD), in
accordance with Rule 170 of the General Financial Rules (GFR) 2017, as amended, which exempts Micro & Small
Enterprises (MSEs) from payment of Bid Security.

I/We hereby declare that:

1. We are an MSE registered under the Udyam Registration system of the Government of India, and our registration
covers the category of services/goods required in this tender.

Udyam Registration No.:
Validity:

2. We understand that our bid must remain valid for the period specified in the RFP, and that this Declaration is en-
forceable if we withdraw or modify our bid during the bid validity period.

3. We agree that our organization will be suspended from participating in any procurement of the tendering authority

for the period specified under procurement rules, if:

a. We withdraw or modify our bid during the bid validity period.

b.  We are awarded the contract but fail to sign the contract, or fail to furnish the required Performance
Security, or fail to comply with any mandatory condition of award.

4. We understand that this suspension is without prejudice to any other legal remedies available to the Purchaser.
Authorized Signatory:
Name:

Designation:

Firm/Company Name:

Address:

Phone/Email:

Signature with Seal:
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ANNEXURE B: BANK GUARANTEE FORMAT FOR PERFORMANCE SECURITY

(The Bank Guarantee shall be on a Stamp Paper of appropriate value in accordance with Stamp Act and shall be
purchased in the name of the guarantee issuing Bank or the Party on whose behalf the BG is being issued.)

To
[Name of Tender Inviting Authority]
[Department / Organization]

[Address]

Whereas M/ S e with its Registered/ Head Office
Al (name and address of the Implementation Agency, hereinafter called “the Implementa-
tion Agency”, which expression shall, unless repugnant to the context or meaning thereof, include its successors,
administrators, executors and assigns) has undertaken, in pursuance of contract no ........... date................ to
delivery .................. (description of Services) (hereinafter called “the contract™).

And Whereas you (unless repugnant to the context or meaning thereof, including your successors, administrators,
executors and assigns) have stipulated in the said contract that the Implementation Agency shall furnish you with a
bank guarantee by a Scheduled bank for the sum specified therein as security for compliance with its obligations as
per the contract.

And Whereas we ................c.oue with our Head Office at......................ooeeeel. (name and address of the
Bank, hereinafter referred to as the ‘Bank’, which expression shall, unless repugnant to the context or meaning the-
reof, include its successors, administrators, executors and assigns) have agreed to give the Implementation Agency
such a bank guarantee.

Now, Therefore, we hereby affirm that we are guarantors and responsible to you, on behalf of the Implementation
Agency, up to a total of ... (amount of the guarantee in words and
figures), and we undertake to pay you, upon your first written demand declaring the Implementation Agency to be in
default under the contract and without cavil or argument, any sum or sums within the limits of (amount of guaran-
tee) as aforesaid, without your needing to prove or to show grounds or reasons for your demand or the sum specified
therein, notwithstanding any difference between you and the Implementation Agency or any dispute pending before
any Court, Tribunal, Arbitrator or any other authority.

We hereby waive the necessity of your demanding the said debt from the Implementation Agency before presenting
us with the demand.

The Bank undertakes not to revoke this guarantee during its currency without your previous consent and further
agrees that the guarantee herein contained shall continue to be enforceable till you discharge this guarantee. This
guarantee will not be discharged due to a change in the constitution of the Bank or the Implementation Agency’s.

We further agree that no change or addition to or other modification of the terms of the contract to be performed
thereunder or of any of the contract documents which may be made between you and the Implementation Agency
shall in any way release us from any liability under this guarantee, and we hereby waive notice of any such change,
addition, or modification.

OUL. e, branch at.................. *(Name & Address ofthe ...............coeovinni. *
(branch) is liable to pay the guaranteed amount depending on the filing of a claim and any part thereof under this
Bank Guarantee only and only if you serve upon us at our .................. * branch a written claim or demand and
received by usatour ...................eee * branch on or before Dt.............. otherwise, the bank shall be discharged
of all liabilities under this guarantee after that.
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(Signature of the authorized officer of the Bank)

Seal, name & address of the Bank and address of the Branch

*Preferably at the authority's headquarters competent to sanction the expenditure for procurement of goods/services
or at the concerned district headquarters or the state headquarters.
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ANNEXURE C:PRE-BID QUERY FORMAT

RFP Title:

NIT No.:

Name of Bidder:

Date of Submission of Queries:

TABLE — PRE-BID QUERIES

S1. No. RFP Section / [Page No. Existing  Provi- |Query / Clarifica- |Proposed Sugges-
Clause No. sion in RFP tion Requested tion (if any)

Declaration:
We confirm that the above queries are submitted in accordance with the RFP instructions. Any further information
required will be provided upon request.

Authorized Signatory:
Name:

Designation:
Bidder’s Seal:
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ANNEXURE-D MINIMUM MANPOWER DEPLOYMENT MATRIX

SL Minimum Qua- . Shift Re- Minimum | Key Per-
Role . . Location .
No. lification quirement Nos. sonnel
1 E;ZJr ectMan- | B Tech/BEMCA | UCC/HQ | General 1 Yes
2 | poluon AT 3 Tecl/BE/MCA | UCC/HQ | General 1 Yes
GIS & Route . .
3 Optimization Engincering/GIS UCC/HQ | General 1 Yes
Graduate
Expert
GPS/IoT Inte- | Engineering
4 gration Expert | Graduate UCC/HQ | General ! Yes
nformaion | EZERTE
5 Security Ex- Security Certifi- UCC/HQ | General 1 Yes
pert .
cation
6 Database Ad- | 5 1o oA NOC General 1 No
ministrator
Cloud Infra-
7 structure Engi- | B.Tech/MCA NOC General 1 No
neer
UCC Manager
8 / Operations Uucc General 1 No
Manager
g | UCCSupervi- | 5 24x7 |2 No
sors
10 | VECOPera- ) e 24x7 | 14 No
tors
Helpdesk/NOC
11 Support Staff NOC 24x%7 4 No
Application
12 | Support Engi- | UCC/NOC 24x7 4 No
neers
13 Call Ce?ntre Call Centre Shlf.t As Required | No
Executives Basis
14 | CORRegistra- ) b0 points | DMl 75 No
tion Operators Basis
Field Technic-
15 | al Support Field Locations General | 4 No
Engineers
Note:

The minimum manpower deployment requirement shall comprise all manpower positions specified in this Annex-
ure. The manpower deployed under the Contract shall be maintained throughout the Contract Period and shall form
the basis of SLA measurement under SLA No. 30.
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ANNEXURE-EWATER TANKER APPLICATION

Purpose
This manual explains the operational flow of the Water Tanker application based on the provided module flow.
It covers Employee, Vendor, Driver, Citizen and Fixed Point Scheduler activities.

1. User Roles & Responsibilities

Role / User Main Activities

Employee / WT_CEMP
Register users with roles; create fixed/filling points; assign vendors; create vendor, vehicle and driver
records; manage fixed-point schedules; add trip details; map fixed points and filling points; track tanker
status.

Vendor

Login; add vehicles and drivers; map vehicles with drivers; map vehicle, filling point and driver.
Driver Login; receive trip/booking details; start trip; complete/end trip.
Citizen

Register; create normal water tanker booking; create emergency water tanker booking. Fixed Point Schedu-
ler functionality, Such as Automatically create tanker bookings for fixed points using active filling points
and the configured timetable.

2. Initial Setup — Citizen and Employee through

Visit on https://ejalsewa.delhi.gov.in/

2.1 Citizen Employee Login

The employee logs into the Water Tanker application.

- EN - Dwefhi Jal Board 2 = a
@ Delhi Jal Board HOME ~ ABOUT  HELP/SUPPORT TRAINING @ @
@ Integrated Enterprise Management System
(8] Interactive mode i ur

Delhi Jal Board

Suggested: Rain Water Harvesting Download Center/Circtdar & Notices Apply for Borewell

2.2 Register Employee with Role
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Employees can be registered with the roles WT_CEMP, EMPLOYEE or WT VENDOR.

Delhi Jal Board

Intograted Enteryrive Mamagemant System

REGISTRATION PROGRESS
o Enter Mobile Number
Verify OTP

Set Profile Detafis

& 200 Debhi Jdal Bosed. AN rights resarved

@ Accesaiiy ) Frz02627

Step 1: Enter Mobile Number

Enter your mobile number 1o receive OTP.

Mobile Number

91+ & Enter mobile number

| agree to the Privacy Policy

SEND OTP

= EN -

e
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2.3 Map Fixed Point & Filling Point
Connect the relevant fixed point with the filling point.

3. Vendor Workflow

Step 1 — Vendor Login: Vendor logs into the application.

Step 2 — Add Vehicle: Vendor adds vehicle details.

Step 3 — Add Driver: Vendor adds driver details.

Step 4 — Map Vehicle & Driver: Vendor maps the driver to the appropriate vehicle.
Step 5 — Vehicle Section Mapping: Map the vehicle with the filling point and driver.

4. Driver Workflow

Driver Login: Driver logs into the application.

Receive Trip Details: The driver receives assigned trip/booking details.
Start Trip: Driver starts the trip from the assigned booking.

End / Complete Trip: Driver completes the trip after delivery.

5. Citizen — Normal Water Tanker Booking

Register Citizen: Citizen creates an account/registration.

Create Booking: Citizen submits a normal water tanker booking request.

Assignment: The booking is handled through the configured employee/vendor/driver/vehicle flow.
Driver Action: Driver receives the booking, starts the trip and completes it.

6. Emergency Water Tanker Booking

Citizen creates an Emergency Water Tanker Booking.

Select Fixed Point.

The fixed point address details are filled automatically.

Select Filling Point, Vendor, Vehicle and Driver.

Select the use of water, water quantity/quantity, delivery date and delivery time.
Submit the request. The driver receives the water tanker request.

Driver starts the trip.

Driver completes the trip.

7. Fixed Point Scheduler

The Fixed Point Scheduler automatically creates water tanker bookings for fixed points using all active filling points and
the configured timetable/schedule. This reduces the need to manually create recurring fixed-point bookings.

8. End-to-End Operational Flow

1 Citizen registers.

2 Citizen requests a water tanker booking.

3 Water Tanker Employee (WT_CEMP) maps the booking with vendor, driver and vehicle.
4 Driver receives booking details.

5 Driver starts the trip.

6 Driver completes the trip.

7 Employee or Vendor can track the driver/tanker status after the trip is started.
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9. Quick Reference — Who Does What?

Citizen registration Citizen

Normal booking Citizen
Emergency booking Citizen
Fixed/filling point setup Employee
Vendor/vehicle/driver master setup Employee / Vendor
Vehicle-driver mapping Vendor

Filling point-driver-vehicle mapping

Fixed-point schedule

Vendor / Employee flow

Employee / Fixed Point Scheduler

Receive trip Driver
Start trip Driver
Complete trip Driver
Tanker status tracking Employee / Vendor

10. Important Notes

This manual is based strictly on the supplied Water Tanker module flow. The source describes the workflow and user re-
sponsibilities but does not provide screen-by-screen Ul instructions, field names beyond the listed booking fields, valida-
tion rules, screenshots, or error-handling procedures.

For emergency bookings, the source specifically identifies Fixed Point, automatically populated address details, Filling
Point, Vendor, Vehicle, Driver, use of water, quantity, delivery date and delivery time as the booking information.
Operational sequence: Request [ Assignment/Mapping ] Driver Receives [] Start Trip [ Complete

Trip.

WATER TANKER APPLICATION

Citizen User Manual — Normal Water Tanker Request

Scope of this draft: This section documents the normal water tanker request process performed by a citizen on the Delhi Jal
Board portal, using the screenshots and instructions provided so far.

Normal Water Tanker Request — Overview

The citizen first registers and logs into the official Delhi Jal Board Portal. After login, the citizen opens the Water Tanker service,
selects Request Tanker, chooses the Water Tanker request type, completes the form, and proceeds using Save & Next.

Process at a glance

Step Citizen Action

1 Register on the official Delhi Jal Board Portal and log in with the registered credentials.
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2 From the logged-in home screen, select the Water Tanker card.
3 On the Water Tanker service screen, select Request Tanker.

In the Request Type popup, select Water Tanker, complete the mandatory form fields, and click Save &
Next.

Step 1 - Register and Login

The citizen must first register on the official Delhi Jal Board Portal. After successful registration, log in to the portal using the
registered credentials.

Step 2 — Open the Water Tanker Service

After logging in, the citizen is shown the portal home screen. Locate the Water Tanker card and click it to open the Water Tanker
service.
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Figure 1. Portal home screen — select the Water Tanker card.

Step 3 — Select Request Tanker
On the Water Tanker service screen, the citizen will see the available options under Citizen Services. Click

Request Tanker to begin the tanker request.
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Figure 2. Water Tanker service screen — select Request Tanker.
Step 3A — Select Request Type

A Request Type popup is displayed. In the Request Type field, select Water Tanker. After selecting the service type, con-
tinue to the request form.
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Figure 3. Request Type popup — select Water Tanker.

Step 4 — Fill the Request Form

Complete the request form and provide all mandatory fields. Mandatory fields are marked with a red asterisk (*). After entering the re-
quired information, click Save & Next.
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Figure 4. Applicant and Address Details form.

Step 4 — Water Tanker Request Details

The Water Tanker Request Details section contains the request-specific information. The screen shown includes fields for tanker type,
use of water, water quantity, tanker quantity, delivery date, delivery time, document upload, description and an Immediate Delivery op-
tion. Complete the required fields before proceeding with Save & Next.
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Figure 5. Water Tanker Request Details screen.

Current Status of the Manual

This is the first draft section of the complete manual. It covers the normal citizen tanker request flow up to the Save & Next action and
records the visible request-detail fields from the supplied screenshots. Further steps will be added as the remaining application screens
and instructions are provided.

Employee Assignment, Vendor Creation and Driver Trip Execution

Create Vendor, Vehicle & Driver
Maintain vendor, vehicle and driver records needed for tanker operations.
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After the citizen submits the normal water tanker request, the request moves to the employee side for processing. The employee reviews
the booking and assigns the required vendor and driver. Once assigned, the driver receives the trip details through the mobile application
and performs the trip to the destination.

Step 5 — Employee Opens the Water Tanker Inbox

The employee logs into the Water Tanker employee site and opens the Inbox. The inbox displays tanker booking information such as
Booking No., Applicant Name, Mobile Number, Locality, Filling Point, Created At and Status. The employee can use the available fil-
ters/search options to locate a booking.
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Figure 7. Water Tanker Booking Details screen with workflow and Take Action option.

Step 6 — Open the Water Tanker Booking

Page | 101



The employee selects the relevant booking from the Inbox to open Water Tanker Booking Details. The booking details screen shows the
workflow status and the request information. The employee uses the available Take Action option to process the booking and perform
the required assignment.
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Step 7 — Assign Vendor and Driver
The employee processes the booking by assigning the required Vendor and Driver. The assignment connects the tanker
request with the operational resources needed to execute the delivery.
The supplied booking-details screen contains separate sections for Vendor Details, Driver Details and
Vehicle Details. The screenshot currently shows these fields as N/A for the displayed booking, while the
user-provided workflow specifies that the employee must assign the vendor and driver.

Step 8 — Driver Receives the Trip
After the employee assigns the vendor and driver, the driver receives the assigned trip details in the mobile application.

Step 9 — Driver Starts the Trip

The driver uses the mobile application to start the trip and proceeds with the tanker toward the destination.

Step 10 — Filling Point Photo

At the filling point, the driver takes a photograph of the tanker using the mobile application as part of the trip execution
process.

Step 11 — Reach the Delivery Point

The driver travels to the destination/delivery point. After reaching the delivery point, the driver takes a photograph of the
tanker at the delivery point using the mobile application.

Step 12 — Complete the Trip

The trip ends at the delivery point. After the required delivery-point action/photo is completed, the driver completes/ends
the trip through the mobile application.

Current End-to-End Flow

1 Citizen registers and logs in. Citizen
2 Citizen opens Water Tanker and submits a normal tanker request. Citizen
3 Request appears in the employee Water Tanker Inbox. Employee
4 Employee opens the booking details. Employee
5 Employee assigns vendor and driver. Employee
6 Driver receives trip details in the mobile application. Driver
7 Driver starts the trip. Driver
8 Driver takes tanker photo at the filling point. Driver
9 Driver reaches the delivery point and takes tanker photo. Driver
10 Driver ends/completes the trip at the delivery point. Driver

Note: No driver-mobile screenshots have been provided yet. The driver steps in this section are documented from the
workflow description supplied by the user. Driver screenshots can be added later without changing the process sequence.
Emergency Water Tanker Request

An Emergency Water Tanker Request is created by the employee. The employee fills the emergency tanker request form
with the required information. Once the form is submitted, the request is sent directly to the assigned driver, who executes
the trip using the mobile application from the filling point to the delivery point.

Step 1 — Open Emergency Water Tanker Request

From the Water Tanker employee site, open the Emergency Water Tanker Request screen.
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Figure 8. Emergency Water Tanker Request — Applicant Details and Address Details.

Step 2 — Complete Applicant and Address Details

Complete the applicant information and address information required on the form. The screen includes an option to indi-
cate whether an existing Fixed Point/Delivery Point is being used. Mandatory fields are marked with a red asterisk (¥*).
Applicant Details: Existing Fixed Point/Delivery Point, Fixed Point/Delivery Point selection, Mobile Number, Alternate
Mobile Number and Email ID.

Address Details: Address Type, City, Pincode, Locality, Sub-locality, Street/Gali Name, Address Line 1, Address Line 2,
House No., Latitude and other address/location information visible on the screen.

Step 3 — Enter Dispatch Details

In the Dispatch Details section, select the Filling Point, Vendor and Vehicle. The screen also contains the Driver field.
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Emergency Water Tanker Request
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Step 4 — Complete Water Tanker Request Details

Fill the required water tanker request information. The screen provides fields for Use of Water, Water Quantity, Tanker Quantity, Deli-
very Date, Delivery Time, document upload, description and an Immediate Delivery option.

Complete all mandatory fields before submitting the request. Required fields are identified with a red asterisk (*). After the form is com-
pleted, click Save.

Step 5 — Request Goes Directly to Driver

After the employee submits the emergency water tanker request, the request goes directly to the driver.

Step 6 — Driver Starts the Emergency Trip

The driver receives the request in the mobile application and starts the trip from the selected Filling Point towards the Delivery Point.

Emergency Water Tanker Flow

1 Open Emergency Water Tanker Request. Employee
2 Enter applicant and address details. Employee
3 Select filling point, vendor and vehicle/driver details. Employee
4 . . . . . Employee
Enter water quantity, tanker quantity, delivery date/time and other required de-
tails.
5 Click Save to submit the request. Employee
6 Request is sent directly to the driver. System / Driver
7 . . . . . . . . . Driver
Driver starts the trip from filling point to delivery point using the mobile applica-
tion.

Note: The current emergency-flow screenshots document the employee-side request form. Driver mobile screenshots for the emergency
trip have not yet been provided and can be added when available.

Fixed Point Schedule Management

Fixed Point Schedule Management is used when a water tanker is required for a fixed point on multiple days in a week.
Instead of creating a separate booking request every day, the employee can create a recurring trip schedule. The scheduled
trip is then automatically created for the configured day and proceeds to the driver for execution.

Step 1 — Open Fixed Point Schedule Management

From the employee Water Tanker module, open Fixed Point Schedule Management. The screen displays existing fixed-
point schedules and provides an + Add Trip option.
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Figure 10. Fixed Point Schedule Management screen.

Step 2 — Add a New Scheduled Trip

Click + Add Trip to create a new schedule. An Add Trip form opens where the employee enters the fixed-point and trip
schedule information.
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Step 3 — Select Fixed Point and Filling Point
In the Add Trip form, select the Fixed Point Code and Filling Point. The fixed-point selection displays the associated ad-

dress information.
Step 4 — Select the Scheduled Day

Select the day or days on which the tanker service is required using the Day field. This allows the employee to schedule
recurring trips for multiple days of the week without creating individual requests each day.

Step 5 — Enter Trip Timings

Enter the required timings for the scheduled trip, including:

Arrival Time to Filling Point
Departure Time from Filling Point
Arrival at Fixed Point

Departure at Fixed Point

Return to FPL

Step 6 — Enter Volume and Remarks

Enter the required Volume for the tanker trip. Add Remarks if any additional information is required for the scheduled

trip.
Step 7 — Save the Schedule

After entering the required schedule information, click Save. The schedule is added to the Fixed Point Schedule Manage-

ment list.
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Figure 12. Fixed Point Schedule Management list showing configured schedules.

Step 8 — Automatic Booking on the Scheduled Day
Once the fixed-point schedule has been configured, the system automatically creates the water tanker booking on the sche-
duled day. This removes the need to manually submit a separate booking request for each scheduled day.

Step 9 — Driver Receives and Executes the Scheduled Trip

The automatically created scheduled trip is sent to the driver. The driver receives the trip through the mobile application,
starts the trip, travels to the filling point and then proceeds to the fixed delivery point. The driver completes/ends the trip
according to the configured trip flow.

Fixed Point Schedule — Process Summary

1 Open Fixed Point Schedule Management. Employee
2 Click + Add Trip. Employee
3 Select Fixed Point Code and Filling Point. Employee
4 Select the required day/days. Employee
5 Enter arrival, departure and return timings. Employee
6 Enter volume and remarks. Employee
7 Click Save. Employee
8 System automatically creates the booking on the scheduled day. System

9 Driver receives the scheduled trip in the mobile application. Driver
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10 Driver starts and completes the trip.

Driver

Note: The schedule screen shows fields for Fixed Point Code, Filling Point, Day, arrival/departure timings, Return to FPL,

Volume and Remarks. The exact validation rules for these fields are not specified in the supplied instructions.

Live Tracking System

The Live Tracking System is available on the Water Tanker employee site and is used to track a tanker after the driver has started the
delivery trip. The employee can open the Live Tracking System and select an online driver to view the live location/tracking of the asso-

ciated tanker.
Step 1 — Open the Water Tanker Module

From the employee site, open the Water Tanker module. The Water Tanker module provides several operational options, including Gen-
eral Inbox, Emergency Inbox, Search Application, Create Water Tanker Request, Emergency Water Tanker Request, Fixed Point Sche-
dule Management, Live Tracking System, Fix Point / Filling Point and Assign Vendor.

ALL MODULES

Figure 13. Water Tanker employee module showing the Live Tracking System option.

Step 2 — Open Live Tracking System
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Click Live Tracking System. The system opens the Live Driver Tracking screen, which provides real-time telemetry and fleet coordina-

tion.
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Live Driver Tracking

Step 3 — Select an Online Driver

The Live Driver Tracking screen provides fleet status information including Total Fleet, Online, Offline and Active
counts.

To track a tanker, select the driver who is currently Online. The screen also provides filtering options for Filling Point and
Vendor, a Search Driver by ID field, and All / Online / Offline filters.

Step 4 — View Live Tanker Tracking

After selecting the online driver, the employee can view the driver's live tracking information on the map. The map is used
to monitor the movement/location of the tanker associated with the selected driver while the delivery trip is active.

Live Tracking — Process Summary

1 Open the Water Tanker module on the employee site. Employee
2 Click Live Tracking System. Employee
3 Open the Live Driver Tracking screen. System

4 Identify/select the driver who is Online. Employee
5 View the selected driver's tanker on the live tracking map. Employee

Note: The supplied screenshots show the Live Driver Tracking interface and its filters/map. They do not show a specific
online driver being selected or a moving tanker marker, so this manual documents the selection and tracking action ac-
cording to the workflow instruction provided.

Fix Point / Filling Point Management

The Fix Point / Filling Point option is used by the employee to create and manage the fixed delivery points and filling
points required for Water Tanker operations. A fixed point represents the destination/delivery location, while a filling
point represents the location from which the tanker is filled.

Step 1 — Open Fix Point / Filling Point

From the employee Water Tanker module, click the Fix Point / Filling Point option.
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Figure 15. Water Tanker employee module — Fix Point / Filling Point option.

Step 2 — Open the Fix Point / Filling Point Management Screen
The Fix Point / Filling Point screen provides separate tabs for Filling Point, Fixed Point and View on Map. To create a
new point, use the Add (+) button available on the right side of the screen.
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Figure 16. Fix Point / Filling Point management screen with Add option.

Step 3 — Add a Fixed Point
Select the Fixed Pointtab and click the Add (+) button. The Add Fixed Point form opens.
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Figure 17. Add Fixed Point form.

Step 4 — Fill Fixed Point Details

Enter the required information in the Fixed Point Details and Address Details sections. The form contains fields including
Fixed Point Name, Mobile Number, Email ID, Alternate Mobile Number, Pincode, Locality, House No., Street Name/Gali
Name, Address Line 1, Address Line 2, Block, Zone, Latitude, Longitude, Assembly Constituency and Landmark.
Complete the mandatory fields marked with a red asterisk (*) and click Save to create the fixed point.

Step 5 — Add a Filling Point

Return to the Fix Point / Filling Point management screen, select the Filling Point tab and click Add (+). The Add Filling
Point form opens.
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Add Fllhng POlnt Figure 18. Add Filling Point form.
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Step6—FillFillingPointDetails

Enter the required information in the Filling Point Details and Address Details sections. The Filling Point Details form
includes Filling Point Name, AE Name, AE Mobile Number, AE Email ID, JE Name, JE Mobile Number, JE Email ID,
EE Name, EE Mobile Number and EE Email ID. The Address Details section contains fields such as Pincode, Locality,
House No., Street Name/Gali Name, Address Line 1, Address Line 2, Block and Zone.

Complete the mandatory fields marked with a red asterisk (*) and use Save to create the filling point.

Fix Point / Filling Point — Process Summary

1 Open Water Tanker module. Employee
2 Select Fix Point / Filling Point. Employee
3 Click Add (). Employee
4 For a fixed point, select Fixed Point and fill the required form. Employee
5 Click Save to create the fixed point. Employee
6 For a filling point, select Filling Point and click Add (+). Employee
7 Fill the required filling point and address details. Employee
8 Click Save to create the filling point. Employee

Note: The screenshots show the available fields and interface. The exact field-level validation rules are not specified in the



supplied instructions, so this manual identifies mandatory fields only where the interface marks them with (¥).

Viewing and Managing Fixed Points & Filling Points

The Fix Point / Filling Point module also allows employees to view existing filling points and fixed points, review or edit
their details, and view the locations of mapped points on a map.

Step 1 — Open Fix Point / Filling Point

From the Water Tanker employee module, open Fix Point / Filling Point.
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Figure 19. Water Tanker module with Fix Point / Filling Point selected.

Step 2 — View Filling Point Details

Select the Filling Point tab. The system displays the available filling points in a list. Use the displayed records to review
filling point information. The screen also provides options such as View, Update and Enable/Disable for the listed filling
points.
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Figure 20. Filling Point list and management screen.

Step 3 — View Fixed Points on the Map

Select the View on Map tab. The map displays the mapped fixed points associated with the selected filling point. The left
panel shows the selected filling point, the number of mapped fixed points, and the available fixed-point records. The map
provides a visual representation of their locations.
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Figure 21. View on Map screen showing mapped fixed points.

Step 4 — View Fixed Point Details

Select the Fixed Pointtab. The system displays the fixed-point records along with information such as Fixed Point Code,
Fixed Point Name, Mobile Number, Locality, Latitude, Longitude and the associated Filling Point.

The Filling Point field can be used to associate a fixed point with a filling point.
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Figure 22. Fixed Point list and management screen.

Step 5 — View or Edit Existing Point Details

The Filling Point and Fixed Pointtabs provide access to the existing records. For filling points, use View to see details or
Update to edit the record. For fixed points, select the relevant fixed-point record and use the available record controls to
review or manage its details.

View / Edit / Map — Process Summary

User

1 Open Water Tanker [] Fix Point / Filling Point. Employee
2 Select Filling Point to view the filling point records. Employee
3 Use View or Update to review/edit filling point details. Employee
4 Select View on Map to see mapped fixed points. Employee
5 Select Fixed Point to view fixed point records and associated filling point. Employee

Note: The supplied screenshots demonstrate the Filling Point list, View on Map, and Fixed Point list interfaces.
The manual describes only the actions supported by the supplied workflow instructions and visible controls.
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ANNEXURE-F Minimum Technical Specifications for Devices, Equipment and Infrastructure

1. GPS / AVL Vehicle Tracking Unit (as specified in RFP)

Sl Parameter

1 Standard

Minimum Specification

AIS-140 compliant

Certification

Certified by ARAI or other approved testing agency before sale/installation

Physical SOS/panic button for driver safety

2
3 Panic / SOS
4

Data transmission

Real-time transmission to certified backend server; dual-IP transmission
(transport authority + emergency response)

5 Update frequency Position refresh not exceeding 30 seconds on dashboard

6 Battery backup Minimum 4 hours internal battery at 60-second update frequency

7 Connectivity Embedded M2M SIM

8 Enclosure Tamper-proof casing

9 Alerts Tamper, GPS disconnection, prolonged communication loss, unauthorised

removal

10 Integration

Compatible with existing and new GPS solutions of DJB

1 ANPR Camera (Entry / Exit of Filling Points)

SL Parameter Minimum Specification

1 Sensor / Resolution 2 MP to 5 MP progressive scan CMOS

2 Lens 5-50 mm varifocal / motorised, auto-iris

3 Compression H.265 / H.264, dual stream

4 IR illumination Built-in IR, range 20-30 m; 0 lux with IR

5 WDR >120 dB true WDR

6 Recognition accuracy > 95% (day), > 90% (night) for Indian HSRP and commercial plates
7 Capture speed Vehicle speed up to 40 km/h

8 Protocols ONVIF Profile S/T; open API/ SDK for ISWTMS integration
9 /0 Alarm/relay output or TCP/IP trigger to boom barrier

10 Enclosure IP66/IP67, IK10 vandal-proof

11 Operating temperature 0 °C to 60 °C, humidity up to 95% non-condensing

12 Power PoE/ 12V DC/24V AC

3. Automatic Boom Barrier

Sl Parameter

1 Type

Minimum Specification

Electro-mechanical, heavy duty, continuous duty operation

2 Boom length

3 m to 6 m (as per lane width), aluminium, with reflective strips

3 Opening / closing time

1.5 s to 6 s (depending on boom length)
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SL Parameter Minimum Specification

4 Duty cycle / life 100% duty cycle; MCBF > 3—5 million cycles

5 Motor Brushless DC / AC motor with gearbox

6 Safety Inductive loop detector (anti-close on vehicle) and photo-beam safety sensor
7 Manual override Manual release in case of power failure

8 Power backup Optional battery / UPS backup for minimum operations

9 Control interface Dry contact, RS-485, TCP/IP; interface with ANPR / RFID / controller

10 Protection Controller cabinet IP54/IP55; powder-coated weatherproof housing

11 Power supply 230 VAC £ 10%, 50 Hz

12 Operating temperature -10 °C to +60 °C

RFID Reader and Tags (Tanker Authentication)

SL Parameter Minimum Specification

1 Frequency UHF 865-867 MHz (India band)
2 Protocol ISO 18000-6C / EPC Class 1 Gen 2
3 Read range Up to 8-10 m (fixed reader)
4 Interfaces Ethernet (TCP/IP), RS-485, Wiegand
5 Reader enclosure IP65 or better, outdoor rated
6 Tags Tamper-evident windshield tags (self-destruct on removal), unique ID, min.

10 years life
7 Alternative QR code scanner at bay to scan QR from driver app (as per RFP)

5. Bay Data Logger / Filling Controller

SL Parameter Minimum Specification

1 Type Industrial PLC / RTU based controller

2 Authentication input QR scanner / RFID reader interface

3 /0 Digital I/O to control solenoid valve / pump; analog/pulse input from flow

meter

4 Data buffering Local storage of transactions during network failure with auto-sync

5 Communication 4G/LTE and Ethernet; MQTT / Modbus TCP / REST

6 Display HMI / LED display for bay status and quantity

7 Enclosure IP65, industrial grade

8 Power 230 V AC with UPS backup

6. Electromagnetic Flow Meter (per Filling Bay)

SL Parameter Minimum Specification
1 Type Full-bore electromagnetic flow meter
2 Size DN 80 to DN 150 (as per bay hose flow)
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Sl Parameter

Minimum Specification

3 Accuracy + 0.5% of reading or better

4 Standards ISO 4064 / OIML R49; NABL-traceable calibration certificate
5 Outputs Pulse, 4-20 mA, RS-485 Modbus RTU

6 Totaliser Non-resettable totaliser with tamper / event logging

7 Protection Sensor [P68; transmitter IP67 (integral or remote)

8 Lining / electrodes Hard rubber / PTFE lining; SS316 electrodes

9 Power 230 VAC/24V DC

7. 10T Water Level Sensor (UGR / Sump)

Sl Parameter

1 Technology

Minimum Specification

Non-contact radar (preferred) or ultrasonic

Data interval

2 Range 0—-10 m or more (as per UGR depth)

3 Accuracy + 3 mm (radar) / = 0.25% (ultrasonic)

4 Output 4-20 mA / RS-485 Modbus

5 Telemetry unit 4G /NB-IoT RTU with MQTT / HTTPS to cloud
6 Protection 1P68

7 Power Mains with battery backup; solar where required
8

Configurable, minimum every 5 minutes

8. Automated Filling Arm (Preferred as per RFP)

Sl Parameter

1 Type

Minimum Specification

Top-loading arm, motorised / pneumatic positioning

Alignment

Auto-alignment with tanker inlet (head/mouth)

Overfill / high-level cut-off probe

2
3 Spill control
4

Interlock

Interlocked with bay controller and flow meter; dispensing only after authori-
sation

5 Material

SS304 / MS epoxy-coated, suitable for potable water

9. CCTV Cameras and Video Management System

SL Parameter Minimum Specification
1 Camera type 4 MP IR bullet / dome, outdoor
IR range 30-50 m
Compression H.265/H.264

ONVIF Profile S/G/T; PoE

Enclosure

IP67, IK10 (dome)

2
3
4 Protocols
5
6

NVR /VMS

Min. 30 days recording at 25 fps; RAID storage; ANPR and analytics integra-
tion
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Sl Parameter

Minimum Specification

7 UCC integration

Live streaming to UCC video wall and dashboard

10. UCC Video Wall
SL Parameter Minimum Specification
1 Display 55" LCD / LED video wall cubes (e.g. 3x2 or 4x2 matrix)
2 Bezel < 1.8 mm (bezel-to-bezel)
3 Brightness > 500 nits
4 Resolution Full HD (1920%1080) per panel
5 Operation 24x7 rated
6

Controller

Video wall controller with multi-source input (IP streams, HDMI, dash-
boards)

11. Operator Workstation / Registration Kiosk

SL Parameter Minimum Specification

1 Processor Intel Core 17 / AMD Ryzen 7 or equivalent (latest generation)

2 Memory / storage 16-32 GB RAM; 512 GB SSD

3 Display Dual 24" Full HD monitors (UCC workstations)

4 OS Licensed Windows 11 Pro or equivalent

5 Kiosk (filling points) All-in-one touch PC / kiosk with thermal printer and QR scanner
6 Network Gigabit Ethernet, Wi-Fi

12. Handheld Devices / Tablets (Drivers and Field Staff)

SL Parameter Minimum Specification

1 (O] Android 13 or higher

2 Display 8" to 10" HD touch screen

3 Connectivity 4G LTE, Wi-Fi, Bluetooth, GPS/NavIC
4 Camera 13 MP rear (geo-tagged photo proof of delivery)
5 Memory Min. 4 GB RAM, 64 GB storage

6 Battery > 5000 mAh

7 Ruggedness IP65 / ruggedized

8 Management MDM (Mobile Device Management) support

13. Networking and Power Equipment

Parameter

1 Router (field sites)

Minimum Specification

Industrial 4G/5G router, dual SIM failover, VPN support

2 Switches

Managed PoE+ switches, industrial grade for field
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SL Parameter Minimum Specification

3 Firewall (UCC) Next-Generation Firewall with IPS, VPN, content filtering

4 UPS Online double-conversion UPS; 1-2 hours backup for field equipment
5 Protection Surge / lightning protection and proper earthing at every site

6 Enclosure IP55 outdoor junction box / rack for field equipment

14. General Compliance (All Items)

SL Parameter Minimum Specification

1 Security CERT-In guidelines and GNCTD IT security policy

2 Hosting MeitY-empaneled cloud / Government data center

3 Certification BIS / STQC / ARAI as applicable

4 Procurement Make in India (PPP-MII) compliance

5 Warranty 3-year comprehensive onsite warranty aligned with O&M period

6 Integration Open APIs; no proprietary lock-in; integration with ISWTMS / UCC

In case of Contradiction in specifications between BOQ and above mentioned,, the above mentioned BOQ would
prevails limited to the extent of contradiction

L R

DD(IT)
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