Draft RFP for Condom Call Centre

Corporate Social responsibility by introducing Condom Call Centre 
Background 

At Hindustan Latex Family Planning Promotion Trust, we are devoted to empower the community in the core area of Health, with "education, status of women and economic well being" as essential components in all our programmes.

Promoted in 1992 by Hindustan Latex Limited - one of the largest condom manufacturing and marketing companies in the world - we are one of the leading Non Government Organizations in India, working in close association with the community for improving their lives through, 

· Social Marketing of Products and Services  

· Social Franchising of clinical health care 

· Planning & Implementation of HIV/AIDS Prevention & care programmes and  

· Consultancy services.
Our guiding philosophies - Excellence, Speed and Innovation, empowers us to set benchmarks comparable to international standards. We draw our support from Government, Private Foundations and other National & International Donors.

Introduction to Maharashtra Condom Social Marketing Project (MCSMP);
Maharashtra Condom Social Marketing Project (MCSMP) of Hindustan Latex Family Planning Promotion Trust (HLFPPT) in the area of creating awareness, accessibility and availability of quality condoms in the state. The Trust runs various programs focused on better health. MCSMP was and will be funded by USAID India, for past two years and the coming four years in Maharashtra. The program is implemented with the objective of significantly halting and reversing HIV/AIDS infections by ensuring, 100% condom usage in all irregular sex acts.

Sensitization of retailers and introduction of Condom Vending Machine (CVM) helped us to increase the reach and 24 hour availability of condom. Our Mass media campaign supported by on the ground activities helped for generic demand generation for condoms. Our ‘Bhau’ campaign broadcast on TV channels like Star Plus, Sony, Star Movies, DD sports during cricket matches etc had very high recall. The TVC was communicating the message of consistent condom usage leading to safe sex behavior. 

We plan to sustain the momentum generated. We will continue to work aggressively to increase the access of quality condoms by increasing the number of trainings to retailers as well as the CVMs. Further to this, these outlets will be sensitized and developed into ‘Red Ribbon Retail Outlets’ (3R Outlets), which will commit to display and stock only quality condoms. A further scale up of communication activities for demand generation will help to increase the generic condom market. We propose to set up and operate a Condom Call Center in partnership with your organization, which will work towards providing 24 hour condom access. 

Need of Condom Call Centre:
It has been observed that access to condoms is one of the major problems faced leading to unsafe sexual encounters. MCSMP is working towards the goal of availability of good quality condom. As one of the major activities to achieve this goal MCSMP will develop a state level condom call center in partnership with call centre / BPO/ IT company / Consultant.  The Condom Call Centre will be catering information to individuals, retailers, stockiest, distributors, NGOs, CBOs and any one faced with the problem in accessing quality condom and information on condom. The information about the nearest outlet from where one can get a good quality condom will be provided. Any one can call on this number and share their problem/ query/ opinion/ information regarding condom. In case of any call giving information on condoms / issues related to availability or any other, the information gained will be passed to the relevant authority to take necessary action accordingly.  Queries regarding condoms and related issues will also be correctly addressed thru the Condom Call Center

Along with its primary objective to provide the information on condom promotion the call centre will also provide the information on the interventions (NGO) working with MSACS, MDACS, Avert society and other funding agencies in the field of HIV/ AIDS. The information on the Networks of positive people and the centers providing ART (Medicines for HIV/AIDS) at District level will also be available at the call centre. If needed the counseling for the condom use will be done by the agent. The training on the same will be provided by HLFPPT. The information on the condom manufacturers, Social Marketing Organizations and Commercial Marketing Organizations along with the web- site information for the agencies working in the field of HIV/AIDS will be provided to the caller.

Role of Condom Call centre:
The condom call centre will be a single point for addressing all condom related issues ranging from stock out to consumer information leveraging the advancement in telecom technology. Any trader, retailer or consumer facing access problems could contact the call centre. Anybody can call up the number for giving the information about the stock-out situation of the condom vending machine. Similarly any consumer who would like to give a feedback on condoms could do so confidentially using the telecom channels. The Condom Call Center’s utility will be broadened with the involvement of all condom manufacturers, social marketing organizations, NGOs and family welfare/AIDS control agencies. 

Purpose and Objectives for the Condom Call Centre:
HLFPPT plans to establish a condom call centre to provide the information about the issues related to condom in the state of MAHARASHTRA, the objective is: 

· To increase the access to quality condom and to the information on quality condom. It will be catering information to individuals, retailers, stockiest, distributors, NGOs, CBOs and any one faced with the problem in accessing quality condom and information on condom. 
· To receive the calls on stock out of the condom Vending Machine and forward the same to HLFPPT to take the actions.  
· To provide the information on the interventions (NGO) working in the field of HIV/ AIDS.  

· To provide the information on the information on the Networks of positive people and the centers providing ART (Medicines for HIV/AIDS) at District level
· To provide the information on the information on the condom manufacturers, Social Marketing Organizations and Commercial Marketing Organizations
· Counseling the condom usage. 
Scope of partnership

To meet its objectives MCSMP, HLFPPT is looking ahead for a sustained partnership in establishing a call centre to provide the information related to condom largely to meet the issues of availability and accessibility of quality condoms. Since Maharashtra Social Marketing Project is a project for a stipulated period, will like to identify a partner call centre who will be willing to take the activity ahead for at list five years down the line. Out of which 3 years will be on the cost sharing basis. 
The specific objectives of the tie-up are:
1) To develop a call center setup in collaboration on cost sharing basis, for providing the information related condom. 

2) To increase the awareness and accessibility of quality condom. 

3) To provide information about partnering bodies and NGOs supported by them (MSACS,MDACS and Avert society).

Performance Indicators
The performance of SELECTED AGENCY will be reviewed in comparison to the indicators listed below:

1. Professional expertise in call center.

2. Regular monitoring and reporting patterns.

3. Ensuring timely feedback and reporting.

Indirect Indicators:

4. Experience in handling the client on development field / HIV/AIDS, corporate sector, MNCs. 

5. On the basis of leveraging the partnerships in social issue.  

Languages for communication 

Marathi, Hindi and English

Description 
 The description to attain the above stated objectives would be by way of: 

1. Call flow 
2. Timings and agents quality (Qualification)

3. Infrastructure requirements/ Software specifications

4. Reporting specifications

5. Telecom partner

6. Training of the agents

7. Development of software

8. Mode of updating information

9. Call in Queue (time)

10. Call Aspect/ Monitor

The details of the same are as follows;

1. Call flow:-   we expect around 300 calls / day in the initial months.
2. Timings and agents quality:- The calls for the information are expected in the late evening and early morning hours. To address the same we prefer to man the call centre for 3 shifts of 8 hrs each. At the time of quoting for financials we request to quote for rates / shift of 8hours. Qualification under Graduates (Min HSC) / Graduates. The maturity level of the agent is more important projecting the need of counseling about the condoms through call center. 
3. Infrastructure requirements / Physical setup / Software specifications:- The partnering agency should propose the infrastructural requirement if any along with the best suitable software taking in to account the RFP the same also will be preferred on the cost sharing basis. 
4. Reporting specifications:-We expect the daily detail reporting by every shift before giving charge to the next shift (shift time fix will later) and a summarized monthly statement on the details at 30 / 31. The bidders are requested to quote the financials on both; excel sheet report and voice recorded report separately in the same bid. On line data access anywhere with providing administrative password. Back up and Quality Monitoring at any time.
5. Telecom partner:- HLFPPT will identify the telecom partner/s. The number/s will be on the HLFPPT’s name. 

6. Training of the agents on the technical component:- The technical training will be provided by HLFPPT to the selected agents on basic information on HIV/AIDS, condom and related areas. The identified partnering agency will deal on the trainings on handling software, flow of information, reporting and other areas.
7. Development of software:- The agency is expected to discuss the requirement of software and component of the same, Ownership for the same will be jointly by HLFPPT and partnering agency. 
8. Mode of updating information:- a)Reporting , b) Technical Information

a. Reporting: - Reporting format will be developing in coordination with HLFPPT by the partnering agency. Timely updating will be the responsibility of the selected partner.
b. Technical Information:- On the basis of the type of calls the technical information will be upgraded and update Information on NGOs ITCT, PPTCT and ART Center along with the NTOs, CVM addresses will be provided by HLFPPT and partnering agency will incorporate the same.
9. Call in Queue (time):- The waiting time for the call should be in minimal. The provision for answering machine to attain the calls in such a situation should be made. 
10. Call Aspect / Monitoring Call: - It will be the primary responsibility of the partnering agency to monitor the calls at random for; need of additional technical inputs, training on update information or any other area requiring improvements. 
QALIFICATION CRITERIA:

Technical: 

1) The organization should have local office in Maharashtra

2) The organization should have more than two years of experience in the field of call centre / BPO / Consultancy. Client wise Performance details should be required.

3) The organization should have its setup ready and should be in the position to start the operations in a period of one month. 

Financial: 

1. Physical setup of the call centre (Infrastructure/ software etc.)

2. Hiring and training cost of personal for managing call centre.

3.  Monitoring and evaluation of call centre through reporting.

4. Recurring cost every year for five year

5. Proportion to cost sharing
Mode of Response Expected:

· The interested agencies may respond by making a Technical Presentation and submitting a Financial Proposal (during their allotted time) in a sealed envelope on or before 15th January,2007.
Evaluation & Award of Contract/Agreement:

· HLFPPT would select an agency based on the technical quality of the presentation, implementation strategy, implementation plan, previous work experience and estimated charges (subject to negotiation).

· The Financial Proposal:  HLFPPT Procurement process will seek to identify the service providers who offer the nest value. Hence it is imperative that the bidders should give technically sound and financially competitive proposals offering the best value to HLFPPT

· The selected agency would be required to sign a mutually agreeable contract for undertaking the assignment as a partner
· HLFPPT would have the right to award the work to the second highest scoring agency in the event the first highest scoring agency backs out after the final discussions.

· HLFPPT decision regarding the award of the Contract to an agency would be full and final and no correspondence would be entertained in this regard.

Queries and Clarification

The consultants are requested to revert with their Queries and clarification in writing by___________________ to at, anroy@hlfppt.org; tdeshmukh@hlfppt.org, and rahire@hlfppt.org.  All such Queries received and the answers provided to a particular consultant will be shared (through email or/and fax/phone with all the consultants).  

Anirban Roy
Marketing Manager,

HLFPPT, Noida.

Tushar Deshmukh,




Rohini Ahire

Manager Public Private Partnership


Finance Manager

MCSMP





MCSMP







