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SINGLE TENDER NOTICE 
 
 
No: RailTel/Tender/ST/CO/TP/2024-25/AMC of Contact Centre Solution/01 
 
Date: 09.10.2024 
 
M/s Veracity Powertronics Private Limited, 
301, Ashirwad Paras, Corporate Road, 
Opp. Prahaladnagar Garden, Satellite, Ahmedabad.  
 
Subject: Single Tender for “AMC for Software of Contact Centre Solution for RailTel NOCs & 
Federated Help Desks of RailWire MSPs against tender no. 402”. 
 
RailTel Corporation of India Ltd. (RailTel) invites E-Tenders in Single Packet System for "AMC for 
Software of Contact Centre Solution for RailTel NOCs & Federated Help Desks of RailWire 
MSPs against tender no. 402" as per following details: 
 
a) Opening date of Tender downloading 09.10.2024 

b) Last date and time of submission of e-bid 28.10.2024 up to 15:00 Hrs 

c) Opening of e-bid 28.10.2024 at 15:30 Hrs 

d) Validity of offer 21 Days 

e) Estimated cost of AMC  Rs. 54,00,000/- (Including Tax) 

f) Delivery Period 30 Days 

g) Earnest Money Deposit (EMD) Rs. 1,08,000/- 

h) Service delivery period 3 Years 

 
Note: Tender Notice and Tender Document are available on RailTel's website and can be downloaded 
from www.railtelindia.com or from the e-Tendering portal https://railtel.enivlda.com. For online bid 
submission the tenderer will have to necessarily download an official online copy of the tender 
document from portal https://railtel.cnivida.com. All future information viz. corrigendum 
/addendum/amendments etc. for this Tender shall be posted on this e-Tendering Portal only. Printed 
copy of Tender document will not be sold from RailTel office. The bidder shall bear all costs 
associated with the preparation, submission/participation in the bid. RailTel in no way will be 
responsible or liable for these costs regardless of the conduct or outcome. 
 
 
 
 
 

GM/TP 
For RailTel Corporation of India Ltd. 
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Chapter – I 
 

OFFER LETTER 
 
To, 
GM/TP,  
RailTel Corporation of India Ltd 
6th Floor, Office Block Tower-2, 
NBCC Complex, East Kidwai Nagar, 
New Delhi-110023. 
 
1. I/We _______________________________________________ have read the various 

conditions detailed in tender documents attached here to and hereby agree to ABIDE BY 
THE SAID CONDITIONS. I/We also agree to keep this offer open for acceptance for a 
period of 60 days from the date of submission and in default thereof, I/We will be liable for 
forfeiture of my/our Earnest Money.  I/We offer to do the work at the rates quoted in the 
attached schedules and hereby bind myself/ourselves to complete the work of subject tender. 
I/We also hereby agree to abide by the Various Conditions of Tender/Contract and to carry 
out the supplies/services according to the Specifications for items/materials and works laid 
down by the RailTel. 
 

2. A sum of Rs. _________ (____amount in words_____) through e-Nivida Portal herewith 
submitted as “EMD”. The full value of Earnest Money shall stand forfeited without prejudice 
to any other rights or remedies if,  
 
I/We withdraw or modify the offer within validity period or do not deposit the security deposit 
(Performance Bank Guarantee) within specified days as per tender after issue of Purchase 
Order/LOA. 

or 
I/We do not execute the contract agreement within 15 days after receipt of notice issued by 
the RailTel that such documents are ready,  

or 
I/We do not commence the work within 15 days after receipt of orders to that effect.  
Until a formal agreement is prepared and executed the acceptance of this tender document 
shall constitute a binding contract between us subject to modifications, as may be mutually 
agreed to between us and indicated in the “Letter of Acceptance” of my/our offer for this 
work.  

 
 
 

SIGNATURE OF CONTRACTOR (S)  
     Date 
     CONTRACTOR (S) ADDRESS 

SIGNATURE OF WITNESS     
1. 

 
 

2. 
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Chapter-II 
 

Schedule of Requirements (Price Schedule) 
 
 

SN Description Unit Qty  Unit Basic 
Price for 
three years  

CGST 
@ -% 

SGST 
@ -% 

IGST 
@ -% 

Total 
AMC Cost 
destination 

1 

AMC of Neox make 
Software of Contact 
Centre Solution for 
RailTel NOCs & 
Federated Help Desks of 
RailWire MSPs as per 
SOR No. 11 against tender 
no. 402 wef 01.06.24. 

Year 03      

Grand Total        
 
Note: 
(i) The breakup of price of each item of SOR in terms of basic Unit price, Taxes, and any other 

Levies/ chargers already paid or payable by the firm shall also be quoted separately. 
(ii) RailTel has its discretion to freely change the location of the equipment installed during the 

currency of AMC and the contractor shall carry out the AMC with same commercial terms.  
(iii) RailTel reserves the right to cancel the tender for full or part quantity tendered without 

assigning any reason. 
(iv) End of Support Date of equipment's should be end of contract period or if it exceeds than as 

per actual.  
(v) GSTIN ID of vendor from where good will be supplied. 
(vi) Against the above requirement, PO/LOA for AMC will be issued in phase manner.  

 
 

************* 
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Chapter-III 
 

Scope of Work 
 

Measurements are essential to improve any critical function & more so if they 
are customer/business facing. 

1. Contact Centre Solution: 

Help desk of any NOC is the touch point for enterprise customers where they 
call up to book service request for problem resolution. NOC TAC calls up 
customers for first level troubleshooting and field O&M engineers for onsite 
intervention for resolution. It is vital to know the call handling efficiency of help 
desk for comprehensive assessment of its agility, effectiveness & efficiency to 
drive improvements through KPIs & live Dash boarding of critical parameters 
related to call handling. It is equally important to have automation to improve 
the call handling efficiency through a Contact Centre Solution based on: - 

- IVR : for welcome prompt and enable channeling of calls to correct 
destination/skill set 

- ACD : Automatic Call Distribution for logged in and available help desk 
agents 

- Out-calling Bridge : Auto out-calling for information dissemination of 
information (through text to speech conversion) 

2. Key features of required Contact Centre Solution: 

I. Multi-dimensional routing through PRI, IVR & ACD 

II. Multichannel communications Voice & Chat 

III. Live Dash boarding 

IV. Reporting (scheduled or on-demand) 

V. Reporting on Agent’s efficiency : 

a. Login, Logout, Breaks, Activity duration 
b. Calls answered (wrt number of calls), Calls abandoned (in 

queue/while ringing) 
c. Average conversation time 
d. Response time to answer the call (ringing time to answer timing) 
e. Forced out-calling of missed/abandoned calls 

VI. Centralized Contact Center system for distributed Help Desks for RCIL 
NOC and RailWire MSPs 

VII. Toll Free numbers to be mapped on PRI for inbound calls which can be 
routed to respective NOCs & RailWire MSPs based on defined IVR 
branching. 
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VIII. Out-calling bridge for information dissemination to internal 
stakeholders and concerned territories, to improve response time in-
case of critical/mass outages. 

IX. The Contact center application will have lookup table/CTI integration 
to present details of the caller to the help desk agent. 

X. The calls will be transferable from one use to another user (e.g. Help 
Desk Agent to L1/L2). 

XI. The solution will have feature of connecting the customer call to the Soft 
Client based phone, existing IP phones (VOIP) or Agent’s mobile phone 
(call routing has to be done based on regulatory compliances). 

XII. Application will have the capability of making IVR based auto-dialing 
outbound calls, for running campaigns and record responses e.g. 
running C-SAT campaign. 

XIII. System will be capable of maintaining Call logs, Call details and Call 
recordings etc. in the real time for analyzing the quality. 

XIV. The Solution will have the capability in terms of scaling up the 
required resources within the stipulated time frame. 

XV.  IVR Platform will support to multiple languages (other than English, 
message needs to be recoded). 

XVI. The solution shall have functionality of sending customized voice 
messages to the customer. 

XVII. It will provide built-in agent desktop capabilities that allow agents to 
perform call-control functions directly from their desktops. 

XVIII. Agents can route calls, connect them to a conference with SME/TAC2 or 
transfer 

XIX. It will allow supervisors/managers to view agent states and call 
information, send text- chat messages to agents, interrupt or intercept 
calls, record conversations, and silently monitor agent calls. 

XX. The solution will provide real-time and historical data necessary for 
mission-critical contact center reporting. 

XXI. The reporting function provides accurate and timely reports on contact 
center activity, helping managers make informed decisions regarding 
staffing levels, contact handling procedures, and technology 
investments. 

XXII. The solution shall have feature of maintaining data and report of no. of 
calls received/missed/attended/callback and average hold time of calls. 
This data should be available on daily/weekly/monthly basis. 
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3. AMC of Contact Centre Solution 

User Groups 

i. RailTel NOCs 
RailTel’s Optical Transmission Network is being monitored and managed 
currently by Regional Transmission NOCs (4 regions having NOC at Delhi, 
Kolkatta, Mumbai & Secundrabad), while IP-MPLS NOC is managed 
centrally from CNOC at Shastri Park, Delhi. 

All 5 NOCs have their own help desk operating from mentioned locations. 

ii. RailWire Help Desks: 
RailTel has RailWire a retail broadband services in 20 circles. Currently 
19 circles are operational with selected Managed service Partners 
(MSPs). RailWire customer service support centres in each circle is 
being operated and maintained by respective MSPs of the circle, which 
are called by RailWire broadband customers of respective regions. 

 

4. Hosted Contact Centre Solution on SAAS model to other Enterprise 
Customers 

RailTel often get leads/sales enquiry from PSUs/Govt. 
Customers/Enterprise Customers, who have requirement of Call Centre 
Solution but not willing to buy due to high Capex and/or Technical skills 
required to setup/maintain the same. 

The winning bidder will have to sign off for allowing RailTel to sell 
Contact Centre Solution as a value added service to other Enterprises as 
a SAAS (hosted solution). The incremental licenses and services will be 
procured from winning bidder/OEM/supplier. 

 
5. Technical Support Service: 

During this AMC period, whenever needed, RailTel may contact the Contractor's Support 
Welcome Center (WC) through a dedicated phone no. or e-mail address or Web for every issue 
or request. The Welcome Center (WC) of the Contractor will be available 24 hours a day and 
365 days of the year. Welcome Centre creates the Assistance Request (AR) in the database and 
this AR will be used for all future correspondence /references and it will route to either for 
Operations & Maintenance services or to Technical support center (TSCs) for remote 
assistance. These level 2 services provided through technical support center may escalate to 
Technical Experts Center or to OEM dedicated technical support centers (for OEM support 
software portion or the products). 
 
The Welcome Centre (WC) of contractor keeps track of the assistance part request until closure. 

 
6. Special conditions: 

During this AMC period, whenever needed, RailTel may contact the Contractor’s/OEM 
Support center through a dedicated phone no. or e-mail address or Web for every issue or 
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request. The support Centre of the Contractor will be available 24 hours a day and 365 days of 
the year. 

 
6.1. Contractor’s Responsibilities: 

Contractor shall login RailTel Network in support of product-related questions, 
troubleshooting assistance, diagnostic procedures, and Software’s /OS Patch & Maintenance 
Releases, as are made available, to restore and resolve network troubles. The following 
services will be provided: 
 

a. Troubleshoot network problems via phone, virtual private network, or modem connection 
down to Maintained Product component level, or sufficiently to the Maintained Products 
as the root cause.  

 
b. Provide technical advice and guidance via telephone or email by Contractor’s product 

specialists located in their Technical Support Centers. Upon request from RailTel, RailTel 
will receive information, advice and assistance for the Maintained Products  

 
c. For Severity Level Critical (Severity 1) and Major (Severity 2) will restore Maintained 

Products to operational status by identifying defective hardware components or providing 
software support  

 
d. If Contractor determines it cannot restore or resolve an issue remotely, Contractor will 

provide emergency on-site support.  
 

e. In all instances, OEM’s will provide back to back support to resolve the problem as per 
the SLA mentioned. In case of non-resolution of the problem by contractor’s support 
engineers, OEM will deploy its own technical resources to resolve the same.  

 
f. Software /Firmware Update: 

RailTel will be extended the benefits of software updates made by OEM on the installed 
systems on existing release from time to time to improve performance. If required to 
restore or rectification of severe problems all the software up-gradation, re-installation 
will be done by contractor during the period of AMC. 
 

6.2. RailTel Responsibility: 
When reporting a fault, RailTel shall include Severity Level of problem and output of any 
diagnostics, printed logs, already performed to help reproduce the conditions under which 
the trouble occurred. Identify site ID or contract number, submitter name & location, 
callback telephone number and/or email address, system name & location, processor 
location, type and serial number, and alternate contact. 

 
6.2.1. RailTel will provide remote access to contractor’s to access their network with in India, 

either through secure VPN, ISDN or Team viewer. 
 

6.2.2. RailTel will perform first level diagnostics before handing over the ticket to the 
contractor. RailTel will details and etc. which may be needed by contractor to help 
troubleshooting the issue. 

 
6.2.3. RailTel will provide all necessary technical field support in the form of field technical 

staff equipped with necessary equipment’s etc. to give remote access to the contractor. 
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6.3. Technical Support Services: 
 

6.3.1. SLA: 
 

Severity Levels/KPIS Critical Major Minor 
Respond 1Hr 3Hr 5Hr 
Restore 6 Hr BE BE 

*BE-Best Effort. 
 

          6.3.2.    Penalty: 
Penalty of Rs. 500/- per day and max. upto 10% of Quarter bill will be imposed for 
not meeting SLA. 

 
7. Information to Bidder for Compliance: 
 

7.1. The AMC services are to be provided at RailTel. 
 

7.2. Only OEM/Authorized dealers of OEM can participate in the tender. A written authorization 
from OEM for this work is to be submitted by the contractor along with the bid. After award 
of the contract, the bidder would have to produce the proof of back-to-back arrangement of 
support from OEM for the AMC period. 

 
7.3. For AMC, contractor has to give the rates for 3 years. The period of the AMC may be 

increased by one more year at discretion of RailTel. 
 

7.4. The contractor has to give breakup of the rates as per the annexure given.  Any changes in 
Taxes during the currency of the contract would be on RailTel’s account. However, any 
variation during the period beyond DOC would be on contractors account if delay is not on 
RailTel’s part. 
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Chapter IV 
Commercial Terms and Conditions 

 
1. Offer letter and Validity of Offer: 

 
1.1. The bidder shall complete the offer letter and the price schedule furnished in the bid 

documents. 
 

1.2. The bidder should be an OEM or an authorized service partners having Back to Back 
arrangement with respective OEMs for maintenance. The bidder shall furnish the 
authorization letter of OEM for back to back arrangement with the respective OEMs. 

 
1.3. Bill of Material, Quantities, and Serial number should be vetted by OEM and same should 

be part of MAF (Manufacturer's Authorization Form). 
 

1.4. Bidder should provide the End of support details and same should be vetted by OEM. Price 
of End of support should not be quoted and same will not be considered in evaluation. 

 
1.5. The offer should remain valid for a period of 60 days from the date of opening. 

  
2. Delivery Period: 
 

The AMC should be started within 30 days of issue of “LOA/PO”. 
 
3. Payment Terms 
 

3.1. The AMC charges shall be paid on quarterly basis. 
3.2. Bill passing authority will be GM/CNOC. Bills will be submitted to CNOC for verification, 

GRN and onward submission to CO finance after successful completion of maintenance 
within 30 days from the date of invoicing subject to any deductions or recovery (which he 
RailTel may be entitled to make under contract) through RTGS.  
 

3.3. Bill payment authority will be CO finance. 
 

3.4. The bidder should submit break- up of all taxes along with the basic cost in the invoice.  
 
4. Performance Bank Guarantee (PBG): 
 

The successful tenderer is required to furnish security deposit in the form of Performance Bank 
Guarantee, the same should be submitted with in 30 days of issue of LOA/PO failing which a 
penal interest of 15% per annum shall be charged for the delay period i.e. 30 days from the date 
of issue of LOA/PO. 
 

4.1. Security Deposit/Performance Bank Guarantee of 5% of the value of the AMC contract's 
annual value of the issued LOA/PO is required to be submitted in the form of DD/FDR or 
irrevocable Bank Guarantee from any scheduled bank for due fulfillment of contract. The 
PBG should be valid for a period 4 month beyond contract period from the date of issue of 
APO to cover Validity of Purchase Order. 
 

4.2. The Performance Bank Guarantee (security deposit) will bear no interest. 
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4.3. A separate advice of the BG will invariably be sent by the BG issuing bank to the RailTel’s 
Bank through SFMS and only after this the BG will become acceptable to RailTel. It is 
therefore in interest of bidder to obtain RailTel’s Bank IFSC code, Its branch and address 
and advise these particulars to the BG Issuing bank and request them to send advice of BG 
through SFMS to the RailTel’s Bank. 

 
4.4. Any performance security up to a value of Rs. 5 Lakhs is to be submitted through online 

transfer only.  
 

The security deposit/Performance Bank Guarantee shall be released after successful completion 
of Contract obligations under the contract, duly adjusting any dues recoverable from the 
successful tenderer. Payment of Security Deposit in the form of Pay Order/Demand Draft 
should be made in favor of “RailTel Corporation of India Ltd” payable at New Delhi only.   

 
5. Rates During Negotiation: 

 
The tenderer/s shall not increase his/their quoted rates in case the RailTel Administration 
negotiates for reduction of rates. Such negotiations shall not amount to cancellation of 
withdrawal of the original offer and the rates originally quoted will be binding on the tenderer/s. 

 
6. Tenderers Address: 

 
Tenderer shall state in the tender his postal address fully and clearly. Any communication sent 
to the Tenderers by post at his said address shall be deemed to have reached the tenderer duly 
& timely, notwithstanding the fact the communication could not reach the tenderer at all or in 
time for whatever reason. Important documents shall be sent by Registered post. 

 
7. Law governing the contract: 

 
The contract shall be governed by the law for the time being in force in the Republic of India. 
Compliance to regulations and bye-laws-The contractor shall confirm to the provision of any 
statue relating to the works and regulations and bye-laws of any local authority and of any water 
and lighting companies or undertakings, with whose system the work is proposed to be 
connected and shall before making any variation from the drawings  or the specifications that 
may be necessitated by so confirming give to the Engineer notice specifying the variation 
proposed to be made and the reason for making the variation and shall not carry out such 
variation until he has received instructions from the Engineer in respect thereof. The Contractor 
shall be bound to give all notices required by statue, regulation or bye-laws as aforesaid and to 
pay all fees and taxed payable to any authority in respect thereof. 
 

8. Issue of LOA/Award of Contract 
 

RailTel shall consider placement of LOA/PO for those bidders whose offers have been found 
technically and commercially acceptable and are lowest. The bidder shall within in 15 days of 
issue of LOA/PO, give his acceptance along with Performance Bank Guarantee as per Clause 
4. 

 
9. RailTel right to accept any Bid and to reject any or all Bids 
 

RailTel reserves the right to accept or reject any Bid and to annul the bidding process and reject 
all bids, at any time prior to award of contract without any reason whatsoever and without 
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thereby incurring any liability to the affected bidder or bidders on the grounds for the RailTel 
action. 

 
10. Annulment of Award: 
 

Failure of the successful bidder to comply with the requirement of Clause 4 shall constitute 
sufficient ground for the annulment of the award and forfeiture of EMD in which event the 
Purchaser may make the award to any other bidder at the discretion of the Purchaser or call for 
new bids. 
 

11. Earnest Money Deposit (EMD): 
 

Earnest Money as per Tender Notice shall be submitted in the form of Demand Draft from any 
Nationalized/Scheduled bank in India in favor of “RailTel Corporation of India Limited” 
payable at New Delhi. 

 
The EMD may be forfeited if a bidder withdraws his offer or modifies the terms and conditions 
of the offer before validity period and in the case of a successful bidder. 

 
11.1. Tender not accompanied by Earnest Money shall be summarily rejected.  
 

11.2. Earnest Money of the unsuccessful bidder will be discharged/ returned as promptly as   
possible. 

 
11.3. The successful bidder’s EMD will be discharged upon the bidder’s acceptance of the LOA 

and submission of PBG. 
 
12. BID PRICES, Taxes & Duties. 
 

The firm should quote as per SOR, inclusive of all taxes, firm in Indian Rupees and FOR 
Destination. No Foreign exchange will be made available by the purchaser. 

 
The breakup of price of each item of SOR in terms of basic Unit price, Excise duty, Sales Tax 
and any other Levies/ charges already paid or payable by the firm shall also be quoted 
separately. 

 
The price quoted by the bidder shall remain fixed during the entire period of contract and shall 
not be subjected to variation on any account except those in taxes as per Government of India 
guidelines. 

 
12.1. GST related clause: 

 
12.1.1. If any tenderer desires to ask for CGST/SGST/IGST/GST to be paid extra, the same 

must be specifically stated. In the absence of any such stipulation in the tender it will 
be presumed that the prices quoted by the tenderer are inclusive of all taxes and no 
liability for payment of the CGST/SGST/IGST/GST will be devolved upon the 
purchaser. 
 

12.1.2. CGST/ SGST/IGST/GST should be quoted extra if applicable. 
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a) While quoting the rates, tenderer should pass on (by way of reduction in prices) the set 
off/input tax credit that would become available to them duly stating the quantum of 
such credit per unit of the item quoted for. 

 
b) The tenderer while quoting for tenders should give the following declaration:  
 

“We agree to pass on such additional set off/input tax credit as may become available in 
future in respect of all the inputs used in the manufacture of the final production in price 
and advise the purchaser accordingly”.  
 
The supplier while claiming the payment shall furnish the following certificate to the 
paying authority.  
 
“We hereby declare that additional set off/input tax credit to the tune of 
Rs.____________ has accrued and accordingly the same is being passed on to the 
purchaser and to that effect the payable amount may be adjusted.”  

 
If any surcharge on tax is applicable the same should be indicated clearly.  

 
12.1.3. The price quoted in the offer should be firm, fixed indicating the breakup and inclusive 

of all taxes & duties like import, custom, Anti-Dumping, CGST, SGST, IGST, UTGST 
etc.  The offer should be inclusive of packing, forwarding, freight up to destination, 
insurance charges. 

 
12.1.4. Bidder shall issue valid tax invoice to RailTel for availing proper credit of CGST, 

SGST, IGST, UTGST incase of award of Contract.  GST will not be reimbursed in the 
absence of valid tax invoice. 

 
12.1.5. For all the taxable supplies made by the vendor, the vendor shall furnish all the details 

of such taxable supplies in the relevant returns to be filed under GST Act. 
 

12.1.6.  If the vendor fails to comply with any of the above, the vendor shall pay to purchaser 
any expense, interest, penalty as applicable under the GST Act. 

 
12.1.7.  In case of incorrect reporting of the supply made by the vendor in the relevant return, 

leading to disallowance of input credit to purchaser, the vendor shall be liable to pay 
applicable interest under the GST Act to the credit of purchaser.  The same provisions 
shall be applicable in case of debit/credit notes. 

 
12.1.8.  Tenderer shall quote all-inclusive rates, but there shall be break up of basic price and 

all type of applicable taxes such as CGST, SGST, IGST, UTGST along with respective 
HSN/SAC Code under GST Law (including tax under reverse charges payable by the 
recipient). 

 
12.1.9.  Wherever the law makes it statutory for the Purchaser to deduct any amount towards 

GST at sources, the same will be deducted and remitted to the concerned authority. 
 

12.1.10. In regards to work contract, the tenderer should have registration no. for GST in 
respective state where work is to be executed and shall furnish GST registration 
certificate along with Tender. 

 



RailTel/Tender/ST/CO/TP/2024-25/AMC of Contact Centre Solution/01 

15 

 

12.1.11. The imposition of any new tax and/or increase/in the aforesaid taxes, duties levies, 
after the last stipulated date for the receipt of tender including extensions if any and 
the bidder there upon necessarily and properly pays such taxes/levies/cess, the bidder 
shall be reimbursed the amount so paid, provided such payments, if any, is not, in the 
opinion of RailTel attributable to delay in execution of work within the control of 
bidder. The bidder shall, within a period of 30 days of the imposition of any such tax 
or levy or cess, give a written notice thereof to RailTel that the same is given pursuant 
to this condition, together with all necessary information including details of input 
credit relating thereto. In the event of non-payment/ default in payment of any of the 
above taxes, RailTel reserves the right to with-hold the dues/payments of bidder and 
make payment of State/Central Government authorities as may be applicable. 
However, if the rates are reduced after the last stipulated date for receipt of tender, 
bidder has to pass on the benefits to RailTel. 
 

13. Clause wise Compliance 
 

Clause wise compliance statement of the Service Level Agreement and Commercial Terms & 
Conditions shall be enclosed with the offer along with documents in support of relevant clauses. 

 
14. Force Majeure Clause: 
 

If at any time, during the continuance of this contract, the performance, in whole or part, by 
either party, of any obligation under this contract shall be prevented or delayed by reason of 
any war, hostility, act of the public enemy, Civil Commotion, Sabotage, Fires, Floods, Earth 
quakes, explosions, strikes, epidemics, quarantine restrictions, lockouts, any statue, statutory 
rules/regulation, order of requisitions issued by any Government Department of Competent 
Authority of acts of God (here-in-after referred to as event) then provided notice of the 
happening of any such even it given by either party to the other within twenty one days from 
the date of occurrence thereof, neither party shall, by reason of such event, be entitled to 
terminate this contract nor shall either party have any claim for damage against the other in 
respect of such non-performance or delay in performance, and the obligations under the contract 
shall be resumed as soon as practicable after such even has come to an end or ceased to exist, 
Provided further that if the performance in whole or part of any obligation under this contract 
of prevented or delayed by reason of any such event beyond a period as mutually agreed to by 
the RailTel and the Contractor after any event or 60 days in the absence of such an agreement 
whichever is more, either party may at its option terminate the contract provided also that if the 
contract is so terminated  under this clause the RailTel may at the time of such termination take 
over from the Contractor at prices as provided for  in the contract, all works executed or works 
under execution. 

 
15. Illegal Gratification: 

 
Any bribe, commission, gift or advantage given, promised or offered by or on behalf to the 
contractor or his partner, agent or servant or anyone on his behalf to any officer or employees 
of the RailTel, or to any person on his behalf in relation to obtaining or the execution of this or 
any other contract with the RailTel shall, in addition or any criminal liability which he may 
incur, subject the contractor to the rescission of the contract an all other contract with the 
RailTel and to the payment of any loss or damage resulting from such decision and the RailTel 
shall be entitled to deduct the amounts so as payable from any moneys due to the Contractor (s) 
under this contract or any other contract with the RailTel. 
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The contractor shall not lend or borrow from or have or enter into any monitory dealings or 
transactions either directly or indirectly with any employee of the RailTel and if be shall do so, 
the RailTel shall be entitled forthwith to rescind the contract an all other contracts with the 
RailTel. Any question or dispute as to the commission or any shall offence or compensation 
payable to the RailTel under this clause shall be settled by the Regional General Manager of 
RailTel, in such a manner as shall consider fit and sufficient and his decision shall be final and 
conclusive. In the event of rescission of the contract under this clause, the contractor will not 
be paid any compensation whatsoever except payment for the work done up to date of 
rescission. 
 

16. LABOUR: 
 
Wages to Labour- The contractor shall be responsible to ensure compliance with the provisions 
of the Minimum Wages Act, 1948 (hereinafter referred to as the “said Act”) and the Rules made 
there-under in respect of any employees directly or through petty contractors or sub contractors 
employed by him on road construction or in building operations or in stone breaking or stone 
crushing for the purpose of carrying out this contract. If in compliance with the terms of the 
contract, the contractor supplied any labour to be used wholly or partly under the direct orders 
and control of the RailTel whether in connection with any work being executed by the 
contractor or otherwise for the purpose of the RailTel such labour shall, for the purpose of the 
clause, still be deemed to be persons employed by the contractor. If any moneys shall as a result 
of any claim or application made under the said Act be directed to be paid by the RailTel’s, 
such  moneys shall be deemed to be moneys payable to the RailTel by the Contractor and on 
failure by the contractor to repay any moneys paid by it as aforesaid with seven days after the 
same shall have been demanded, the RailTel’s shall be entitled to recover the same form any 
moneys due or accruing  to the contractor under this or any other contractor with the RailTel. 
 

16.1. Apprentices Act: 
 
The contractor shall be responsible to ensure compliance with the provisions of the 
Apprentices Act 1961 and the Rules and Orders issued the re-under from time to time in 
respect of apprentices directly through petty contractors or sub-contractors employed by him 
for purpose of carrying out the contract. If the Contractor directly or through petty contractor 
or sub-contractors fails to do so, his failure will be breach of the contract and the RailTel 
may, in its discretion, rescind the contract. The Contractor shall also be liable for any 
pecuniary liability arising on account of any violation of the provisions of the Act. 

 
16.2. Provisions of Payments of Wages Act: 

 
The Contractor shall comply with the provisions of the payment of Wages Act, 1936 and he 
rules made there under in respect of all employees directly or through petty contractors or 
sub-contractors employed by him in the works. If in compliance with the terms of the 
contract, the contractor directly or through petty contractors or sub-contractors shall supply 
and labour to be used wholly or partly under the direct orders and control of the Engineer 
whether in connection with the works to be executed hereunder or otherwise for the purpose 
of the Engineer such labour shall nevertheless be deemed to comprise persons employed by 
the contractor, and any moneys which may be ordered to be paid by the Engineers shall be 
deemed to be moneys payable by the Engineer on moneys due to the contract in terms of the 
contractor (whether under this contract or any other contract all moneys paid or payable by 
the RailTel by way of compensation of aforesaid or for costs of expenses in connection with 
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any claim thereto and the decision of the Engineer upon any question arising our of the effect 
or force  of this clause shall be final and binding upon the contractor. 
 

16.3. Provision of Contract Labour (Regulation and Abolition) Act 1970): 
 

1. The contractor shall comply with the provision of the Contract Labour (Regulation and 
Abolition) Act 1970 and the Contract Labour (Regulation and Abolition) Act, Central 
Rules 1971 as modified from time to time, whenever applicable and shall also indemnify 
the RailTel from and against any claims under the aforesaid Act and the Rules. 

2. The contractor shall obtain a valid license under the aforesaid Act as modified from time 
to time before the commencement of the work and continue to have a valid license y\until 
the completion of the work. Any failure to fulfill this requirement shall attract the penal 
provision of the Contract arising out of the resultant non-execution of the work. 

3. The contractor shall pay to the labour employed by him directly or through sub-
contractors the wages as per provisions of the aforesaid Act and the Rules wherever 
applicable. The Contractor shall notwithstanding the provisions of the contract to the 
contrary, cause to be paid the wages to labour indirectly engaged on the work including 
any engaged by his sub-contractors in connection with the said work, as if the labour had 
been immediately employed by him. 

4. In respect of all labour directly or o\indirectly employed in the work for performance of 
the contractor’s part of the contract the contractor shall comply with or cause to be 
complied with the provisions of the aforesaid Act and the Rules wherever applicable. 

5. In every case in which, by virtue of the provisions of the aforesaid Act or the Rules, the 
RailTel is obliged to pay any amount of wages to a workmen employed by the contractor 
or  his sub-contractor in execution of the work or to incur any expenditure in providing 
welfare and health amenities required to be provided under the aforesaid Act and the 
Rules or to incur any expenditure in providing welfare and health amenities requires to 
be provided under the aforesaid Act the Rules or to incur any expenditure on account of 
the  contingent liability of the RailTel due to contractor’s failure to fulfill his statutory 
obligations under the aforesaid Act or the Rules the RailTel will recover from the 
contractor, the mount of wages so paid or the amount of expenditure so incurred, and 
without prejudice to the rights of the RailTel under section 20, sub section (2) and recover 
sub-section (4) of the aforesaid Act, the RailTel shall be at liberty to recover such amount 
or part thereof by deducting it from the security deposit and/or from any sum due by the 
RailTel to the contractor whether under the contract or otherwise. The RailTel shall not 
be bound to contest any claim made against it under sub section (1) of section 20 and sub 
section (4) of section 21 of the aforesaid Act except on the written request of the 
contractor and upon his giving to the RailTel full security for all costs for which the 
RailTel might become liable in contesting such claim. The decision of the RailTel 
regarding the amount actually recoverable from the contractor as stated above, shall be 
final and binding on the contractor. 
 

16.4. Reporting of Accidents to Labour: 
 
The contractor shall be responsible for the safety of all employees directly or through petty 
contractors or sub-contractors employed by him on the works and shall reports serious 
accidents to any of them however and wherever occurring on the works to the Engineer or 
the Engineer’s representative and shall make every arrangement to render all possible 
assistance. 
 

16.5. Provisions of Workmen’s Compensation Act: 
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In every case, in which by virtue of the provision of section 12 sub section (1) of the 
Workmen’s Compensation Act, 1923, RailTel is obliged to pay compensation to workman 
directly or through the petty contractor employed by the contractor the amount of the 
compensation so paid, and, without prejudice to the right of RailTel under section 12 sub 
section (2) of the said Act. RailTel shall be at liberty to recover such amount or any part 
thereof by deducting it from the security deposit or from any sum due by RailTel to the 
Contractor whether under these conditions or otherwise, RailTel shall not be bound to 
contest any claim made against it under Section 12, Sub Section (1) of the said Act except 
on the written request of the contractor and upon his giving to RailTel full security for the 
all costs for which RailTel might become liable in consequence of contesting such claim. 

 
17. SETTLEMENT OF DISPUTE AND ARBITRATION 

 
 Any dispute or difference whatsoever arising between the parties out of relating to the 

construction, meaning, scope, operation or effect of this contract or the validity or the breach 
thereof shall be settled by a sole arbitrator in accordance with provisions contained in 
Arbitration and Conciliation Act, 1996 as amended and the award made in pursuance thereof 
shall be binding on the parties. The venue of such arbitration or proceedings thereof shall be 
New Delhi. 

 
 All arbitration proceedings shall be conducted in English. Resources against any Arbitral 

award so rendered may be entered into court having jurisdiction or application may be made 
to such court for the order of enforcement as the case may be.  

 
 The Arbitral Tribunal shall consist of the sole Arbitrator if the value of claim is upto Rs. 10 

Lakhs. The arbitrator will be appointed by the Chairman cum Managing Director, RailTel 
Corporation of India Ltd. If the value of claim or amount under dispute is more than Rs. 10 
Lakh, the matter shall be referred to the adjudication of arbitral council. Chairman cum 
Managing Director/RailTel shall furnish a panel of three names to the contractor, out of 
which the contractor will recommend one name to be his nominee and then Chairman cum 
Managing Director/RailTel shall appoint out of the panel, one name as RailTel’s nominee 
and these two arbitrators with mutual consent appoint a third arbitrator who shall act as 
deciding. The award of the sole arbitrator or the Arbitral Council, as the case may be, shall 
be final and binding on both the parties, i.e Contractor and RailTel Corporation of India Ltd. 

 
 Each of the parties agree that no withstanding that the matter may be referred to Arbitrator 

as provided therein, the parties shall nevertheless pending the resolution of the controversy 
or disagreement continue to fulfill their obligation under this Agreement so far as they are 
reasonably able to do so. 

 
18. Governing Laws: 
 

This contract shall be interpreted in accordance with the laws of India. The courts at New Delhi 
shall have exclusive jurisdiction to entertain and try all matters arising out of this contract. 

 
19. TERMINATION OF CONTRACT OWING TO DEFAULT OF CONTRACTOR: 

 
If the contractor should: 
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i) become bankrupt or insolvent. RailTel may at any time terminate the contract by giving 
written notice to the firm, without compensation to the firm, if the becomes bankrupt or 
otherwise insolvent as declared by the competent court provided that such termination 
will not prejudice or affect to the RailTel. Or 
 

ii) make an arrangement with or assignment in favor of his creditors, or 
 

iii) being a Company or Corporation, go into liquidation (other than voluntary), liquidation 
for the purpose of amalgamation or reconstruction, or 

 
iv) have an execution levied on his goods or property on the works, or assign the contract or 

any part thereof otherwise than a provided in the contract, or 
 

v) persistently disregard the instructions of the RailTel’s Engineer with regard to work 
quality or progress during execution of work or contravene any provision of the contract, 
or  

vi) fail to adhere to the agreed programme of work by a margin of 10% of the stipulated 
period, or fail to remove materials from the site or to pull down and replace the work after 
receiving from the Engineer’s notice to the effect that the said materials or works have 
been condemned or rejected, or 
 

vii) fail to take steps to employ competent or additional staff and labour as required in the 
contract or 

 
viii) fail to afford the Engineer or Engineer’s representative proper facilities for inspecting the 

work or any part thereof as required in the contract, or 
 

ix) promise offer or given any bribe, commission, gift or advantage either himself or through 
his partner, agent or servant to any officer or employee of RailTel or any person on his or 
on their behalf in relation to the execution of this or any other contract with the RailTel. 

 
x) At any time after the tender relating to the contract has been signed and submitted by the 

contractor, being a partnership firm admit as one of its nominate or allow to act as one  of 
its directors or employ under it in any capacity whatsoever any retired engineer of the 
gazette rank or nay other retired gazette officer working before his retirement, whether in 
the executive or administrative capacity, or whether holding any pensionable post or not, 
in the Engineering Department of the Railways for the time being owned and 
administered by the President of India before the expiry of two years from the date of 
retirement from the said service of such Engineer or Officer unless such Engineer or 
officer has obtained permission from the President of India Or any officer duly authorized 
by him on this behalf to become a partner or a director or to take employment under the 
contract as the case may be, or (B) Fail to give at time of submitting the said tender. 

 
a) The correct information as to the date of retirement of such retired engineer or 

retired officer from the said service, or as to whether any such retired engineer or 
retired officer was under the employment of the contractor at the time of submitting 
the said tender, or 

b) The correct information as to such engineers or officers obtaining permission to 
take employment under the contractor, or 

c) Being a partnership firm the correct information as to, whether any of its partners 
was such a retired engineer or retired officer, or 
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d) Being an incorporated company, the correct information as to, whether any of its 
directors was such a retired engineer or retired officer, or 

e) Being such a retired engineer or retired officer suppress and not disclose at the time 
of submitting the said tender the fact of his bring such a retired engineer or a retired 
officer or make at the time of submitting the said tender a wrong statement in 
relation to his obtaining permission to take the contract or if the contractor be a 
partnership firm or an incorporated company to be a partner of director of such firm 
or company as the case may be or to seek employment under the contractor. Then 
and in any of these said clauses, the Engineer on behalf of the RailTel any serve the 
Contractor with a notice in writing to that effect and if the contractor does not, 
within 7 days after the delivery to him of such notice, proceed to make good his 
default in so far as the same is capable of being made good and carry on the work 
or comply with such directions as aforesaid to the entire satisfaction of the Engineer, 
the RailTel shall be entitled after giving 48 hours notice in writing under the hand 
of the Engineer to rescind the contract as a whole or in part or parts (as may be 
specified in such notice) and adopt either or both the following courses: A final 
termination notice will be issued by RailTel after expiry of 48 hrs notice. 
 

20. RIGHT OF RAILTEL AFTER TERMINATION OF CONTRACT OWING TO 
DEFAULT OF CONTRACTOR: 

 
a) The contractor shall have no claim to compensation for any loss sustained by him by 

reason of his having purchased or procured any materials or entered into any 
commitments or made any advances on account of or with a view to the execution of the 
works or the performance of the contract and contractor shall not actually performed 
under the contract, unless or until the Engineer shall have certified the performance of 
such work and the value payable in respect thereof and the Contractor shall only be 
entitled to be paid the value so certified. 
 

b) The Engineer or Engineer’s Representative shall be entitled to take possession of any 
materials, tools, implements, machinery or buildings on the works or on the property on 
which these are being or ought to have been executed, and to retain the same in further 
execution of the works without the contractor being entitled to any compensation for the 
use and employment thereof or for wear and tear or destruction thereof. 

 
c) The Engineer shall, as soon as may be practicable after removal of the contractor fix and 

determine expert or by or after reference to the parties or after such investigation or 
enquiries as he may consider fit to make or institute and shall certify what amount (if any) 
has at the time of termination of the contract been reasonably earned by or would 
reasonably accrue to the Contractor  in respect of the work then actually done by him 
under the contract what was the value of any unused or partially use materials, any 
constructional plants and any temporary works upon the site. The legitimate amount due 
to the contractor after making necessary deductions and certified by the Engineer should 
be released expeditiously. 
 

21. Determination of Contract: 
 
Right of RailTel to determine the contract: The RailTel shall be entitled to determine and 
terminate the contract at any time, should in the RailTel’s opinion, the cessation of the work 
becomes necessary owing to paucity of funds or from any other cause whatever, in which case 
the value of approved materials at site and of work done to date by the Contractor will be paid 
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for in full at the rate specified in the contract. Notice in writing from the RailTel of such 
determination and the reasons thereof shall be conclusive evidence thereof. 

 
Payment on determination of contract: Should the contract be determined under sub clause (1) 
of this clause and the Contractor claims payment for expenditure incurred by him in the 
expectation of completing the whole of the work, the RailTel shall admit and consider such 
claims as are deemed reasonable and are supported by vouchers to the satisfactions of the 
Engineer. The RailTel’s decision on the necessity and property of such expenditure shall be 
final and conclusive. 

 
The contractor shall have no claim to any payment of compensation of otherwise however on 
account of any profit or advantage which he might have derived from the execution of the work 
in full but which he did not derive in consequence of determination of contract. 
 

22. Bid submission and Opening date: 

i. Bidder should log into the website well in advance for the submission of the bid so that it gets 
uploaded well in time i.e. on or before the bid submission time. Bidder will be responsible 
for any delay due to any issues. 

ii. The bidder has to digitally sign and upload the required bid documents one by one as 
indicated in the tender document as a token of acceptance of the terms and conditions laid 
down by RailTel. 

iii. Bidder has to select the payment option as “Online Payment” to pay the tender fee / EMD 
as applicable and enter details of the instrument. 

iv. Bidder should submit the EMD online as per the instructions specified in the tender 
document. In case of non-submission of EMD amount (where applicable) online, the 
uploaded bid will be summarily rejected. 

v. Bidders are requested to note that they should necessarily submit their financial bids in the 
format provided and no other format is acceptable. If the price bid has been given as a standard 
BOQ format with the tender document, then the same is to be downloaded and to be filled by 
all the bidders. Bidders are required to download the BOQ file, open it and complete the white 
Colored (unprotected) cells with their respective financial quotes and other details (such as 
name of the bidder). No other cells should be changed. Once the details have been completed, 
the bidder should save it and submit it online, without changing the filename. If the BOQ file 
is found to be modified by the bidder, the bid will be rejected. 

vi. The server time (which is displayed on the bidders’ dashboard) will be considered as the 
standard time for referencing the deadlines for submission of the bids by the bidders, opening 
of bids etc. The bidders should follow this time during bid submission. 

vii. All the documents being submitted by the bidders would be encrypted using PKI encryption 
techniques to ensure the secrecy of the data. The data entered cannot be viewed by 
unauthorized persons until the time of bid opening. Data storage encryption of sensitive fields 
is done. Any bid document that is uploaded to the server is subjected to symmetric encryption 
using a system generated symmetric key. Further this key is subjected to asymmetric 
encryption using buyers/bid opener public keys. Overall, the uploaded tender documents 
become readable only after the tender opening by the authorized bid openers. 

viii. The uploaded tender documents become readable only after the tender opening by the 
authorized bid openers. 
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ix. Upon the successful and timely submission of bid click “Complete” (i.e. after Clicking 
“Submit” in the portal), the portal will give a successful Tender submission 
acknowledgement & a bid summary will be displayed with the unique id and date & time of 
submission of the bid with all other relevant details. 

x. The tender summary has to be printed and kept as an acknowledgement of the submission of 
the tender. This acknowledgement may be used as an entry pass for any bid opening 
meetings.  

 
23. Period of AMC: 

 
This Annual Maintenance Contract will be valid for a period of 3 years from the start date of 
AMC i.e 01.06.2024.  
 

24. Limitation of Liability:  
 
The Maximum Liability of tenderer to any Loss/Damages to RailTel including Performance 
Guarantee shall be limited to 100% of Value of contract. 
 

25. Purchaser’s Right to Vary Quantities: DELETED. 
 
 

26. Signing of tender document and power of Attorney: 
 

26.1. Each and every page of bid should be signed by authorized representative of the form. Power 
of attorney in favour of the signatory duly authorizing the signatory shall be enclosed in the 
bid. 

 
26.2. A copy of Authorization/copy of Power of Attorney issued by the Company (backed by the 

resolution of Board of Directors) in favour of the individual to sign the tender, sign MOU/JV 
Agreement on behalf of the company and create liability against the company. 
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Chapter V 
 

Proforma for Performance Bank Guarantee Bond 
     (On Stamp Paper of Rs one hundred) 

(To be used by approved Scheduled Banks) 
1. In consideration of the RailTel Corporation of India Limited, having its registered office at 

10th Floor, Bank of Baroda Building, 16 Sansad Marg, New Delhi-110001 (Herein after called 
RailTel) having agreed to exempt 
………………………………………………………………….. (Hereinafter called “the said 
Contractor(s)”) from the demand, under the terms and conditions of an Purchase Order No. 
………………………………………dated……………made between………………………. 
……………………………and ………………………………………………………….. for 
(hereinafter called “the said Agreement”) of security deposit for the due fulfillment by the 
said Contractor (s) of the terms and conditions contained in the said Agreement, on production 
of a Bank Guarantee for Rs. ………………………. (Rs. ………….. only).  We 
………………………………………………… (indicate the name of the Bank) hereinafter 
referred to as “the Bank”) at the request of   ……………. ……………. Contractor(s) do 
hereby undertake to pay the RailTel an amount not exceeding Rs.  ……………. against any 
loss or damage caused to or suffered or would be caused to or suffered by the RailTel by 
reason of any breach by the said Contractor(s) of any of the terms or conditions contained in 
the said Agreement. 
 

2. We , ……………………………………………………………. Bank do hereby undertake to 
pay the amounts due and payable under this Guarantee without any demur, merely on demand 
from the RailTel stating that the amount is claimed is due by way of loss or damage caused to 
or would be caused to or suffered by the RailTel by reason of breach by the said Contractor(s) 
of any of terms or conditions contained in the said Agreement or by reason of the Contractor(s) 
failure to perform the said Agreement.  Any such demand made on the Bank shall be 
conclusive as regards the amount due and payable by the Bank under this guarantee.  
However, our liability under this guarantee shall be restricted to an amount not exceeding Rs 
. ……………………… 
 

3. We,  ……………………………………….. bank undertake to pay to the RailTel any money 
so demanded notwithstanding any dispute or disputes raised by the Contractor(s) / Tenderer(s) 
in any suit or proceedings pending before any court or Tribunal relating thereto our liability 
under this present being, absolute and unequivocal. The payment so made by us under this 
Bond shall be a valid discharge of our liability for payment there under and the Contractor(s) 
/ Tenderer(s) shall have no claim against us for making such payment. 
 

4. We, …………………………………………. Bank further agree that the Guarantee herein 
contained shall remain in full force and effect during the period that would be taken for the 
performance of the said Agreement and that it shall continue to be enforceable till all the dues 
of the RailTel under or by virtue of the said Agreement have been fully paid and its claims 
satisfied or discharged or till RailTel certifies that the terms and conditions of the said 
Agreement have been fully and properly carried out by the said Contractor(s) and accordingly 
discharges this Guarantee. Unless a demand or claim under the Guarantee is made on us in 
writing on or before the ……. …………  We shall be discharged from all liability under this 
Guarantee thereafter. 

5. We,…………………………………………… (indicate the name of Bank) further  agree with 
the RailTel that the RailTel shall have the fullest liberty without our consent and without 
affecting in any manner our obligations hereunder to vary any of the terms and conditions of 
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the Agreement or to extend time  of to postpone for any time or from time to time any of the 
powers exercisable by the RailTel against  the said contractor(s) and to forbear or enforce any 
of  the terms and conditions relating to the said Agreement and we shall not be relieved  from 
our liability by reason of any such variation, or extension to the said Contractor(s) or for any 
forbearance, act or omission on the part of RailTel or any indulgence by the RailTel to the 
said Contractor(s) or by any such matter or thing whatsoever which under the law relating to 
sureties would, but for this provision, have affect of so relieving us. 

6. This Guarantee will not be discharged due to the change in the Constitution of the Bank or 
the Contractor(s) / Tenderer(s). 

7. We, …………………………………………………… (indicate the name of Bank) lastly 
undertake not to revoke this Guarantee during its currency except with the previous consent 
of RailTel in writing. 

8. Notwithstanding anything contained herein, Our liability under the Bank guarantee shall not 
exceed Rs………… (In Rupees).  This Bank Guarantee shall be valid up to………………and 
we are liable to pay the guaranteed and or any part thereof under this Bank Guarantee only 
and if you serve upon is a written claims or demand or before………………. (date of expiry 
of guarantee).                   

   
             Dated the………………. day of………….2024 
     
    

for ……………………………………………….. 
                          (Indicate the name of the Bank) 
 
Witness 
1. Signature 
 Name 
2. Signature 

Name: 
 


