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Empanelment of Wellness Service Providers

RFP Float Date: 24-07-2026
Submission of Technical proposal: 04-08-2026



Confidential
The recipient of this request hereby agrees that the material contained herein is "Confidential Information" of INLIC. The recipient agrees that it shall only use the Confidential Information for the purposes of responding to the request contained in this RFP, and for no other purpose whatsoever.  Recipient further agrees that it shall not disclose any such Confidential Information to any third party and that it shall use the same degree of care to avoid disclosure or non-permitted use of such information as it would employ with respect to its own extremely important confidential information, but in no event less than a reasonable degree of care.  

The initial RFP may share only the broad product scope. The detailed in-house product design, benefit formula, variable annuity mechanics, surrender/death options and internal model extracts may be shared only with the shortlisted consultants after the execution of ND, and before final commercial confirmation.
All the company data, design concepts, formulae, models, assumptions and documents shall remain confidential and shall not be used, reproduced, adapted, shared or applied for any other insurer or third party without prior approval from the Company.
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* - Detailed Process Note and the content of the RFP is subject to change and the final will one will be agreed mutually prior to the agreement signing.

[bookmark: _Toc231212715]1) Introduction
IndusInd Nippon life insurance company limited is amongst the leading private sector life insurance companies in India in terms of individual WRP (weighted received premium) and new business WRP. The company is one of the largest non-bank supported private life insurers with over 10 million policyholders*, a strong distribution network of 713 branches.

[bookmark: _Toc231212716]2) Purpose 
The Company intends to empanel one or more wellness service providers to offer preventive-health, OPD, diagnostic, tele-consultation, and other health-engagement benefits to its policyholders.The Company's role is limited to facilitation — i.e., enabling policyholder access to the vendor's services through integration or communication — while the vendor shall independently own service delivery, medical/clinical responsibility, and customer grievance resolution. 

[bookmark: _Toc231212717]3) INLIC / Process Requirement/SOW

The detailed statement of work along with evaluation criteria are mentioned in the attached document.




[bookmark: _Toc231212718]4) Company’s Obligations		
The submission and receipt of proposals does not obligate INLIC in any way and this is only an invitation to an offer and does not bind INLIC legally. INLIC shall not be liable for any costs incurred by Vendors in the preparation, presentation. INLIC makes no representation, implied or express, that it will accept and approve any proposal submitted. Any and all Contracts which result from this RFP shall be non-exclusive, non-commitment, as-ordered agreements. INLIC shall also not be responsible for any damages, including damages that result from, but are not limited to negligence. INLIC will not be held responsible for consequential damages, including but not limited to systems problems, inability to use the system, loss of electronic information etc.


[bookmark: _Toc231212719]5) Proposal Terms & Conditions		
[bookmark: _Toc215654227][bookmark: _Toc231212720]5.1 No Liability on INLIC 
Vendors waives any right to claim damages of any nature whatsoever based on the selection process, final selection, and any communications associated with the selection. INLIC reserves the right to award the Contract to the Vendor(s) whose proposal is deemed to be the most advantageous in meeting the specifications of the RFP. In addition, INLIC reserves the right to add or waive any requirements contained in this RFP at its sole discretion with regard to proposals submitted. INLIC’ decision on award of Contract shall be final and binding on all the vendors. INLIC shall be at liberty to cancel the RFP / online reverse auction process at any time, before ordering, without assigning any reason. The final selection shall be made at the sole discretion of INLIC, the reasoning of the decision shall not be subject to any disclosure, and Vendor shall have no claim, or right over the same. Vendor’s participation in the RFP process shall be deemed to be an acceptance of all the conditions therein, including the waiver of any legal right available to the Supplier to the extent of the selection made by the INLIC.

[bookmark: _Toc231212721] 5.2 Confidentiality
The terms of this RFP, the information provided by INLIC herein and all other information provided to vendor in connection with the services offered to be provided by the vendor pursuant to this RFP, are to be treated by vendor as strictly confidential and proprietary. 
[bookmark: _Toc231212722]5.3 Third-party Contracting
This RFP is being issued to individual vendor. It is not INLICs intention to enter into negotiations or agreements with vendor chains (unless otherwise requested to do so). Vendor in receipt of this RFP must not forward to a sister concern within the same chain. 
[bookmark: _Toc231212723]5.4 Cost for Bidding
The Vendor shall bear all costs associated with the preparation and submission of its proposal. INLIC will not be responsible or liable for these costs, regardless of the conduct or outcome of the selection process.
[bookmark: _Toc231212724]5.5 Acceptance of proposal
This RFP is not a contract offer by INLIC.  A vendor’s response to this RFP does not bind INLIC in any way. This RFP is not intended by the INLIC to replace or substitute final definitive agreement to purchase products or services. However, in the event of the final selection of any Vendor, at the conclusion of RFP process the INLIC shall execute final definitive Agreement / PO / MOU/LOI/LOE with such Vendor.

[bookmark: _Toc231212725]5.6 Evaluation & Selection
Vendor's proposal shall be valid for ninety (90) days from the date of Vendor's submission. Price may or may not be the determining factor in Vendor selection process.  The award may be made to the Vendor(s) whose proposal(s) is (are) determined to be of highest value in terms of quality and price.
INLIC reserves the right to request the Vendor(s) to demonstrate that adequate skills, equipment are available for delivery of services
INLIC reserves the right to negotiate specific terms with the preferred vendor prior to agreement of a final arrangement resulting from this invitation.
INLIC reserves the right to request any additional information that it deems necessary in order to make a decision on any proposal.
Any proposal not supported by the information requested in the RFP, or not complying with the RFP requirements, may not be considered.
[bookmark: _Toc231212726]5.7 Acceptance
All the terms & conditions of this RFP shall be deemed to be accepted by the vendor. Acceptance of the proposal means the vendor has the expertise & the technical ability to perform the activity as desired by INLIC. The Supplier shall also post selection by the INLIC at the conclusion of the RFP process shall sign and execute Service Level Agreement if required or acknowledge the PO issued by INLIC  
In the event of vendor not meeting the desired levels of expertise/technical ability, INLIC has the right to disqualify the vendor from the contract awarding process.
[bookmark: _Toc231212727]5.8 Engagement Guidelines & Terms
Vendor shall adhere to the key terms as mentioned 
1. Declaration that the Database of the Vendor is situated in India as required by IRDAI regulations.
2. Declaration if the Vendor has ever been black listed by any Government organization, or any Client Company
3. Declaration that the Memorandum of Association and Article of Association of the Vendor Company allows for such an activity to be performed.
4. Right for INLIC to exit in case of change of management control or shareholding
5. Vendor follows the holiday calendar of INLIC and will work during the extended periods during month ends / year ends.
6. "Right to audit:
· INLIC reserves the rights to audit the Vendor as and when required directly or through INLIC designated third parties
· Vendor to also conduct concurrent audits and share the findings with INLIC
· Vendor to provide data for any regulatory reporting or in supporting audit requirements"
[bookmark: _Toc229684226][bookmark: _Toc230257841][bookmark: _Toc231212728]5.9 Hold Harmless
By submitting a proposal, the Bidder acknowledges that the Company shall have sole discretion in evaluation and selection of proposals and waives any right to claim damages arising from the RFP process or related communications.
The Company reserves the right to accept or reject any proposal, modify or waive any RFP requirements, and award the Contract to the Bidder deemed most suitable. The Company’s decision shall be final and binding on all Bidders.
The Company also reserves the right to cancel or withdraw the RFP/reverse auction process at any stage prior to contract award, without assigning any reason or incurring any liability.
[bookmark: _Toc229684227][bookmark: _Toc230257842][bookmark: _Toc231212729]5.10 Disclaimer of Accuracy
The information contained in this RFP is provided by the Company in good faith based on its current understanding of the requirements and is intended only as a guideline for Bidders. The Company does not warrant the accuracy, completeness, or exhaustiveness of the information provided. Bidders are advised to independently assess and verify all information and form their own conclusions.
The Company reserves the right to modify the scope, processes, or requirements stated in this RFP and may negotiate with one or more Bidders for such revised requirements at its sole discretion, irrespective of whether proposals have already been received.
[bookmark: _Toc109221892][bookmark: _Toc231212730]6) Pricing

Commercials bids will be asked later on the selection, based on technical proposals.

[bookmark: _MON_1571237453][bookmark: _MON_1582355939][bookmark: _Toc231212731]7) Vendor Information
Kindly fill in the attached questionnaire



Also share the below details: 
· Type of entity (Sole proprietor, Partnership (if registered, provide with the Partnership deed), LLP, Private Co., Public Company etc. 
· 2. Brief profile of the vendor:
· 3. Name of the Sole proprietor, all the Directors, all the Partners, of the vendor:

[bookmark: _Toc231212732]8) Contact person for questions and clarifications 
For SOW Query:

Name				: Purav Mehta
Email Id			: purav.mehta@indusindnipponlife.com
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Vendor Quesationaire 2022.xlsx
Vendor Questionnaire

		Company Full Name _____________________________

		Company GST Number ___________________________(if applicable)

		Company PAN Number ___________________________

		Sr. No		Mandatory Information Required		Responses 		Unit/ Reference		Remarks,if any

		1		Total no. of active employees (PAN India)				Numbers

		2		No. of office locations				Numbers

		3		Location from where activity will be conducted				Text (City)

		4		Company established date				DD/MM/YYYY

		5		Companies no. of years of experience.				In Years

		5a		Companies no. of years of experience in the activity as stated in requirement mail/RFP				In Years

		6		Any Existing Relationship with any Directors/Employees of IndusInd Capital or INLIC 				Yes/ No (If Yes, share details in remarks)																																														Yes

		7		Is your organization a related party u/s 188 of Companies Act 2013 ?				Yes/ No																																														No

		8		Is your organization registered under the Micro, Small and Medium Enterprises Development Act, 2006				Yes/ No

		9		Working/Have worked with INLIC or any other Hinduja group companies. If yes, pls specify				Yes/ No (If Yes, share details)

		10		Has your company signed NDA with INLIC in the past				Yes/ No (If Yes, share details)

		11		Turnover for last 3 years  - Please mentioned Financial year in remarks column.

				Year 1				In Amount (Last FY)

				Year 2				Previous year 

				Year 3				Pre-Previous year 

		12		Profit/Loss for last 3 years Please mentioned Financial year in remarks column

				Year 1				In Amount (Last FY)

				Year 2				Previous year 

				Year 3				Pre-Previous year 

		13		Outstanding Litigations(if any)				Yes/ No (If Yes, share details)

		14		Any previous experience in BFSI sector				Yes/ No (If Yes, share details)



		15		Your existing client references in below table(Preferably Top clients/ BFSI clients)

		Sr. No		Name  of the organisation (Minimum 3)		Contact person name 		Designation		Contact Number 		Email id 		Approx Annual business value you have received 

		a

		b

		c

		d

		e
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Wellness Services - SOW.docx
Purpose

The Company intends to empanel one or more wellness service providers to offer preventive-health, OPD, diagnostic, tele-consultation, and other health-engagement benefits to its policyholders. The Company's role is limited to facilitation — i.e., enabling policyholder access to the vendor's services through integration or communication — while the vendor shall independently own service delivery, medical/clinical responsibility, and customer grievance resolution.

Working Model

· All policyholder requests, bookings, cancellations, and grievances relating to wellness services shall go directly to the vendor, not through the Company.

· The vendor shall operate its own network of doctors, labs, diagnostic centres, therapists, and pharmacy partners to fulfil these requests.

· The Company shall have no role in service delivery, medical advice, treatment outcomes, or vendor-network quality beyond periodic empanelment review; all such services shall be provided "as is" by the vendor at its own risk and responsibility.

· The Company shall not be liable for any discrepancy, delay, error, or harm arising from services rendered by the vendor or its network.

· The vendor shall maintain its own customer support, complaints, and escalation mechanism for policyholders, independent of the Company's servicing teams.

Scope of Work

Following categories of scope are expected from a vendor:

OPD & Consultation Services

· Cashless, in-clinic general-physician and specialist consultations through a vendor doctor network, with a reimbursement fallback where network coverage is unavailable.

· Unlimited/cashless tele-consultation (video, audio, chat) in line with applicable Telemedicine Practice Guidelines, including access to specialists across relevant disciplines.

· Defined per-consultation coverage caps and annual limits, distinct for general physicians and specialists.

Diagnostics & Preventive Health

· Prescribed lab and radiology services, with home-sample-collection or assisted lab-booking options and cashless-first, reimbursement-as-exception fulfillment.

· Annual comprehensive preventive health check-up package (e.g., CBC, KFT, LFT and other standard panels) through vendor network centres, with reimbursement option for non-network locations.

· Defined turnaround times for report delivery and support for interpretation queries directly with the policyholder.

Wellness & Health-Engagement Program

· A digital health-engagement platform (app/web) enabling policyholders to complete health-risk assessments, track vitals, log activity (e.g., step count), and take health quizzes/surveys.

· A points-based reward mechanism converting engagement activities and healthy vitals into redeemable health coins/credits.

· Tiered reward structure (e.g., Silver/Gold/Platinum/Titanium) based on cumulative points, with associated benefit percentages.

· Redemption catalogue covering additional health check-ups, dental procedures, online physiotherapy, chronic-care management, pharmacy vouchers, and mental-health consultations.

Family Extension

· Ability to extend wellness benefits to spouse and up to two dependent children (age-capped, e.g., below 25 years) through simple in-app family addition.

Home Healthcare & Emergency Services

· Home ICU, ambulance, and medical-equipment support for emergencies, sourced through vendor's emergency response network.

· SOS emergency helpline (24x7x365) with ambulance dispatch on a best-effort basis (e.g., within 30–60 minutes) across a defined city network.

· Home-based physiotherapy, nursing, attendant, and "ward-at-home" services for post-hospitalization recovery.

· Hospital admission, discharge, and 360-degree hospitalization assistance, including pre-authorization coordination, claims support, transport, and meals.

Chronic Condition & Disease Management

· Structured condition-management programs for diabetes, blood pressure, obesity, weight-loss, and similar chronic conditions.

· Maternity program and Employee Assistance Program (EAP)-style mental-wellbeing support as part of the vendor's wellness suite.

· Elder-care propositions including assisted-living guidance, home elderization/safety assessments, virtual health-camp managers, and digital health-record storage.

Surgery Care & Secondary Procedures

· End-to-end elective/secondary surgical care coordination (pre-op to post-op), covering a defined list of procedures (e.g., 220 procedures) across a pan-India city network.

· Extended cashless benefit limits for surgery care (e.g., up to a specified rupee cap per policyholder).

Wallet-Based Benefit Structuring

· Segregated annual "wallets" for OPD consultations, lab tests, and pharmacy — each with defined rupee limits rather than a single pooled cap.

· Tiered plan options differentiated by validity (12/24/36 months), wallet size, and customer-perceived value, allowing the insurer to select a plan structure aligned with product pricing.

Dental & Vision Care

· Cashless dental services through a defined clinic network with standardized, pre-negotiated pricing for common procedures.

· Vision-care network access, similar to dental, for eye check-ups and related services.

Concierge & Engagement Services

· Dedicated health manager/concierge for service scheduling, ad-hoc requests, second-opinion coordination, and post-service follow-up.

· Wellness webinars, group sessions, and employee/policyholder engagement workshops (yoga, diet, fitness).

· Multi-language teleconsultation support (vendor decks show up to 16 Indian languages), which should be specified as a minimum requirement.

Network & Discount Benefits

· Negotiated discounts for policyholders on doctor consultations, pharmacy orders, and diagnostic-lab bookings across the vendor's network.

· Pan-India network coverage across Tier 1/2/3 cities, with a minimum network-density commitment (number of empanelled doctors, labs, diagnostic centres per city/region).

Technology & Integration

· API/app integration enabling seamless redirection of policyholders from the Company's app/portal to the vendor's platform for booking and service consumption.

· Single sign-on or simplified onboarding for policyholders without requiring Company intervention.

· Real-time or periodic MIS/utilization reporting to the Company for portfolio-level monitoring (utilization rates, redemption trends, network usage), without exposing individual clinical data.

Customer Servicing & Grievance Handling

· Dedicated vendor-owned customer support (helpline/chat/email) for all policyholder queries, bookings, cancellations, and complaints.

· Defined turnaround times (TATs) for query resolution and escalation matrix within the vendor organization.

· Fraud-monitoring mechanism to detect misuse of wellness benefits, consistent with fraud-prevention clauses typically built into such programs.

Compliance & Data Protection

· Compliance with applicable IRDAI guidelines on wellness and preventive features in health/life products.

· Compliance with data-privacy and information-security norms for handling policyholder health and personal data.

· Clear disclaimers to policyholders that services are rendered solely by the vendor/network providers, with no Company liability for outcomes, advice, or service quality.

Roles and Responsibilities

		Activity

		Insurer

		Wellness Vendor



		Policyholder onboarding to wellness benefit

		Communicates benefit eligibility, provides app/portal link

		Manages actual registration and profile creation



		Booking of consultation/diagnostic/wellness service

		No involvement

		Full ownership - booking, scheduling, fulfillment



		Service delivery (doctor consultation, lab test, therapy)

		No involvement

		Full ownership through own/network providers



		Payment/reimbursement processing for services

		No involvement

		Full ownership, including cashless and reimbursement workflows



		Grievance and complaint resolution

		No involvement

		Full ownership with defined TAT



		Data privacy and clinical confidentiality

		Not applicable to service data

		Full responsibility



		Utilization reporting to insurer

		Receives periodic reports

		Provides aggregated, anonymized MIS



		Liability for service quality/medical outcome

		No liability

		Full liability







Vendor Eligibility Criteria

· Demonstrated experience in providing wellness/health-benefit programs to Indian life or health insurers, or comparable BFSI clients.

· Established, verifiable pan-India network of doctors, diagnostic labs, and allied-health providers, with city/region-wise network strength disclosed.

· Existing technology platform (app/web) capable of independent policyholder servicing without requiring Company infrastructure.

· Proven data-security and privacy compliance (e.g., ISO 27001 or equivalent), given handling of policyholder health data.

· Financial stability and capacity to service the expected policyholder volume across the engagement tenure.

· No conflict of interest or existing blacklisting by any regulator, government body, or insurer client.

Proposal Submission Requirements

Bidders shall submit a technical proposal covering:

1. Company profile, years of operation, and relevant insurer/BFSI client references.

2. Detailed scope coverage against each category above, including inclusions, exclusions, and caps proposed.

3. Network strength — number of empanelled doctors, labs, diagnostic centres, and geographic spread.

4. Technology architecture, integration approach (APIs, SSO), and data-security certifications.

5. Sample utilization/MIS report format.

6. Customer servicing model, escalation matrix, and grievance-resolution TATs.

7. Points/rewards program design, redemption catalogue, and conversion mechanics, if proposed.

8. Fraud-control and misuse-prevention approach.

9. Commercial structure (per-policyholder fee, tiered pricing, or per-transaction pricing), to be submitted separately post technical shortlisting.

10. Declaration of no Company liability for services rendered, and willingness to bear full responsibility for service delivery and outcomes.

Indicative Evaluation Criteria

		Evaluation area

		Indicative weight



		Network strength and geographic coverage

		30%



		Scope of services offered vs. required

		25%



		Technology/integration capability

		20%



		Customer servicing and grievance TATs

		15%



		Data security and compliance

		10%
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