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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.  
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[bookmark: _Toc109221879]1) Introduction

IndusInd Nippon Life Insurance Company 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 and 46,538 advisors as on March 31, 2022. The company holds Claim Settlement Ratio of 98.7% as on March 31, 2022. 
Rated amongst the Top 3 Most Trusted Life Insurance Service Brands by Brand Equity‘s Most Trusted Brands Survey 2018, the company’s vision is "To be a company people are proud of, trust in and grow with; providing financial independence to every life we touch." With this in mind, IndusInd Nippon Life caters to five distinct segments, namely Protection, Child, Retirement, Saving & Investment, and Health; for individuals as well as Groups/Corporate entities.

[bookmark: _Toc109221880]2) Purpose
The purpose of this RFP is to inform potential Vendors of a business opportunity and to solicit proposals for Agentic Bot Renewal Reminder. Based upon the review and evaluation of proposals offered in response to this RFP, INLIC may at its sole discretion negotiate and enter into contracts with shortlisted vendor/Vendors Notwithstanding any other provision herein, vendor’s participation in this process is voluntary and at vendor’s sole discretion. 



[bookmark: _Toc109221881]3) INLIC / Process Requirement		
Mentioned below is the detailed requirement 
Agentic Bot Renewal Reminder: To create agentic system capable of reminding customers (calling/Message/Whatsapp/Email) about their renewal premium due, to increase collection efficiency cross the cohort, while optimizing the cost.

Plz refer attached document for detail SOW and selection criteria.





[bookmark: _Toc109221882]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: _Toc109221883]5) Proposal Terms & Conditions		
[bookmark: _Toc215654227][bookmark: _Toc109221884]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: _Toc109221885] 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: _Toc109221886]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: _Toc109221887]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: _Toc109221888]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: _Toc109221889]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: _Toc109221890]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: _Toc109221891]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: _MON_1571237453][bookmark: _MON_1582355939][bookmark: _Toc109221892]6) Pricing

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

[bookmark: _Toc109221893]7) Vendor Information
Kindly fill in the attached questionnaire




[bookmark: _Toc109221894]8) Contact person for questions and clarifications 


Name				:	Sukhjit Kothari
Landline / Mobile Number	:	9967466249
Email Id			: 	sukhjit.kothari@indusindnipponlife.com


_________ Confidential		1
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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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INLIC_Agentic_Renewal_Bot_RFP_SOW.docx
1. Objective

To design, develop, implement, and manage an AI-powered Voice Bot solution for renewal premium collection. The solution should improve customer contactability, increase renewal premium collection efficiency, reduce manual calling effort, and provide seamless integration with existing CRS, Dialer, Payment, DBA, Whatsapp message ingine.



2. Scope of Services

The selected vendor shall provide an end-to-end AI Voice Bot platform including:

· Outbound renewal reminder calls

· Follow-up call management

· Customer interaction handling

· Call transfer to human agents

· Payment assistance and payment link triggering

· Customer intent capture

· Call recording and transcription

· Analytics and dashboards

· System integrations

· Ongoing support and optimization



3. Calling Strategy & Contact Management

3.1 Calling Window

Bot should support configurable calling schedules including:

· Pre-due reminder calls

· Due date reminder calls

· Post-due follow-up calls

· Revival campaigns

· ECS bounce cases

· Lapsed policy campaigns etc

Calling hours should be configurable as per regulatory guidelines.



3.2 Number of Attempts

System should support configurable attempt strategy.

Illustrative requirement:

		Stage

		Attempts



		Pre-Due

		3 Attempts



		Due Date

		2 Attempts



		Post Due

		5 Attempts



		ECS Bounce

		3 Attempts



		Revival Campaign

		6 Attempts





Total attempts per policy/customer should be configurable.



3.3 Gap Between Attempts

Vendor should provide configurable retry logic:

		Outcome

		Retry Gap



		No Answer

		4 Hours



		Busy

		2 Hours



		Ringing No Response

		4 Hours



		Switched Off

		Next Day



		Customer Requested Callback

		Customer Preferred Time



		Wrong Number

		Stop Calling





System should support dynamic retry strategy based on customer response.



3.4 Speak Gap Logic

For customers already spoken to:

		Customer Response

		Next Follow-up



		Will Pay Today

		1 Day



		Will Pay in 3 Days

		3 Days



		Will Pay Next Week

		7 Days



		Payment Done

		Stop Calls



		Not Interested

		As per business rules





Business users should be able to configure these rules without vendor dependency.



4. Conversation Capabilities

Bot should be capable of:

Renewal Related

· Inform premium due amount

· Inform due date

· Inform policy details

· Explain payment methods

· Explain consequences of non-payment

· Capture payment commitment date

Customer Queries

· Premium amount

· Due date

· Grace period

· ECS status

· Payment modes

· Branch details

· Customer care details

Multi-language Support

Mandatory support:

· English

· Hindi

Preferred:

· Marathi

· Gujarati

· Tamil

· Telugu

· Kannada

· Bengali

· Punjabi

· Oria



5. Human Agent Transfer

5.1 Live Call Transfer

Bot should transfer calls to human agents when:

· Customer requests human interaction

· Customer raises complaint

· Complex servicing request

· Premium dispute

· Technical issues

· Escalation request



5.2 Transfer Mechanism

Vendor should support:

· SIP Transfer

· Softphone Transfer

· Contact Center Transfer

· Dialler Transfer



5.3 Context Transfer

Agent should receive:

· Customer details

· Policy details

· Complete conversation summary

· Customer intent

· Call recording link

· Transcript

before accepting the call.



6. Follow-Up Management

Bot should automatically create follow-up tasks for:

· Payment promised

· Callback requested

· Document requirement

· Escalation cases

Follow-up should trigger automatically on scheduled date/time.



7. Call Summary & Disposition

After every call system should generate:

Call Summary

Example:

· Customer contacted

· Premium ₹15,000 due on 25-Jun-26

· Customer committed payment by 20-Jun-26

· Requested payment link via SMS



AI Disposition

Examples:

· Paid

· Will Pay Today

· Will Pay in 3 Days

· Will Pay Later

· Call Back Requested

· Interested

· Not Interested

· Wrong Number

· Deceased

· Policy Surrendered

· Complaint Raised

Disposition confidence score should be provided.



8. Payment Link Integration

Bot should:

· Trigger payment link via SMS/Mail

· Trigger payment link via WhatsApp



9. Dashboard & Analytics

Operational Dashboard

Real-time visibility on:

· Total Records Assigned

· Calls Initiated

· Connected Calls

· Unique Customer Contacts

· Speak Rate

· Transfer Rate

· Promise to Pay (PTP)

· Payment Conversion

· Premium Collected



Productivity Dashboard

· Calls per Hour

· Successful Conversations

· Average Handling Time

· Containment Rate

· Human Transfer %



Business Dashboard

· Collection Efficiency

· Premium Collected

· Due Premium Covered

· Channel-wise Performance

· Product-wise Performance

· Vintage-wise Performance



Management Dashboard

· Daily Collection

· Daily Contactability

· Campaign Effectiveness

· Cost per Collection

· ROI of Bot



10. Reporting Requirements

Daily Reports:

· Call Outcome Report

· Contactability Report

· Collection Report

· Follow-up Report

Weekly Reports:

· Campaign Effectiveness

· Customer Intent Analysis

· Conversion Funnel

Monthly Reports:

· Renewal Collection Impact

· Customer Experience Analysis

· Voice Analytics Summary



11. Integration Requirements

Mandatory integration capability with:

· Policy Administration System

· CRM

· Dialler

· Payment Gateway

· SMS Gateway

· WhatsApp Platform

· Data Warehouse

· SAS/Oracle Databases

· APIs (REST/SOAP)

Near real-time integration preferred.



12. AI & Voice Requirements

Vendor should provide:

· Natural human-like voice

· Interrupt handling (barge-in)

· Context retention

· Sentiment detection

· Intent classification

· Noise cancellation

· Multi-turn conversations

Voice quality should be comparable to human tele-callers.



13. Compliance & Security

Mandatory compliance:

· IRDAI Guidelines

· DPDPA 2023

· ISO 27001

· SOC 2 Type II preferred

Requirements:

· Data encryption

· Audit logs

· Role-based access

· Consent management

· Call recording retention



14. SLA Requirements

		Parameter

		SLA



		Platform Availability

		99.9%



		API Response Time

		<2 Seconds



		Call Initiation Success

		>98%



		Dashboard Refresh

		<15 Minutes



		Incident Resolution (Critical)

		<4 Hours







15. Commercial Submission Format

Vendor should separately quote:

1. One-time implementation cost

2. Integration cost

3. Voice bot platform license

4. Per minute calling charges

5. AI processing charges

6. Support and AMC cost

7. Professional services cost



16. Success Metrics (Pilot & Production)

· Contactability Improvement from base line

· Renewal Collection Improvement from base line



17. Vendor Evaluation & Selection Criteria

The bidder selection shall be based on a combination of Technical Capability, Business Fitment, Functional Demonstration, Commercial Proposal, and Relevant Experience.



A. Technical Evaluation 

A1. Platform Capability

Evaluation Parameters:

· AI voice bot maturity

· Conversational AI capabilities

· Natural Language Understanding (NLU)

· Multilingual support

· Context retention across conversations

· Barge-in handling

· Sentiment analysis

· Scalability and concurrent call handling capacity



A2. Integration Capability

Capability to integrate with:

· CRS

· Dialler Platforms

· WhatsApp/SMS Gateways

· Oracle/SAS/Data Warehouse

Preference for API-first architecture.



A3. Security & Compliance

Assessment based on:

· DPDPA Compliance

· IRDAI Compliance

· ISO 27001 Certification

· SOC2 Certification

· Encryption Standards

· Audit Trail Capability

· Data Residency in India



A4. Analytics & Dashboard Capability

Evaluation of:

· Real-time dashboards

· Collection analytics

· AI-generated insights

· Call quality analytics

· Downloadable reports

· Self-service reporting



A5. Solution Architecture & Scalability

Assessment of:

· Cloud architecture

· High availability

· Disaster recovery

· Concurrent call capacity

· Future scalability

· Performance SLAs



B. Functional & Business Fitment

B1. Renewal Collection Use Cases

Ability to support:

· Premium reminders

· Grace period management

· ECS bounce recovery

· Revival campaigns

· Payment commitment tracking

· Payment link sharing

· Follow-up automation



B2. Human-Agent Collaboration

Capability for:

· Warm transfer

· Agent assist

· Call summaries

· Intelligent routing

· Escalation management



B3. Customer Experience

Evaluation through demo:

· Human-like interaction

· Response accuracy

· Handling interruptions

· Multiple language conversations

· Customer journey design



B4. Business Configurability

Business teams should be able to configure:

· Attempt strategy

· Follow-up logic

· Calling windows

· Campaign rules

· Dispositions

· Dashboards

without vendor intervention.



C. Relevant Experience & References 

C1. Insurance Industry Experience

Preference for vendors with:

· Life Insurance deployments

· Health Insurance deployments

· BFSI deployments



C2. Similar Scale Implementations

Assessment of:

· Annual call volume handled

· Number of customers managed

· Large-scale collections campaigns

· Renewal or premium collection use cases



C3. Client References

Vendor should provide:

· Minimum 3 reference customers

· At least 2 BFSI references

· Contact details for validation

The insurer reserves the right to conduct reference checks.



D. Innovation & Future Roadmap 

Assessment of:

· Generative AI capabilities

· Agent Assist features

· Predictive payment propensity models

· Voice biometrics

· WhatsApp AI agent integration

· Omnichannel orchestration

· Future product roadmap



E. Commercial Evaluation

Commercial bids shall be compared on Total Cost of Ownership (TCO) over a 3-year period.

Evaluation parameters:

· Implementation Cost

· Platform License Cost

· Per Minute Calling Cost

· AI Processing Charges

· Integration Cost

· SMS/WhatsApp Charges

· Annual Maintenance Cost

· Additional Professional Services Cost



Mandatory Qualification Criteria (Pre-Qualification Round)

Vendors must satisfy all the following conditions:

Organization

· Minimum 3 years in Conversational AI/Voice AI business.

· Positive net worth in last 2 financial years.

Experience

· At least 2 live enterprise Voice AI implementations.

· At least 1 implementation in BFSI preferred.

Security

· ISO 27001 certified.

· DPDPA compliance declaration.

· Ability to host data within India.

Product Maturity

· Production-ready Voice AI platform.

· Dashboard and reporting module available.

· API integration framework available.



Proof of Concept (POC) / Finalist Evaluation

Top 3–4 shortlisted vendors shall be invited for a POC using actual renewal use cases.

POC Success Criteria

· Intent recognition accuracy ≥ 90%

· Call summary accuracy ≥ 99%

· Successful transfer rate ≥ 99%

· System uptime ≥ 99.9%

· No critical compliance observations

· Renewal Collection >= Base line target
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