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Request for Proposal – Cloud Dialler Vendor Services for Renewals and Retention




[bookmark: _Toc85864414][bookmark: _Toc90354316]RFP Float Date: 31 July 2026 (Friday)
Vendor Needs to submit the queries: 04 Aug 2026 (Tuesday)
INLIC will provide resolutions on queries: 06 Aug 2026 (Thursday)
Technical proposal to be submitted: 10 Aug 2026 (Monday)





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 is a leading private life insurance company in India, committed to helping individuals and families plan, protect, and build their financial future. Blending IndusInd Capital’s heritage of progress with Nippon’s global vision of trust and innovation, we bring together the best of India and the world to secure every future.
[bookmark: _Toc109221880]2) Purpose
The purpose of this RFP is to inform potential Vendors of a business opportunity and to solicit
proposals for “Cloud Dialer Vendor Services for Renewals and Retention”. 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 




[bookmark: _Toc109221882]4) Company’s Obligations		
The submission and receipt of proposals do 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				:	Vaibhav Chandrakant Redij
Landline / Mobile Number	:	+91-8108444026
Email Id			: 	Vaibhav.Redij@indusindnipponlife.com

Name				:	Sandeep Singh Kaura 
Landline / Mobile Number	:	+91-9920141903
Email Id			: 	Sandeepsingh.Kaura@indusindnipponlife.com
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Vendor Questionnaire 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 IIHL Group companies (IndusInd International Holdings Limited). 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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IndusInd Nippon Life Insurance: Scope of Work – Cloud Dialer Vendor Services for Renewals and Retention


INLIC invites proposal from service providers with experience in providing, implementing, supporting and maintaining cloud-based contact center solutions for customer retention, policy renewal, and service engagement campaigns.



The proposed solution should provide an enterprise-grade outbound and inbound contact center platform with integrated dialing capabilities, agent and supervisor interfaces, campaign management, analytics, quality monitoring, telephony infrastructure, system integrations, omnichannel engagement and AI-enabled capabilities(optional). The solution should enable improved operational productivity, enhanced customer engagement, effective monitoring, regulatory compliance, data-driven decision-making through robust reporting, analytics. It should be scalable, secure, compliant, and resilient enterprise

platform.



To operationalize the above scope and ensure outcome-driven the requirements are categorized into the following themes.



		SN

		Theme

		Key Capabilities 

		Business Outcome



		1

		Customer Engagement & Omnichannel Experience

		Outbound Dialling, Inbound Contact Center, IVR, Skill-based Routing, WhatsApp, SMS, Email, Web Chat, Mobile Notifications, Customer Journey Orchestration

		Higher customer retention, renewals, collections effectiveness, and improved customer experience





		2

		Agent Productivity & Campaign Management

		Agent Desktop, Click-to-Call, Lead Prioritization, Campaign Management, Follow-ups, Supervisor Console, Real-time Monitoring, Workforce Management

		Increased agent productivity, improved campaign efficiency, reduced operational effort







		3

		AI, Analytics & Quality Management

		Reporting & Dashboards, Call Recording, Quality Monitoring, Speech Analytics, Chatbots, Voice bots, Agent Assist, Generative AI, Sentiment Analysis

		Better decision-making, quality assurance, automation, and conversion performance



		4

		Technology, Integration & Governance

		Cloud Contact Center Platform, Telephony Infrastructure, CRM/PAS Integrations, APIs, Security Controls, Compliance, High Availability, DR, SLA Management

		Scalable, secure, compliant, and resilient enterprise platform









Please share a detailed note on delivery for the 4 themes mentioned above. 



Service Provider Name:   _______________________



Schedule A: Activity


1. Detailed Scope of Work



Activity: Implementation, configuration, support, and maintenance of a cloud-based outbound and inbound contact center platform to enable customer retention, policy renewal, revival, service campaigns and customer engagement activities through integrated dialing, omnichannel
communication, analytics, and AI-enabled capabilities (optional).

The Service Provider shall design, deploy, configure, integrate, operate and support an enterprise-grade cloud contact center solution comprising outbound dialler, inbound contact center, agent desktop, supervisor workbench, campaign management, reporting and analytics, quality monitoring, call recording, telephony infrastructure, API integrations, omnichannel engagement capabilities and AI-enabled features.

Note: Services mentioned in this section is subject to change based on business requirements of INLIC during the tenure of the agreement. Service Provider must comply to the change in business requirements to deliver as per expected SLAs and timeline which will be mutually agreed prior execution. Service Provider must adapt to market dynamics, change to government regulations, and remain competitive to meet business requirements.



2. Functional Requirements and Platform Capabilities



1. 

2. 

2.1 Outbound Dialing: 



2.1.1 Predictive Dialing

2.1.2 Progressive Dialing

2.1.3 Preview Dialing

2.1.4 Power Dialing

2.1.5 Manual Dialing

2.1.6 Click-to-Call

2.1.7 Auto Redial

2.1.8 Scheduled Callbacks



2.2 Campaign Capabilities



2.2.1 Multiple concurrent campaigns

2.2.2 Skill-based campaign allocation

2.2.3 Lead prioritization

2.2.4 Retry management

2.2.5 Calling window management

2.2.6 Disposition management

2.2.7 Time-scheduled based dialing

2.2.8 Suppression and Do-Not-Call management



2.3 Inbound Contact Center



2.3.1 IVR

2.3.2 Skill-based routing

2.3.3 Queue management

2.3.4 Overflow routing

2.3.5 Callback requests

2.3.6 Agent transfer

2.3.7 Conference calling

2.3.8 Priority customer routing



2.4 Agent Desktop



2.4.1 Single sign-on

2.4.2 Customer information pop-up

2.4.3 Click-to-dial

2.4.4 Call dispositioning

2.4.5 Follow-up scheduling

2.4.6 Call history

2.4.7 Script management

2.4.8 Knowledge-base access

2.4.9 Productivity dashboard

2.4.10 Supervisor Assist

2.4.11 Three-way conference



2.5 Supervisor Workbench



2.5.1 Real-time monitoring

2.5.2 Agent performance tracking

2.5.3 Live dashboard

2.5.4 Campaign monitoring

2.5.5 Whisper coaching

2.5.6 Call barging

2.5.7 Call monitoring

2.5.8 Remote barge in

2.5.9 Workforce productivity reports



2.6 Omnichannel Requirements



2.6.1 Digital Channels



2.6.1.1 SMS Journey

2.6.1.2 WhatsApp Business

2.6.1.3 Email Engine

2.6.1.4 Web Chat

2.6.1.5 Mobile App Notifications

2.6.1.6 Co-browsing

2.6.1.7 Social Engines



2.6.2 Capabilities

2.6.2.1 Unified customer interaction history

2.6.2.2 Campaign orchestration

2.6.2.3 Automated reminders

2.6.2.4 Renewal communications

2.6.2.5 Payment reminders

2.6.2.6 Customer engagement workflows



2.7 AI & Automation Requirements (Optional)



2.7.1 Chatbot

2.7.1.1 Customer servicing

2.7.1.2 Renewal support

2.7.1.3 Lead capture



2.7.2 Voice Bot

2.7.2.1 Automated outbound calls

2.7.2.2 Inbound call support

2.7.2.3 Payment reminders

2.7.2.4 Renewal and retention campaigns



2.7.3 Agent Assist

2.7.3.1 Real-time recommendations (outbound and inbound)

2.7.3.2 Automated call summaries

2.7.3.3 Knowledge suggestions



2.7.4 Speech Analytics

2.7.4.1 Sentiment indicators

2.7.4.2 Keyword detection

2.7.4.3 Compliance monitoring

2.7.4.4 Conversation insights (Voice Transcriptions and Scoring)







2.7.5 Generative AI

2.7.5.1 Call summarization

2.7.5.2 Conversation intelligence for Agent Assist

2.7.5.3 Agent productivity enhancement





3. Integration Requirements



The platform should integrate with:



3. 

3.1 Core Systems



3.1.1 CRM

3.1.2 Policy Administration System

3.1.3 Collections System

3.1.4 Customer Data Platform

3.1.5 Data Warehouse



3.2 Communication Systems



3.2.1 SMS Gateway

3.2.2 WhatsApp BSP

3.2.3 Email Server



3.3 Integration Standards



3.3.1 REST APIs

3.3.2 Web Services

3.3.3 Secure APIs

3.3.4 Event-based integrations

3.3.5 Batch interfaces

3.3.6 Vendor shall clearly specify:

3.3.6.1 Available APIs

3.3.6.2 Integration effort

3.3.6.3 Integration timelines

3.3.6.4 Integration dependencies



4. Infrastructure Requirements



Vendor shall provide 



4. 

4.1 Hosting 



4.1.1 Public Cloud

4.1.2 Private Cloud

4.1.3 Hybrid Cloud



4.2 Requirements



4.2.1 High Availability

4.2.2 Auto-scaling

4.2.3 Disaster Recovery

4.2.4 Backup Management

4.2.5 Business Continuity



Availability: Target platform uptime = 99.9% or higher



5. Information Security & Compliance



5. 

5.1 Vendor must comply with 



5.1.1 ISO 27001

5.1.2 SOC Compliance (if applicable)

5.1.3 RBI Guidelines (where applicable)

5.1.4 IRDAI Guidelines (where applicable)

5.1.5 DPDP Act requirements

5.1.6 Data encryption in transit and at rest



5.2 Security Controls



5.2.1 Role-based access control

5.2.2 Multi-factor authentication

5.2.3 Audit logs

5.2.4 Vulnerability management

5.2.5 Security monitoring





6. Recording & Storage



6. 

6.1 The solution should support 



6.1.1 100% call recording

6.1.2 Quality Monitoring Tool

6.1.3 Search and retrieval

6.1.4 Screen recording (optional)

6.1.5 Voice storage

6.1.6 Archival capability

6.1.7 Data retention policies

6.1.8 Vendors to specify 

6.1.8.1 Storage model

6.1.8.2 Retention period







7. Reporting & Analytics



Provide standard and custom reports including:



7. 

7.1 Operational Reports

7.1.1 Calls attempted

7.1.2 Calls connected

7.1.3 Talk time

7.1.4 Agent productivity

7.1.5 Queue performance



7.2 Business Reports



7.2.1 Renewal conversion

7.2.2 Retention rate

7.2.3 Collection efficiency

7.2.4 Customer contact rate



7.3 Dashboards



7.3.1 Real-time

7.3.2 Historical

7.3.3 Exportable reports

7.3.4 Scheduled reporting



8. Implementation Scope



8. 

8.1 Vendor responsibilities:

8.1.1 Solution design

8.1.2 Configuration

8.1.3 Telephony setup

8.1.4 Number provisioning

8.1.5 Integration development

8.1.6 User testing support

8.1.7 Training to users and administrators

8.1.8 Go-live support

8.1.9 Hypercare support

8.1.10 Escalation Matrix with SLA



8.2 Deliverables



8.2.1 Solution Design Document

8.2.2 Configuration Document

8.2.3 Integration Document

8.2.4 Test Cases

8.2.5 Training Material

8.2.6 User Manuals

8.2.7 Operations Manual



9. Support & Managed Services



Vendor shall provide:



9. 

9.1 Service Desk

9.1.1 L1 Support

9.1.2 L2 Support

9.1.3 L3 Support



9.2 Support Coverage



9.2.1 Business Hours Support

9.2.2 Extended Business Hours

9.2.3 24x7 Support (Preferred)



9.3 Incident Management



		Severity

		Response Time

		Resolution Time



		Critical

		XX Minutes

		X Hours



		High

		XX Minutes

		X Hours



		Medium

		X Hours

		XX Hours



		Low

		X Business Day

		X Business Days









10. Service Level Agreements (SLAs)



Vendor shall commit to:



10. 

10.1 99.9% Platform Availability

10.2 Dialer Availability

10.3 API Availability

10.4 Reporting Availability

10.5 Incident Resolution SLA

10.6 Change Request SLA



Applicable SLA credits should be proposed.



Schedule C: Vendor Response Format





11. 

12. 

Vendor shall provide:

1. Company Profile

2. Relevant BFSI Experience preferred

3. Similar Implementations

4. Proposed Solution Architecture

5. Functional Compliance Matrix

6. Integration Approach

7. Implementation Plan

8. SLA Commitment

9. Assumptions, Risks & Exclusions

10. Scalability 

INLIC_SOW: Cloud Dialer Vendor Services for Renewal and Retention
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