		
	                      	

                                                                                                       
                       		Request for Proposal






Request for Proposal – Managed Services for Renewals and Retention




[bookmark: _Toc85864414][bookmark: _Toc90354316]RFP Float Date: 9 July 2026 (Thursday)
Vendor Needs to submit the queries: 13 July 2026 (Monday)
INLIC will provide resolution on queries:  15 July 2026 (Wednesday)
Technical proposal to be submitted: 17 July 2026 (Friday)





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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* - 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: _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 “Managed 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


_________ Confidential		1
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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 – Managed Services for Renewals and Retention



INLIC invites proposal from service providers with experience in managed services for renewals and

retention with following capabilities; Outbound and Inbound contact center management, digital

communication engine (SMS and WhatsApp), AI based conversational platform with qualitative analysis and relevant dispositions, life insurance product experts for renewals and surrender retention, product

benefit configuration tool, cloud-based dialer and data management, business intelligence and analytics,

email management and chat bot services, hyper personalized multi-lingual content creation with UTM,

campaign management, video based interactive medium with co-browsing facility, remote access to client dashboard and reports, customized user interface and mobility solutions, API enabled service modules,

sentiment analysis with customer persona, customer journey engagement based on propensity model

and introduction of new products, skill-based resource mapping to cohorts, portfolio management with user tracking for receiving credit on closures, trend analysis and forecasting model, POC and scalability

model.



To operationalize the above scope and ensure outcome-driven delivery across renewal, surrender

Retention and customer engagement functions, the requirements are categorized into the following

Managed Service Themes.



		SN

		Managed Service Theme

		Description

		Key Areas 



		1

		Renewal Operations Management

		Interventions in end-to-end policy lifecycle management focused on renewal, revival and surrender retention, with emphasis in building long term customer value. 

		· Portfolio segmentation and cohort management

· Renewal, revival and surrender retention strategies

· Campaign planning and execution

· Collection tracking at policy and tele-caller level

· Portfolio performance monitoring via digital and voice 

· Renewal trend and efficiency 

· Workforce management (capacity planning and spread of success)







		2

		Omnichannel Customer Engagement & Experience Management

		Interventions in end-to-end management of customer interactions across voice and digital channels to deliver timely, consistent, and hyper personalized engagement throughout the policy lifecycle.

		· Outbound calling customer engagement

· Omnichannel customer engagement (Voice, WhatsApp, SMS, Email, Chatbot & Video)

· Video engagement and co-browsing

· Personalized multilingual communication

· UTM-enabled campaigns

· Propensity-driven customer journeys and introduction of new products

· Proactive Customer Reminder & Engagement Programs







		3

		AI-enabled Contact Centre Operations

		Cloud-based, AI-enabled contact centre designed to maximize renewal and retention outcomes through intelligent automation and operational optimization.

		· Cloud dialler and telephony platform

· Skill-based routing

· Predictive dialling optimization (based

on dispositions, time-slot intelligence; likelihood of customer answering, customer segment, re-attempt logic, policy premium stage; before due date, grace period, paid-up, etc and conversion probability

· AI voice bots and chatbots

· AI-powered real-time agent assist

· Sentiment analysis

· Automated quality monitoring (100%

interaction coverage) and training framework

· Intelligent interaction management (auto disposition, call tagging, audit trail & recording)

· Customized agent UI and mobility solutions







		4

		Renewal and Surrender Retention Experts

		Specialized insurance expertise focused on maximizing renewal conversion, reduce churn, revival, objection resolution, and long-term customer retention through consultative engagement.

		· Product expertise and benefit explanation

· Dedicated retention desk

· Revival specialists

· Policy servicing guidance

· Product configuration support

· Structured objection handling

· High-value customer intervention

· Advisor & Branch Collaboration







		5

		Technology, Data & Business Intelligence

		Integrated digital backbone enabling real-time data, analytics, predictive insights, and enterprise reporting across the customer lifecycle.

		· API-enabled system integration

· Data privacy, protection and lifecycle

Management

· Secure data transfer & integration

management 

· Business intelligence dashboards

· Regulatory compliance and audit readiness

· Propensity, patterns, trends, crawl graphs, heat maps and deviations across timeline

· Customer persona and journey analytics

· Tele-caller skill-based performance analytics

· Closed-loop model learning

· Secure remote dashboards and reporting

· Cloud infrastructure, information security & business continuity



		6

		Governance, Risk & Continuous Improvement

		Require governance framework ensuring business outcome delivery, continuous improvement, innovation, regulatory compliance, and scalable operating model evolution.

		• Governance cadence and review forums

· SLA / KPI governance

· Commercial governance framework

· Incident management

· Third-Party & Subcontractor governance

· Innovation roadmap and Proof of Concept (POC) delivery

· Process and automation improvements

· Information security, compliance & audit governance

· Scalability and business continuity planning











Please share a detailed note on delivery for the 6 themes mentioned above. 



Service Provider Name:   _______________________



Schedule A: Activity


1. Detailed Scope of Work



Activity: Renewal and revival of In-force, Paid-Up, Lapsed, and Discontinued policies through outbound tele-calling activities, including execution of special processes and establishment of a Level 2 Surrender Retention Desk to enhance policy retention and customer persistency.

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.



1.1 Infrastructure and Technology Business Requirements of INLIC Processes



1.1.1 Service Provider shall provide scalable, secure, ergonomically designed workstations with appropriate seating, equipment, work environment, and business-ready

infrastructure capable of supporting a minimum of 50 operational workstations, 

including all necessary employee facilities and designated workspace for INLIC 

representatives.

1.1.2 Operational workstation to comprise of PC Desktop / Laptop (CPU, USB Ports with access for only Headset, Voice Card, Keyboard, Mouse, Monitor, Optional Webcam for certain processes) and Binaural Noise Cancellation Headset.

1.1.3 All operating software in PC Desktop / Laptop must be licensed with anti-virus.

1.1.4 All browsers must be non-AI accessible and meet DLP (Data Leakage Protection)

guidelines.

1.1.5 Any access to URLs must obtain approval from INLIC prior installation in PC Desktop / Laptop for the process.

1.1.6 Submit results of VAPT (Vulnerability Assessment & Penetration Testing) to identify security vulnerabilities in an application, network, endpoint, and cloud on annual basis.

1.1.7 All downtime Service Logs and Service Tickets records related to INLIC processes must be maintained and produced at time of Audits by INLIC team.

1.1.8 Server room storing INLIC processes dataset and voice files must be accessed by

authorized personnel and visit log maintained for Audits by INLIC team.

1.1.9 Dialer applications must be at Vendors location and not accessible by external links

(exception for cloud infrastructure) as it stores customer contact and other sensitive

information so relevant licensed firewall must be setup for cyber security.

1.1.10 All customer data tables, and Voice files must be stored and have a server backup till

purged as per INLIC policy.

1.1.11 Active Directory must be for only Vendors employees who are responsible for the

operations of INLIC processes with no access to printers or emails.

1.1.12 Folder Access on server must be for only Active Directory Users assigned to INLIC

Process. 

1.1.13 All user access and levels must be allowed only post approval via email

communication from INLIC team.

1.1.14 All IT Infrastructure naming a few like Routers, Switch, PC Desktop / Laptop and Servers must be owned by Vendor (except for dialer). No rental setup permitted for INLIC processes including Software licenses.

1.1.15 Main Door Access to INLIC process workstations area must be equipped with

Biometric / RFID Access for each assigned employee.

1.1.16 Auto Dialer / Predictive Dialer with Progressive / Manual mode must have a capability

of dialing customers at caller level portfolio, Missed Call routing queue, auto

assignment and supervisor re-assignment feature, WhatsApp API feature, API with

INLIC Application (e.g. CRS), Supervisory level access to reports on real time basis, Live Call barging, Three-way conference, Call transfer and recording facility with various key fields search options. Dialer must meet the standards required to execute campaigns and customized for requirement of the process. Dialer management

desktop access is restricted and meets INLIC standards.

1.1.17 The dialer must support secured remote call barge-in and monitoring for INLIC

supervisors. 

1.1.18 The dialer must record audit trails and call logs for each interaction.

1.1.19 Voice recording must have the feature of converting the files to INLIC required

compact versions and stored for the period specified by INLIC policy.

1.1.20 All the premise area including server room must be under CCTV surveillance with

storage feature.

1.1.21 Fire Exit Policy and Infrastructure for safety purposes.

1.1.22 Flexibility to operate from alternate location in emergency e.g. like in COVID19

situation the Tele callers and TLs were able to continue operations through call

connect to their mobile phones or PC Desktop / Laptop with disabled USB ports installed in their homes with restricted access to customer policy details, websites

with no installation / download rights of any updates or uploading any files or 

screenshots and no access to printers, fax machine, video and messaging apps, email applications (example; Google, Outlook etc.), browser-based file transfer tools.



[bookmark: _Hlk182994154]BUSINESS CONTINUITY MANAGEMENT:



[bookmark: _Hlk172122281]Vendor shall have an established business continuity / disaster recovery framework that addresses the preparations which are necessary to identify the impact of potential losses arising from an emergency or a disaster. This framework is based on the provisions for Work from Home (WFH) arrangements as a Business Continuity Plan (BCP), utilizing Virtual Desktop Infrastructure (VDI) Customer Retention system application API, other key applications required to perform the service and provided by INLIC.



Upon the occurrence of any such unforeseen disaster (which disrupts the functioning of INLIC in lieu of the Services provided by the Vendor, causing loss of business opportunities and / or monetary and such interruption that exceeds the functioning of INLIC) by the Vendor, the Vendor shall have a back-up plan for smoothly functioning of the Services. This plan shall prioritize WFH solutions, leveraging VDI Customer Retention system application API to maintain service delivery and ensure a smooth transition for all relevant personnel.



In such an event, the Vendor shall develop and keep current, a formal business continuity plan (“BCP”) which details strategies for response to and recovery from a broad spectrum of potential disasters that could disrupt operations, timely delivery and the provision of the Services required pursuant to this Agreement. The Vendor shall also include in the BCP backup procedures for disaster recovery to ensure continued operation and under the

provision of the Services to this Agreement.



1.2 Delivery of Services to INLIC



1.2.1 Calling Customers for Renewal/ Revival: Contact INLIC customers with in-force, lapse, paid-up and discontinued policies to provide them with relevant information and

address their queries.

1.2.2 Calling Customers for Surrender Retention: Contact INLIC customers who have

initiated surrender requests for policies within the revival period and the

premium paying term (PPT) is not yet completed, and were not retained through Level 1 retention efforts by INLIC’s Branch Operations. Engage with customers to address concerns, communicate policy benefits and available alternatives, and make best efforts to retain the policy, thereby reducing surrenders.

1.2.3 Due Date and Premium Reminders: Proactively remind customers of upcoming due

dates, premiums, and other essential relevant information through the API based INLIC Applications (e.g. Customer Retention System; CRS).

1.2.4 Renewal Payment Options: Inform customers about various renewal payment options and guide the customer online wherever required for payment ensuring a seamless and convenient experience.

1.2.5 Identification and Segmentation: Identify and segment the policyholders based on

product type, demographic of policyholder, age, risk commencement date and other

variables shared by INLIC team for designing a campaign to meet required targets and introduction of new products.

1.2.6 Lapse and >12 Months Lapse Calling: Implementing processes to address lapse and >12 Months lapse cases effectively with reaching out to customers for fulfilment of Online DGH (Declaration of Good Health) for lapse cases >6 Months from Premium Due Date and close looping till reinstatement of policy.

1.2.7 Customer Feedback Management: Feedback is valuable; Diligently collect and update all customer feedback in the INLIC application (e.g. Select relevant dispositions in CRS) for continuous improvement.

1.2.8 Follow-up and Escalation: In cases where policyholders’ express concerns, request

changes, or require additional information, promptly follow up and escalate any issues to the appropriate departments within INLIC. The aim is to ensure all customer queries and requests are recorded in the INLIC application (for example, CRM/CRS) and are addressed promptly and effectively until the loop is closed.

1.2.9 Bank Account Updating: Inform customers to update their bank account as per INLIC policy.

1.2.10 Target Achievement: Vendor’s team must meet the mutually agreed monthly targets, ensuring consistent performance throughout the fiscal year

1.2.11 ECS Bounce Recovery: Implementing an effective process for the recovery of ECS bounce cases by contacting customers within agreed TAT for renewals.

1.2.12 e – NACH Registration: Facilitating ENACH / INSTA registration for policies without ECS registration or change in registered bank details to customers for hassle-free 

transactions in future as per INLIC policy. 

1.2.13 SR Creation in CRM: Timely creation of Service Requests (SR) in CRM or Transfer of call to INLIC Customer Care service desk for addressing customer queries promptly.

1.2.14 Branch Support: Sharing information and status of calling with branches to receive

support and coordination in contacting customers for renewals / revivals.

1.2.15 Active Advisor Intimation: Keep advisors informed and engaged in the process of

renewal / revival wherever the customer is not contactable or sensitive cases.

1.2.16 Monthly Payment Mode Uncollected Calling: Ensuring priority calling for all bounce cases of monthly mode within stipulated agreed TAT.

1.2.17 Call Auditing / Quality: Regular auditing of calls in accordance with agreed Service Level Agreement (SLA), sampling, calibration methodology and templates shared by INLIC with remedial action plan.

1.2.18 Performance Management System (PMS): Implementing PMS for Tele callers, Team

Leaders, and Process Managers as per INLIC's Key Performance Indicators (KPIs). PIP

(Performance Improvement Plan) will be part of PMS.

1.2.19 Rewards and Recognition Program: Instituting a monthly incentive program to 

acknowledge and reward outstanding performance in respective processes by

Vendor.

1.2.20 Dialer CRM Improvisation: Continuously improving the Dialer CRM for enhanced

efficiency in campaign management.

1.2.21 Skip Tracing: Using INLIC CRM, social media, and public directories for skip tracing in

cases where customers are non-contactable as per mutually agreed methodology and third-party engagement, if any.

1.2.22 Multichannel Communication and Customer Journey Design: Implementing Voice 

SMS, Text SMS, WhatsApp communication, social media, email management, and

managing missed and return calls to design a seamless customer journey with prior

approvals from INLIC as per mutually agreed methodology and third-party

engagement, if any.

1.2.23 Reports: Vendor to utilize advanced software to maintain a separate track of various metrics and customer interactions. E.g. All Reports to be automated and shared with INLIC team which must cover all the required SLA metrics, KPIs and analysis related to trends, measure the effectiveness of campaigns, and make data-driven decisions to enhance overall performance.

1.2.24 Comply with Data Purging Policy of INLIC



2. Turn Around Time



All Targets managed and measured as follows:



1. 

2. 

2.1 INLIC provides monthly targets at policy level at the beginning of each month.

2.2 All targets are assigned to each tele-caller at policy level.

2.3 Incentive slab and rewards and recognition are provided by INLIC for the month.

2.4 Vendor to roll out incentive program and rewards and recognition for the month.

2.5 Daily Dialer tracking for Dials, Connects, Ring Time, Talk Time, Wrap Time and Inter-

transaction time including Wait time measured as per agreed SLA / KPI with INLIC.

2.6 Input tracking on Attempts, Spoken, Interested, Not Interested, Call Back and Non-

Contactable are measured with Day on Day Target provided by INLIC.



3. Roles and Responsibilities



3.1 Obligation of Vendor: Vendors must ensure compliance, background check of employees 

assigned to INLIC processes, PMS and HR policy abiding by the state and country laws on labor act, POSH, Career Growth, IJP, Annual Performance Appraisal, Attrition Management, Training

and Achieving Monthly Targets.

3.2 Tele-caller must be able to understand (read & write) English and conversant.

3.3 Maintain Span Control of Supervisors / Support Staff to Tele callers:



		Supervisory/ Support

		Span Control of Tele callers

		Responsibilities



		

Team Leader

		

1:15

		Supervising and providing support to a team of 15 tele-callers, achieving team targets, conducting call audits, and facilitating training sessions.



		

Process Trainer

		

1:75

		Provide induction along with HR, followed with Process Training new recruits up to OJT post certification from INLIC. Also, manage current on call Tele callers’ refresher and special soft skill training to improve efficiency.



		

Process Manager

		

1:75

		Overseeing and optimizing tele calling processes, managing team leaders, ensuring efficiency and quality in operations along with achieving targets.



		

MIS, Analytics & Report Automation

		

1:100

		Managing and analyzing data, generating reports, and automating processes for a team of 100 tele callers.



		

Software Developers (CRM API, etc.)

		



1:100

		Developing and maintaining software solutions, including CRM and API integration, to support the tele calling operations as per mutually agreed methodology and third-party engagement, if any.



		

Dialer, Campaign & Telecom Manager

		



1:100

		Managing dialer systems, planning, and executing tele calling campaigns, and overseeing telecom infrastructure for a team of 100 tele callers.







3.3.1 This structure aims to provide a clear hierarchy and distribution of responsibilities to ensure effective management and support for the tele-calling team.

3.3.2 HR and ER to be vigilant of the tele-caller attrition. Preparing and sharing performance and intent to stay / job stability reports with INLIC.



4. Escalation Matrix 



4.1 For INLIC

		Name

		Designation

		Email ID

		Contact Details



		

		

		

		



		

		

		

		



















4.2 For Vendor

		Name

		Designation

		Email ID

		Contact Details



		

		

		

		



		

		

		

		



















5. General Conditions of Services



5.1 The Vendor shall ensure the quality and reliability of the services rendered herein. 

5.2 The Vendor shall ensure to keep the deliverables under this Agreement within the specified

Turn-Around-Time (TAT).



Schedule B: Assessment of Profile

        Financial Statements of last 3 years:



		Financial Parameters                                                                                           (Amt in INR in Hundreds)



		Sr. No.

		Particulars

		31st March 2026 

		 31st March 2025

		 31st March 2024 



		1

		Share Capital

		

		

		



		2

		Revenue from Operations

		

		

		



		3

		Fixed Assets

		

		

		



		4

		Borrowings [Short Term]

		

		

		



		5

		Provisions [Short Term]

		

		

		



		6

		Reserves & Surplus

		

		

		



		6

		Employee Cost/Salaries

		

		

		



		7

		PAT

		

		

		







         Attach balance sheets for the last three financial years.





Schedule C: Data Privacy Addendum



Comply with the Data Privacy Act.

INLIC_SOW: Managed Services for Renewals and Retention
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