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[bookmark: _Toc204549463][bookmark: _Toc214294275]Invitation to Bid
1. High Commission of Pakistan, London invites sealed bids from eligible service providers for the provision, implementation, operation and support of an AI Voice Agent, Website Chat Agent, Ticketing and Complaint Management Dashboard. The solution will handle general inquiries, FAQs, tickets and complaints relating to NADRA, Visa, Attestation, Police Character Certificate (PCC) and Passport services. Details are provided in these Bidding Documents.

2. The Bidding shall be conducted in line with Pakistan Public Procurement Rules (PPR) Rule 36 (b) Single Stage - Two Envelope procedure. Biding documents as per regulations, containing detailed terms and conditions, specifications and requirements etc. are available at www.phclondon.org 
3. The method of selection shall be Quality and Cost Based Selection (QCBS). The relevant details as well as those related to the Pre-Bid meetings are enclosed in the Bidding documents.
4. [bookmark: _GoBack]Each bid shall include the Bid Security Declaration or instrument specified in the Bid Data Sheet. Any monetary bid security shall not exceed GBP 50.00 and shall be submitted by the stated deadline.
5. The bids must be submitted on or before [BID SUBMISSION DATE] at [SUBMISSION TIME] British Time. Bids will be opened on the same day at [OPENING TIME]. If the bid opening date falls on a public holiday, the bids will be opened on the next working day at the same time.
[bookmark: _Toc214294276]SECTION – I:	 INSTRUCTIONS TO BIDDERS
Introduction
1 Scope of Bid
1.1 High Commission of Pakistan, London having its principal place of business as defined in Bid Data Sheet (BDS), (hereinafter called “High Commission”) invites Bids for the Services summarized in the BDS (hereinafter referred to as “the Services”), at the Building and other areas specified in the BDS (hereinafter referred to as Premises).
1.2 Bidders must quote for the complete scope of services. Any Bid covering partial scope of Services will be declared non-responsive. The procurement title, reference number, method and procedure are specified in the BDS.
1.3 The procurement title, reference number, method and procedure are specified in the BDS. It is Single Stage Two Envelopes (two separate clearly labelled envelopes with Technical Bid and Financial Bid) and Quality and Cost Based Selection (80% for Quality and 20% for Cost). 
2 Eligible Bidders
2.1 Except as provided in Instructions to Bidders (ITB) Clauses 2.3, 2.4 and 2.5, this bidding process is open to all UK-based and duly registered companies/service providers who meet the qualification criteria set forth in the Bidding Documents. Any bid submitted without such documentary evidence shall be rejected as non-responsive.
2.2 Joint Ventures and Consortiums OR Sub letting shall not be permitted to submit the bid.
2.3 Any Bidder who is already engaged by the High Commission for providing consultancy services related to the above procurement (if applicable) will not be eligible for bidding.
2.4 A bidder declared ineligible for corrupt and fraudulent practices under Rule 19 of Public Procurement Regulation Authority (PPRA) Rules-2004, shall not be permitted to submit the bid. The bidder must not be blacklisted by any Federal or Provincial Government Department of Pakistan or UK , National Counter Terrorism Authority (NACTA), Agency, Organization, or Autonomous Body anywhere in Pakistan and/or UK.
2.5 A bidder who has been declared blacklisted or debarred by the UK Government, international organization, or other relevant foreign institutions shall be treated as blacklisted and debarred from participating. Any bidder who has violated the law of any country and/or recorded in any sanction list will not be eligible to participate in the bidding/procurement process.
2.6 Bidders shall provide evidence of their continued eligibility to the satisfaction of the High Commission upon request.
2.7 Bidder must meet all the qualification criteria as defined in Bidding Documents.
3 Qualification of the Bidder
3.1 All bidders shall provide Form of Bid and Qualification Information, as required in BDS.
3.2 To qualify for the award of the Contract, bidders must meet the mandatory evaluation criteria, as specified in the Bidding Documents.
4 One bid per bidder
4.1 Each Bidder shall submit only one Bid individually.
4.2 A bidder who submits or participates in more than one bid will be disqualified.
5 Cost of Bidding
5.1 The Bidder shall bear all costs associated with the preparation and submission of its bid, and the High Commission, in no case, be held responsible or liable for those costs, regardless of the conduct or outcome of the bidding process.
Bidding Document
6 Contents of the Bidding Documents
6.1 The given contents of the Bidding Documents subscribe to Rule 23 of PPR 2004. These should be read in conjunction with any addendum issued under ITB :
6.1.1 Invitation to Bids.
6.1.2 Instructions to Bidders (ITB)
6.1.3 Bid Data Sheet (BDS)
6.1.4 Form of Bid
6.1.5 Form of Contract
6.1.6 General Conditions of Contract (GCC)
6.1.7 Special Conditions of Contract (SCC)
6.1.8 Description of Services
6.1.9 Bid Evaluation Criteria
6.1.10 Format of Security Forms
6.2 Bidders are expected to examine all instructions, forms, terms, specifications, and other information in the Bidding Documents.
6.3 Failure to furnish all information required by the Bidding Documents or to submit a bid not substantially responsive to the Bidding Documents in every respect will be at the Bidder’s risk and may result in the rejection of its bid.
7 Clarification of Bidding Documents and Pre-bid Meeting
7.1 A prospective Bidder requiring any clarification of the Bidding Documents may approach the High Commission for clarification of the Bidding Documents that it receives no later than three (03) days before the deadline of submission of bids. 
7.2 Under the provision of Rule 48 of PPR 2004, if a Bidder feels that any provision in the documents is contrary to the provisions of procurement regulatory framework, such issues should be raised as soon as possible. Any party may file its written complaint against the eligibility parameters, evaluation criteria, or any other terms and conditions prescribed in the Bidding Documents, if found contrary to the provisions of the procurement regulatory framework, the same shall be addressed by the Grievance Redressal Committee (GRC) well before the Bid submission deadline. The details of GRC is given on the PPRA website: http://www.ppra.org.pk.
7.3 As specified in the BDS, the High Commission will organize one (01) pre-bid meeting at the High Commission of Pakistan, London on [PRE-BID MEETING DATE] at [TIME]. The meeting will clarify questions relating to the Bidding Documents and Technical Requirements. Any modification arising from the meeting shall be made through an Addendum.
8 Amendment of Bidding Documents
8.1 At any time before the deadline for submission of bids, the High Commission, for any reason, either at its initiative or in response to a clarification requested by a prospective Bidder, amend the Bidding Documents. Such amendments shall take precedence over the existing document.
8.2 Any addendum issued including the notice of any extension of deadline shall be part of the Bidding Documents pursuant to ITB 8.1 and shall be communicated to all the bidders.
8.3 Provided that the bidders who had already submitted their bids to the High Commission prior to the issuance of any such addendum shall have the right to withdraw the already submitted bid(s) and to submit the revised bid(s) prior to the original or extended bid-submission deadline.
8.4 The addendum will be binding on Bidders. It will be assumed that the amendments contained in such Addendum will have been taken into account by the Bidder in its bid.
8.5 To provide prospective Bidders with reasonable time to take the amendments into account in preparing their bids, the High Commission may, at its discretion, extend the deadline for the submission of bids consistent with the provision of Rule 27 of PPR 2004.
Preparation of Bid
9 Language of the Bid
9.1 The bid prepared by the bidder and all correspondence and documents relating to the Bid, exchanged by the bidder and the High Commission shall be written in the English; provided that any printed literature furnished by the bidder in another language as long as accompanied by an  English translation of its pertinent passages in which case, for purposes of interpretation of the Bid, the English translation shall  govern the relation between the parties.
10 Documents Comprising the Bid
10.1 The bid submitted by the Bidder shall comprise the following: 
10.1.1 Forms for Technical Bid as given in ITB
10.1.2 Documents related to Minimum Eligibility/Qualification Criteria under Section IV
10.1.3 Forms for Financial Bid as given in ITB
10.1.4 Bidding Documents (in original) duly signed and stamped on each page / sheet by the authorized representative
10.1.5 Bid Security Declaration or instrument, where required, subject to a maximum of GBP 50.00
10.1.6 Power of Attorney as given in ITB
10.1.7 Any other documents/details required to be completed and submitted by bidders, as specified in the Bid Data Sheet.
11 Bid Prices
11.1 The Bidder shall quote rates and prices for all items of the Services described in the scope of services, and as listed in the Price Schedule. All prices should be quoted in Great British Pound.
11.2 All duties, taxes, liabilities including overheads, transportation charges etc. and other levies payable by the Bidder under the Contract, or for any other cause shall be included in the total Bid price submitted by the Bidder. Any additional tax, levies, duties, or modification in the existing rates of tax and other applicable laws on subject matter imposed during the pendency of this contract shall be adjusted in the contract price by both parties. The exemption in Taxes will only be allowed against an Exemption Certificate issued by the respective Department.
11.3 General Conditions of Contract and/or Special Conditions of Contract: If provided for in the Bid Data Sheet, the rates and prices quoted by the Bidder shall be subject to adjustment during the performance of the Contract in accordance with and the provisions of the General Conditions of Contract and/or Special Conditions of Contract.
12 Currencies of Bid and Payment
12.1 The price shall be quoted by the Bidder and the payments to be made by the High Commission would be in GBP.
13 Bid Validity
13.1 Bids shall remain valid for the period of 04 months (120 days) from the date of Publishing the advertisement.
13.2 If PHC requests an extension of bid validity, the request and the bidder’s response shall be made in writing. A bidder may refuse the extension and withdraw its bid without financial penalty. A bidder accepting the extension shall not otherwise modify its bid.
14 Bid Security
14.1 Any monetary bid security required for this procurement shall not exceed GBP 50.00.
14.1.1 The bidder shall submit the Bid Security Declaration or approved instrument by the bid-submission deadline.
14.1.2 A bid that omits a mandatory Bid Security Declaration or required instrument may be treated as non-responsive.
14.1.3 Any monetary bid security shall be returned to unsuccessful bidders after conclusion of the procurement process.
14.1.4 The successful bidder’s monetary bid security shall be returned after execution of the Contract. No separate performance guarantee or performance security shall be required.
14.1.5 
14.1.6 
14.1.7 
14.1.8 
14.2 
14.2.1 
14.2.2 
14.2.3 
14.2.3.1 
14.2.3.2 
15 Format and Signing of Bid
15.1 The Bidder shall prepare only one bid as specified in the BDS.
15.2 The original bid shall be typed or written in permanent ink and shall be signed by a person or persons duly authorized to sign. This shall be indicated by submitting a written Power of Attorney authorizing the signatory of the bidder to act for and on behalf of the bidder. The authorization must be in writing and included in the bid. The name and position held by each person signing the authorization must be typed or printed below the signature. The person or persons signing the bid shall initial all pages of the bid, except for the un-amended printed literature. All Schedules to Bid are to be properly completed and signed.
15.3  No alteration is to be made in the Form of Bid except in filling up the blanks as directed. If any alteration is made in the Form of Bid or any other part of Bidding Documents, or if these instructions be not fully complied with, the bid may be rejected.
15.4 In accordance with ITB Bids shall be submitted manually through in-person appearance at the High Commission’s given address.
15.5 The bid shall contain no interlineations, erasures, or overwriting, except to correct errors made by the Bidder, in which case such corrections shall be initialed by the person or persons signing the bid.
Submissions of Bids
16 Bids Submission Procedure
16.1 The Bidder shall submit the original bid in-person at the High Commission of Pakistan at 34-36 Lowndes, Square London, SW1X 9JN. 
17 Deadline for Submission of Bids
17.1 Bids must be submitted no later than [BID SUBMISSION DATE] at [SUBMISSION TIME] British Time at the address specified in the BDS. Bids submitted through telegraph, telex, fax or email shall not be considered unless PHC expressly amends the submission method. Any required Bid Security Declaration or instrument, capped at GBP 50.00, must be submitted by the same deadline.
17.2 The High Commission may extend the deadline for submission of bids by issuing an amendment under ITB, in which case all rights and obligations of the High Commission and the bidders previously subject to the original deadline will then be subject to the new deadline.
18 Late Bids
18.1 Any Bid received by the High Commission after the deadline prescribed in ITB shall be rejected.
19 Withdrawal of Bids
19.1 The High Commission will open all bids in public, in the presence of Bidder's representatives who will choose to attend, at the time, on the date, and at the place specified in the BDS.
19.2 The bidders’ representatives shall sign an attendance sheet as proof of their participation.
20 Bid Opening
20.1 The High Commission will open all bids in public, in the presence of Bidder's representatives who will choose to attend, at the time, on the date, and at the place specified in the BDS.
20.2 The bidders’ representatives shall sign an attendance sheet as proof of their participation.
21 The process to Be Confidential
21.1 The disclosure of information relating to the examination, clarification, evaluation, comparison of bids and recommendations for the award of a contract shall be subject to Rule 41 of PPR-2004.
21.2 Information relating to evaluation of bids and recommendations concerning to award of the contract shall not be disclosed by the High Commission to the bidders or to any other person who is not officially concerned with the process, until the announcement of the result of evaluation.
21.3 The Bidder shall not disclose or attempt to make public any information relating to the bidding documents, bidding process and award of the contract to any person or entity without the High Commission’s prior written consent.
21.4 In case of any disclosure related to the bidding process and contractual obligations at any stage by any bidder and/or service provider, the High Commission may reject its bid and/or terminate the contract.
21.5 Any effort by a Bidder to influence the High Commission in its decisions on bid evaluation, bid comparison, or contract award may result in the rejection of the Bidder’s bid.
22 Clarification of Bids
22.1 During the bid evaluation, the High Commission may, at its discretion, ask the Bidder for clarification of its bid. The request for clarification and the response shall be made through the contact details provided by the bidder, and no change in the price (except as given in ITB) or substance of the bid shall be sought, offered, or permitted.
23 Preliminary Examination
23.1 The High Commission will examine the bids to determine whether:
23.1.1 they are complete,
23.1.2 bid validity is provided accordingly,
23.1.3 the required Bid Security Declaration or instrument, if applicable, has been furnished;
23.1.4 the documents have been properly signed,
23.1.5 the bids are generally in order;
23.1.6 Bidder has provided all forms of Technical Bid and relevant documents as given in ITB 
23.2 Bidders must submit bids for COMPLETE REQUIREMENTS; partial and incomplete bids will be rejected.
23.3 Bids submitted without a signed Bid Form by the authorized nominee of the bidder will be rejected.
23.4 Bids with material deviation, exception, objection, conditionality, or reservation will be rejected.
24 Correction of Errors
24.1 Bids determined to be substantially responsive will be checked by the High Commission for any arithmetic errors. Arithmetical errors will be rectified by the High Commission on the following basis:
24.1.1 if there is a discrepancy between unit prices and the total price that is obtained by multiplying the unit price and quantity, the unit price shall prevail, and the total price shall be corrected, unless in the opinion of the High Commission there is an obvious misplacement of the decimal point in the unit price, in which the total price as quoted shall govern and the unit price shall be corrected;
24.1.2 if there is an error in the total corresponding to the addition or subtraction of sub-totals, the sub-totals shall prevail, and the total shall be corrected; and
24.1.3 Where there is a discrepancy between the amounts in figures and in words, the amount in words will govern.
24.1.4 Where there is discrepancy between the grand total of price schedule and amount mentioned on the Form of Bid, the amount referred in Price Schedule shall be treated as correct subject to elimination of other errors.
24.2 The amount stated in the Bid will be adjusted by the High Commission in accordance with the stated procedure for correction of errors. If the bidder does not accept the corrected amount, the bid will be rejected without an additional financial penalty.

25 Evaluation and Comparison of Bids
25.1 The technical bids of the only qualified bidders after preliminary evaluation as given in ITB, shall be evaluated in detail.
25.2 The High Commission will evaluate and compare only the bids previously determined to be substantially responsive and qualified as given in ITB as per requirements given hereunder. Bids will be evaluated for the complete scope of services. Any Bid covering partial scope of services will be declared non-responsive. The prices will be compared based on the Evaluated Bid Price and during evaluation of the bid’s price, the High Commission will determine for each bid in addition to the Bid Price, the following factors (adjustments) in a manner and to the extent indicated below to determine the Evaluated Bid Price:
25.2.1 Making any corrections for arithmetic errors pursuant as given in ITB hereof.
25.2.2 Discount, if any, offered by the bidders as also read out and recorded at the time of bid opening.
25.3 The submitted Technical Bid and other Commercial/Financial Requirements of the bidding documents will be evaluated on compliance-based criteria. The QCBS will be followed for evaluation and 80% weightage will be given to the Technical proposal.
25.4 The Financial Bids of the only technically accepted bids will be opened and 20% weightage will be given to the Financial Proposals. The bid found to be the Most Advantageous by securing highest marks in both categories shall be declared as the most responsive/advantageous bid.
25.5 Any minor informality, non-conformity or irregularity in a Bid which does not constitute a material deviation may be waived by the High Commission, provided such waiver does not prejudice or affect the relative ranking of any other bidders.
26 Contacting the High Commission
26.1 As given in ITB heretofore, no bidder shall contact the High Commission on any matter relating to its Bid from the time of the Bid opening to the time the bid evaluation results are announced by the High Commission. The evaluation results shall be announced as below:
26.1.1 Technical Evaluation Report/Results would be announced through PPRA Website. The same will be conveyed to the bidder on the registered address provided to the High Commission.
26.1.2 Financial / Final Evaluation Report would be announced through PPRA. The same will be conveyed to the bidder on the registered address provided to the High Commission.
26.1.3 Any bidder feeling aggrieved by any act of the High Commission may lodge a written complaint within 05 days of the issuance of Final Evaluation report pursuant to para 48 of PPRA Rules 2004 to the Grievance Redressal Committee concerning the grievance(s) along with the evidence.
27 Criteria for the Award
27.1 The contract will be awarded to the most advantageous Bidder whose bid has been found Technically & Commercially/Financially compliant and emerged as the Most Advantageous i.e. the bid which has been determined to be substantially responsive to the eligibility criteria, compliant to applicable laws on the subject matter and other terms of Bidding Documents. Provided further that the Bidder is determined to perform the contract satisfactorily and in the given timeframe.
28 High Commission’s Right to Reject all the Bids
28.1 The High Commission reserves the right to annul the bidding process and reject all bids at any time before award of contract under Rule 33 of PPR-2004 without hereby incurring any liability to the affected bidders or any obligation to inform the affected bidders of the grounds for such rejection. The grounds for rejection of all bids shall, upon request, be communicated to any bidder  who submitted a bid, but the High Commission will not be liable to provide any justification for the grounds of rejection. Notice of the rejection of all the bids shall be given to all the bidders through the PPRA and High Commission’s Websites as well as through their registered address/email provided to the High Commission by the bidders.
29 High Commission’s Right to Vary Scope of Services / Procurement at Time of Award
29.1 The High Commission reserves the right at the time of awarding the contract to increase or decrease scope of services without any change in unit price or other terms and conditions, provided such variation should be in line with the provisions of PPR-2004.
30 Contract Award and Agreement
30.1 No performance guarantee or performance security shall be required under this procurement.
30.2 Failure of the selected bidder to execute the Contract within the stated period may result in annulment of the award, after which PHC may proceed to the next ranked bidder or commence a new procurement process. No additional financial forfeiture shall apply beyond any monetary bid security, which shall not exceed GBP 50.00.
31 Notification of Award and Signing of Agreement
31.1 After the evaluation and approval process is completed, the High Commission will notify the most advantageous Bidder in writing (“Notification of Award”), that its bid has been accepted.
31.2 Within twenty-one (21) days of notification of award, PHC will provide the selected bidder with the Form of Agreement incorporating the agreed terms between the parties.
31.3 The formal Agreement between the High Commission and the most advantageous  bidder shall be executed within seven (07) days of the receipt of Form of Agreement by the most advantageous bidder and the High Commission.
31.4 After execution of the Contract, PHC shall return any monetary bid security submitted by the selected bidder.
32 Disqualification Prior to Contract Signing
32.1 After issuance of Notification of Award and before execution of procurement contract with the most advantageous bidder, if the Bidder has been disqualified pursuant to Rule 18 and Rule 19 of PPR-2004 or any other reason has led to the disqualification of the most advantageous bidder or if the conditions of his qualification are invalid, the next Most Advantageous Bidder will be considered as responsive provided accepting this bid does not conflict with applicable laws.
32.2 For rejecting the Most Advantageous Bid and opting for the second Most Advantageous bidder, an opportunity of being heard would be provided to the bidder with the Most Advantageous Bid, if so requested.
33 Grievances Redressal
33.1 Any bidder aggrieved by any act during the procurement process may lodge a written complaint concerning his grievances to the Grievance Redressal Committee (GRC) constituted under Rule 48 of PPR-2004. The details of GRC are given on the PPRA website: https://ppra.gov.pk/#/tenders/grclist . A complaint may be submitted in person witin the time provided under PPRA rules. 
34 Code of Conduct
34.1 It is the High Commission’s policy to require that bidders observe the highest standard of ethics during the procurement and execution of such contract. In pursuit of this policy, the High Commission follows, inter alia, the instructions contained in Rule 2(1)(f) of the PPR-2004 which defines “corrupt and fraudulent practices” in respect of procurement process, shall be either one or any combination of the practices including: -
34.1.1 “Coercive practices” which means any impairing or harming or threatening to impair or harm, directly or indirectly, any party or the property of the party to influence the actions of a party to achieve a wrongful gain or to cause a wrongful loss to another party.
34.1.2 “Collusive practices” which means any arrangement between two or more parties to the procurement process designed to stifle open competition for any wrongful gain, and to establish prices at artificial, non-competitive levels.
34.1.3 “Corrupt practices” which means the offering, giving, receiving or soliciting, directly or indirectly, of anything of value to influence the acts of another party for wrongful gain.
34.1.4 “Fraudulent practices” which means any act or omission, including a misrepresentation, that knowingly or recklessly misleads, or attempts to mislead, a party to obtain a financial or other benefit or to avoid an obligation; and
34.1.5 “Obstructive practices” which means harming or threatening to harm, directly or indirectly, persons to influence their participation in a procurement process, or affect the execution of a contract;”
34.2 Under Rule 19 of PPR-2004, the High Commission can inter alia blacklist the bidders found to be indulging in corrupt or fraudulent practices. Such barring action shall be duly publicized and communicated to the PPRA and other relevant authorities in the UK, as the case may be.
34.3 Under Rule 19 of PPR-2004, the following mechanism and manner for permanently or temporarily barring, from participating in their respective procurement proceedings will be followed as per the guidance of the High Commission management:
	Nature of Offense/ Fault
	Means of Verification

	Corrupt and Fraudulent Practices
	· Results of Bid/Proposal analysis proving substantive evidence of collusion.
· Actual instance verifiable as per law of land and applicable Rule and Regulations of the High Commission
· Cross verification of documentary undertaking submitted by Service Provider.

	Performance Deficiencies
	Documented evidence in the form of consistent performance deficiencies and notices of performance deficiencies not suitably responded to or defended by Service Provider.

	Bidder failed to
abide with Bid Form
	Failed to observe the conditions set forth for filling up the Bid Form



However, such barring action will be undertaken only after providing an adequate opportunity to the bidder of being heard who is to be barred and blacklisted. 
34.4 The receipt for any money paid by the bidders will not be considered as an acknowledgment of payment to the bidder unless such receipt is signed by a duly authorized officer of the High Commission and the bidder shall be solely responsible for seeing that a proper receipt is provided.
34.5 Under Rule 7 of PPR 2004, a bidder undertakes to sign an Integrity pact in accordance with the prescribed format given in the Bidding document for all the procurements prescribed by the High Commission.
34.6 The High Commission’s policy requires that the selected bidder provide professional, objective, and impartial advice, supplies and services, and always hold the High Commission’s interests’ paramount, while strictly avoiding conflicts with other assignments or his corporate interests and act without any consideration for seeking future work. Bidders must disclose any situation of actual or potential conflict that impacts their capacity to serve the best interest of the High Commission, or that may reasonably be perceived as having this effect. Failure to disclose said situations may lead to the disqualification of the bidder and termination of contract arising out of this procurement.
34.7 Without limitation on the generality of the foregoing, bidders, and any of their affiliates shall be considered to have a conflict of interest and shall not be recruited, under any of the circumstances set forth below:
34.7.1 A bidder who has been engaged by the High Commission to provide goods, works, or services other than AI voice, website chat, ticketing and complaint management services for a project, and any of its affiliates, shall be disqualified from providing consulting services related to those goods, works, or services. 
34.7.2 A bidder (including its personnel) or any of its affiliates shall not be engaged for any assignment that, by its nature, may conflict with another assignment of the bidder to be executed for the same or another client.
34.7.3 A bidder (including its personnel) that has a business or family relationship with a member of the High Commission’s staff who is directly or indirectly involved in any part of 
34.7.3.1 the preparation of the specifications of the goods,
34.7.3.2 the selection process for such assignment, or
34.7.3.3 Supervision of the contract may not be awarded the contract unless the conflict stemming from this relationship has been resolved in a manner acceptable to the appropriate authority within the High Commission.
34.8 Bidders shall not recruit or hire any agency or current employees of the High Commission. Recruiting former employees of the High Commission or other civil servants to work for the bidders is acceptable provided no conflict of interest exists. When the bidder nominates any government employee as Personnel in their bid, such Personnel must have written certification from their government or employer confirming that they are on leave without pay from their official position and allowed to work full-time outside of their previous official position. Such certification shall be provided to the High Commission by the bidder as part of the bid.
35 Overriding Effect of PPR-2004
35.1 Whenever in conflict with these documents, the stipulation of PPR-2004 shall prevail.
36 Beneficial Ownership Information
36.1 Unless anything to the contrary is provided in the UK law and regulations, the bidder shall provide Beneficial Ownership information on the prescribed Form. Failure to provide the required information of beneficial ownership by the company or submission of false or partial information, the procuring agency shall:
36.1.1 Blacklist the said company in accordance with rule 19(1)(a) of Public Procurement Rules, 2004,
36.1.2 Reject the bid of the said company.

[bookmark: _Toc214294277]SECTION II:	 BID DATA SHEET (BDS)

The following specific data for equipment & services to be procured shall complement, supplement or amend the provisions in the Instructions to Bidders (ITB). Whenever there is a conflict, the provisions herein shall prevail over ITB.

	ITB
Clause
	Description

	1.1 & 1.3
	· Procurement Title: Procurement of AI Voice Agent, Website Chat Agent, Ticketing and Complaint Management Dashboard( Rebidding)
· Procurement Method: Open Competitive Bidding as per Rule 21 of PPR-2004. 
· Procurement Procedure: “Single Stage Two Envelope Procedure” as per Rule- 36(b) of PPR-2004.
· Method of Selection: Quality and Cost Based Selection (QCBS) (80% Technical and 20% Financial)

	2.5
	A list of debarred firms and individuals is available at the PPRA website: https://ppra.gov.pk/#/other/pepra-active-black-listed-firms as well as related websites of the UK

	7.3
	The High Commission will organize one (01) pre-bid meeting at the High Commission of Pakistan, 34–36 Lowndes Square, London SW1X 9JN, on [PRE-BID MEETING DATE] at [TIME].

	13.1
	Bid Validity period is 120 days from the date fixed for opening of the Bids.

	14.1
	· Any monetary Bid Security shall not exceed GBP 50.00 and shall be submitted in an approved form by the bid-submission deadline. It shall be returned in accordance with the Bidding Documents.
· Bid Security in original is required to be submitted through sealed envelope, which must reach on the given address below or before the deadline for submission of bids:
Office of the Head of Chancery, High Commission of Pakistan, 34-36 Lowndes, Square London, SW1X 9JN

· Failure in submission of original bid security instrument by the High Commission after the bid submission deadline shall cause rejection of the bid.


	16.1
	1. Separate Technical and Financial Bids are required to be submitted as per “Single Stage Two Envelopes Procedure”.
2. Following should be the contents of the Technical Bid Envelope:
i. Authorization Form for Bidder’s Representative
ii. Form of Technical Bid
iii. Bid Security: duly filled and signed or Bid Security in the shape of Pay Order/Demand Draft/ Deposit at Call/certified cheque etc.
iv. Technical Compliance Form
v. Undertaking
vi. Declaration of Beneficial Owners’ Information
vii. Duly signed and stamped, Volume-I of the Bidding document.
viii. All documents related to Minimum Eligibility/Qualification Criteria including Annexure (If Any) as given in ITB 
3. The following should be the contents of the Financial Proposal Envelope/Volume-II:
i. Financial Bid Submission Form
ii. Duly filled, signed and stamped Volume-II of the Bidding document
Important Note: The above-mentioned forms are pre-requisite and their non-availability will result in the rejection of a bid.

	29.1
	Fifteen percent (30%) increase or decrease in scope of services.

	30.1
	No performance guarantee or performance security shall be required.




[bookmark: _Toc214294278]SECTION III:	 FORMS FOR TECHNICAL BID

1. Form I – Authorization Form for Bidder’s Representative
2. Form II – Technical Bid Submission Form / Form of Bid
3. Form III – Bid Security Declaration
4. Form IV – Technical Compliance Form
5. Form V – Undertaking
6. Form VI – Declaration of Beneficial Owners’ Information


[bookmark: _Toc214294279]Form – I: 	Authorization Form for Bidder’s Representative
(To be provided on service provider’s letterhead)
ITB No: 	…………………
[bookmark: _Hlk214182259]Title: 	Procurement of AI Voice Agent, Website Chat Agent, Ticketing and Complaint Management Dashboard	

We, M/s <	> , incorporated under <mention the relevant Act/ordinance/regulation>	having   its   registered   office   at<____________________________________________________________>      do      hereby      nominate Mr./Ms. <________________________________________>, Designation <                 >, ID# <_____________________________________> as our lawful representative to participate, negotiate, sign, correspond and fulfil all associated formalities of the subject procurement on our behalf.Official Seal & Signature of Bidder: Date:





[bookmark: _Toc214294280]Form – II: 	Technical Bid Submission Form / Form of Bid (Letter of Offer)
Bid Reference No: ………………..

Title: 	Procurement of AI Voice Agent, Website Chat Agent, Ticketing and Complaint Management Dashboard	

To:
Gentlemen,

1. Having examined the Bidding Documents including Addenda Nos. 			for the execution of the above-named services, we, the undersigned, being a company/firm doing business under the name of	and address	and being duly incorporated established under the laws of United Kingdom hereby offer to execute the subject services and remedy any defects therein in conformity with the said Documents including Addenda thereto for the Total Bid Price as stated in Volume-II: Schedule of Prices or such other sum as may be ascertained in accordance with the said Documents.
2. We understand that all the Schedules attached hereto form part of this Bid.
3. Where required by the Bid Data Sheet, we submit the Bid Security Declaration or approved instrument. Any monetary bid security submitted shall not exceed GBP 50.00.
4. We undertake, if we qualify and our Bid is accepted, to take up the subject services for the time period as stated in our proposal or arrived at through mutual understanding.
5. We agree to abide by this Bid for a period of 120 days from the date fixed for opening the same and it shall remain binding upon us and may be accepted at any time before the expiration of that period.
6. Unless and until a formal contract is prepared and executed, this Bid, together with your written acceptance thereof, shall constitute a binding contract between us.
7. We undertake, if our Bid is accepted, to execute the Contract and perform the Services in accordance with the agreed terms. No separate performance guarantee shall be required.
8. We understand that you are not bound to accept the lowest or any bid you may receive.
9. We do hereby declare that the Bid is made without any collusion, comparison of figures or arrangement with any other person or persons making a bid for the Services.
10. We do hereby declare that all the terms and conditions mentioned in the Bidding Documents are acceptable to us and we have no objection about any clause/sub-clause of the Conditions of Contract and other parts of the Bidding Documents.
Dated this ______ day of __________, 20____.     Signature: ____________________				
In the capacity of	duly authorized to sign the bid for and on behalf of the Bidder. A letter of authorization in respect of the Person who has signed the Bid Form, etc. is also attached.

(Name of Bidder in Block Capitals) (Seal)
Address Witness:
(Signature) 	
Name:   	
Address: 	


Page | 32High Commission of Pakistan UK



[bookmark: _Toc214294281]Form III: Bid Security Declaration	

To: Head of Chancery, High Commission of Pakistan, London
We, [Name of Bidder], confirm that our bid for the stated procurement shall remain valid for the period specified in the Bid Data Sheet.
· Where PHC requires a monetary bid security, its amount shall not exceed GBP 50.00 and it shall be returned in accordance with the Bidding Documents.
· No separate performance guarantee or performance security shall be required.
· Authorized Signatory: __________________________
Company: _____________________________________
Date: _________________________________________










[bookmark: _Toc214294282]Form IV: 	Technical Compliance Form
(ON SERVICE PROVIDER’S LETTERHEAD)

	Sr.#
	Description
	Bidder Response (Yes/No)

	1
	All the requirements mentioned in “Section-VI-Part I-“Specific Services Data/Scope of Services”.
	

	2
	All the stated Terms and Conditions of the Contract including Specific Services Data/Scope of Services and forms etc.
	

	3
	Bid is unconditional.
	



Seal and Signature of Bidder: 	
Financial and Operational Capacity Declaration
We, __________________________, confirm that we possess adequate financial, technical and operational resources to implement, operate and support the AI Voice Agent, Website Chat Agent, Ticketing and Complaint Management Dashboard throughout the minimum three-year contract period.
We confirm that the information and supporting evidence submitted with our bid are complete and accurate.



Company Name: ____________________    Authorized Signatory: ____________________    Designation: ____________________    Date: ____________________    Company Seal: ____________________
[bookmark: _Toc214294283]Form – V: 	Undertaking


Dear Sir,

1. I/We, M/s	, hereby undertake that I/We, M/s shall comply with all applicable on the subject matter.
2. I/We, M/S__________________________, hereby further undertake that a detailed technical evaluation has been carried out by us and the solution that our firm has proposed shall comprehensively fulfill the objective of the procurement titled “Procurement of AI Voice Agent, Website Chat Agent, Ticketing and Complaint Management Dashboard” however if there is any deficiency in our proposal which is identified at the time of implementation of project it would be done by us free of charge or without any liability on the part of the High Commission. 
3. I/We, M/s	, understand and agree unconditionally that in case I/We, M/s fail to abide by the above undertaking or any of terms of the Contract, the Client/High Commission of Pakistan shall be at liberty to terminate the Contract without prejudice to any other rights / remedy available in the Contract.
4. I/We hereby confirm and declare that I/We, M/s	, has neither been Blacklisted/debarred under Rule 19 of PPR-2004 nor sanctioned by the Pakistan/UK Government or any other relevant authority.
5. Detection of a false declaration or material misstatement at any stage may result in disqualification or termination of the Contract in accordance with the Bidding Documents. No additional financial forfeiture shall apply beyond any monetary bid security, capped at GBP 50.00, and any contractual penalty subject to the aggregate cap stated in the Contract.


Seal & Signature of Bidder: Date:



[bookmark: _Toc214294284]
Form – VI:	Declaration of Beneficial Owners’ Information

Unless anything related to filling up and submission of this form is contrary to the UK laws and regulations, the bidder shall provide Beneficial Ownership information on the below prescribed Form:

	1. Name
	

	2. Father’s Name/Spouse’s Name
	

	3. CNIC/NICOP/Passport no.
	

	4.   Nationality
	

	5. Residential address
	

	6. Email address
	

	7. Date on which shareholding, control or interest acquired in the business.
	



2. In case of indirect shareholding, control or interest being exercised through intermediary companies, entities or other legal persons or legal arrangements in the chain of ownership or control, following additional particulars to be provided:

	1
	2
	3
	4
	5
	6
	7
	8
	9
	10

	Name
	Legal form
(Company/
Limited
Liability
Partnership/
Association of
Persons/
Two Member
Company/
Partnership
Firm/
Trust/Any
other
individual,
body corporate
(to be
specified))
	Date of incorporation/ registration
	Name of registering Authority
	Business Address
	Country
	Contact details/ Email Address
	Percentage
of
shareholding,
control or
interest of
BO in the
legal person
or legal
arrangement
	Percentage of
shareholding,
control or
interest of
legal person
or legal
arrangement
in the
Company
	Identity of
Natural
Person who
ultimately
owns or
controls the
legal person
or
arrangement

	
	
	
	
	
	
	
	
	
	



3. Information about the Board of Directors (details shall be provided regarding number of shares in the capital of the company as set opposite respective names).





	1
	2
	3
	4
	5
	6
	7
	8

	Name and surname (In Block Letters)
	CNIC No.
(in case of foreigner, Passport No)
	Father's/ Husband's Name in full
	Current Nationality
	Any other Nationality (ies)
	Occupation
	Residential address in full or the registered/ principal office address for a subscriber other than
natural person
	Number of shares taken by each subscriber (in
figures and words)

	
	
	
	
	
	
	
	

	
	
	
	Total number of shares taken (in figures and words)
	


4. Any other information incidental to or relevant to Beneficial Owner(s).

Name & signature
(Person authorized to issue notice on behalf of the company)



[bookmark: _Toc214294285]Form – VII:	System Assessment & Technical Proposal Form

	This form shall be completed and submitted as part of the Technical Proposal. It shall describe the bidder’s proposed AI Voice Agent, Website Chat Agent, Ticketing and Complaint Management Dashboard and demonstrate how the proposed services will meet PHC’s functional, operational and performance requirements.[footnoteRef:1] [1: ] 

Executive Summary
Overview of the proposed solution, delivery model and principal capabilities.
· Understanding of PHC Requirements
· Understanding of the intended users, general inquiry and FAQ scope, departmental categories and complaint-handling requirements.
AI Voice Agent
Proposed call flow, supported languages, concurrent-call capacity, speech recognition, call transfer options, ticket creation and caller experience.
· Website Chat Agent
· Proposed website deployment, supported languages, conversation flow, FAQ handling, ticket creation and escalation.
Ticketing, Complaints and Dashboard
Case categories, department queues, roles, assignment, statuses, notes, search, filters, reporting, exports and audit history.
· Knowledge Management and Accuracy
· Method for preparing, approving, updating and testing PHC-provided FAQs and service information, including controls against unsupported answers.
· Implementation and Service Management
· Project plan, UAT, training, go-live, support model, monitoring, incident handling, reporting and continuous improvement.
· Three-Year Delivery Commitment
Resources, pricing stability, service continuity and support arrangements for the full minimum three-year contract term.
Mandatory Evidence and Demonstration Requirements
The bidder shall provide evidence that the principal proposed capabilities are already operational and available for demonstration. A proposal based entirely on future development shall not qualify.
The bidder shall provide at least three completed or currently operational comparable customer-service technology references from the preceding five years. At least one reference shall include a production AI Voice Agent, and at least one shall include ticketing, complaint management or case-management functionality.
Reference evidence shall include the client name, project scope, production or completion date, contract or purchase-order evidence, and contact details for verification. PHC may verify any reference directly with the named client.
Live Demonstration
Each technically responsive bidder shall conduct a live demonstration using the bidder’s proposed production solution and PHC-defined test scenarios. Slides, screenshots, prerecorded videos or a non-operational mock-up shall not substitute for the live demonstration.
The demonstration shall include English voice interaction, Urdu voice interaction, mixed English and Urdu handling, inquiries for NADRA, Visa, Attestation, PCC and Passport, unsupported-question handling, ticket and complaint creation, departmental classification, reference-number generation and dashboard case management.
A ticket or complaint created through either the AI Voice Agent or Website Chat Agent shall appear in the provided dashboard with its source channel, department, category, contact information, description, reference number, status and timestamps.
PHC shall apply the same demonstration scenarios, time allowance and scoring method to every bidder. Failure to attend or complete the mandatory demonstration shall render the bid technically non-responsive.
A bidder must achieve at least nine (9) marks out of twelve (12) in the live demonstration category and at least sixty (60) marks out of eighty (80) overall in the Technical Proposal.
Proof of Concept
PHC may require technically responsive bidders to configure a time-limited proof of concept using sample PHC-approved information and test cases. The proof of concept shall not require access to PHC backend systems.
The proof of concept may test English and Urdu voice calls, website chat, approved FAQ responses, departmental classification, ticket and complaint creation, dashboard operation and reporting.
Measured Acceptance Indicators
During demonstration, proof of concept or UAT, PHC may measure correct FAQ responses, department classification, ticket creation, reference-number generation, dashboard record completeness and safe handling of unsupported questions.
All measurements shall use a common test set and the same acceptance method for all participating bidders.
Commercial Commitment
The bidder shall confirm production readiness within thirty calendar days, subject to timely PHC access and approvals, and shall commit its fixed fees and unit rates for the full minimum three-year contract term except where adjustment is expressly permitted by the Contract.
The bidder shall identify all one-time, recurring, usage-based, optional and third-party charges. Undisclosed mandatory charges shall not be payable by PHC.
[bookmark: _Toc214294286]SECTION IV: 	SCHEDULE A TO BID
QUALIFICATION INFORMATION AND BID EVALUATION CRITERIA
1 Basic Conditions for Qualification
1.1 Joint Ventures (JV) or sub-contracting/sub-letting are not allowed, only firms/ companies fulfilling the requirements mentioned in the Invitation to Bid are eligible to participate in the bidding process.
1.2 The information supplied by the Bidders for the qualification statement must apply to the company, named on the statement only. The substitution of background information pertinent to qualification will not be considered for another company related to the applicant company through a "Group ownership". Financial Bids of only technically qualified bidders shall be opened, and the Contract shall be awarded to the most advantageous bidder. 
1.2.1 The High Commission will review the information supplied by the bidders submitted for qualification and will make public the results of qualification to the bidders.
1.2.2 	Firms/Companies applying to qualify are advised that any variation of constitution or membership in variance with whatever put forward in response to this notice, without prior approval of the High Commission may result in their disqualification.
1.2.3 The response to this notice must be sufficiently detailed to convince the High Commission that the firms/companies applying for qualification have the experience as well as the technical, administrative and financial qualifications necessary for the execution of the services and they must prove that they have delivered comparable AI voice, conversational AI, ticketing or customer-service technology projects.
1.2.4 Only the Technical Proposals shall be opened, in the presence of Bidders or their authorized representatives who choose to attend, at the time and place stated in the Invitation to Bids. Bidders shall ensure that their Technical Proposals contain sufficient detail for proper evaluation. All clarifications shall be sought and addressed during the pre-bid meeting to ensure common understanding of the project requirements and submission of standardized bids.
1.2.5 The Financial Proposals of technically qualified Bidders shall be opened at the date and venue communicated to them by email, registered post, or courier service. The Financial Proposals of Bidders who do not qualify shall be returned unopened. The decision of the High Commission in this regard shall be final and binding on all Bidders.
2 Qualification Criteria:
2.1 General
2.1.1 Qualification shall be determined on the basis of all criteria specified in paras. 2.1 to 2.2, including the Bidder’s general and specific experience, technical personnel and service-delivery capabilities, and financial position, as demonstrated through the Bidder’s responses in the prescribed forms. The High Commission reserves the right to waive minor deviations, provided such deviations do not materially affect the Bidder’s capability to perform the contract.
2.2 The High Commission reserves the right to verify or seek clarification of any information furnished by the Bidders, including contacting references or requesting demonstrations to verify previous work experience. Any application may be rejected if it contains misrepresentation, whether made knowingly or otherwise, or if any statement furnished in connection therewith is found to be incorrect in any respect and relied upon by the High Commission. The High Commission also reserves the right to verify that the rates provided in Schedule F are reasonable and consistent with the proposed service model. In case of unreasonable deviations, the High Commission may seek justification or reject such quotations
2.3 Minimum Qualification Criteria 
2.4 In addition to the eligibility criteria given in the instructions to bidders, for qualification purpose, the bidders must meet the following requirements: 
	Sr.
	Minimum Eligibility/ Qualification Criteria
	Annexure
/ Page (Document to be Attached by Bidder)

	1. 
	Conditional / Un-conditional
Bid must be un-conditional, conditional bids shall be rejected.
	Form of Bid (signed & stamped)

	2. 
	Bid Security Any monetary Bid Security required shall not exceed GBP 50.00 and must be submitted before opening of the Bid.

	Bid Security Declaration or approved instrument, where required

	3. 
	Active Tax Payer
The bidder should be registered with relevant Tax authorities and appear on Active Tax payer list (If applicable) in the UK.
	Tax Compliance Certificate 

	4. 
	Undertaking (As per Format attached)
The bidder is required to submit an undertaking as per format provided.
	Undertaking Form (Annex attached in bid docs)

	5. 
	Proposed Services / Execution Plan of the Bidder
Duly filled Methodology/ Program of Performing the Services provided in Schedule- E to bid.
	Methodology / Execution Plan (Schedule E to Bid)

	6. 
	Financial and Operational Capacity The bidder shall demonstrate reasonable financial and operational capacity to implement, operate and support the proposed services throughout the minimum three-year contract period. The bidder may provide any one of the following: a recent bank statement or bank letter; latest available management accounts or annual financial statement; valid business tax return; evidence of active business operations; or a signed declaration confirming adequate financial, technical and operational resources to perform the Contract. Startups and newly established companies are eligible, provided they demonstrate an operational solution, suitable technical capability and adequate resources. No minimum liquid-asset balance or annual-turnover threshold shall apply.





· 
· 
· 
· 
· 






· 
· 
· 


	Recent bank statement, bank letter, management accounts, tax return, evidence of active business operations, or signed Financial and Operational Capacity Declaration

	7. 
	Experience of the Firm Minimum five (5) years of relevant technology, contact-centre, AI voice, conversational AI, ticketing or customer-service solution experience. The bidder shall demonstrate completion of at least three (3) comparable projects during the last five years. At least one project should preferably be for a government body, diplomatic mission, public institution or other high-volume service organization.
i. Minimum 5 years of running/managing similar service provision of centers. 
ii. Completion of at least three (3) projects in the past 5 years of similar nature in UK or eleswhere
iii. The following may be provided as the supporting documents
a. Completion certificates or client references
b. Contract award letters or performance reports
c. Project summaries detailing:
· Scope of work (e.g., design, installation, commissioning)
· Type of facility (e.g., High Commission, government, institutional, or commercial)
iv. At least one (1) of the above projects must preferably be:
a. For a foreign High Commission, diplomatic mission, or UK government/institutional building/International Organization, and
b. Accompanied by a satisfactory completion certificate or reference letter from the client.

	Completion certificates, client references, contract award letters, performance reports and concise project summaries

	8. 
	Valid Registration The bidder shall be duly registered and legally authorized to provide the proposed services.
The bidder must be registered with United Kingdom relevant authorities as service provider  
	Certificate of incorporation and relevant registration documents

	
	Operational Solution
The principal AI Voice Agent, Website Chat Agent, ticketing and dashboard capabilities must be operational and available for live demonstration. A proposal based entirely on future development is not acceptable.
	Mandatory live demonstration using the proposed solution

	
	English and Urdu
The proposed AI Voice Agent must support both English and Urdu. The Website Chat Agent must provide responses in both English and Urdu.
	Live demonstration and technical proposal

	
	Mandatory Demonstration Threshold
The bidder must complete the live demonstration and score at least 9 out of 12 marks in Category D.
	PHC evaluation-panel scoring sheet

	
	Three-Year Commitment
The bidder must accept the minimum binding three-year contract term and provide complete pricing for that period.
	Signed Technical Compliance Form and completed Financial Proposal



2.5 Evaluation Criteria – Quality and Cost Based Selection (QCBS)
2.5.1  The bids will be evaluated using the Quality and Cost Based Selection (QCBS) method. Technical proposals will be evaluated on a scale of 80 marks and financial proposals on a scale of 20 marks. Final scores will be computed by normalizing both components to a 100-point scale, with 80% weight for technical and 20% weight for financial evaluation. The minimum qualification score for Technical proposal is 60%.
2.6 Evaluation of Technical Bids
2.6.1 The technical bids will be evaluated as per the following criteria:
Technical qualification requires a minimum overall score of 60 marks out of 80. In addition, the bidder must complete the mandatory live demonstration and achieve at least 9 marks out of 12 in Category D. Failure either threshold shall result in technical disqualification.
[bookmark: _Toc214294287]Technical Evaluation Criteria
[bookmark: _Toc214294288]A. Company Profile, Governance and Capacity (5 Marks)
	Sub-Category
	Description
	Marks

	A1
	Company incorporation and required registrations
	2

	A2
	Organizational structure and accountable project team
	1

	A3
	Financial and operational capacity: signed declaration/evidence of active operations (1); supporting bank statement, management accounts, tax return or equivalent evidence (1)
	2



[bookmark: _Toc214294289]B. Verified Relevant Experience (10 Marks)
	Sub-Category
	Description
	Marks

	B1
	Verified production AI Voice Agent references
	4

	B2
	Verified ticketing, complaint management or dashboard references
	4

	B3
	Government, diplomatic mission or high-volume service experience
	2



[bookmark: _Toc214294290]C1. AI Voice Agent (12 Marks)
	Sub-Category
	Description
	Marks

	C1.1
	Voice-agent functionality, caller flow and response quality
	5

	C1.2
	Interruption, silence, unclear-speech and fallback handling
	4

	C1.3
	Concurrency, telephone-line connection and call-transfer approach
	3



[bookmark: _Toc214294291]C2. Website Chat Agent (8 Marks)
	Requirement
	Description
	Marks

	C2.1
	Website Chat Agent functionality and user experience
	4

	C2.2
	Approved-answer controls, fallback behaviour and website deployment
	4



[bookmark: _Toc214294292]C3. Ticketing, Complaints and Dashboard (10 Marks)
	Sub-Category
	Description
	Marks

	C3.1
	Ticket and complaint capture, categorization and reference generation
	3

	C3.2
	Department queues, assignment, status and case workflow
	3

	C3.3
	Dashboard roles, search, filters and case views
	2

	C3.4
	Reports, exports and management summaries
	2



[bookmark: _Toc214294293]C4. English and Urdu Language Capability (10 Marks)
	Sub-Category
	Description
	Marks

	C4.1
	English voice understanding and response quality
	4

	C4.2
	Urdu voice understanding, response quality and pronunciation
	4

	C4.3
	Mixed English and Urdu conversation handling
	2



[bookmark: _Toc214294294]D. Mandatory Live Demonstration (12 Marks)
	Sub-Category
	Description
	Marks

	D1
	Live English and Urdu voice scenarios
	4

	D2
	Live chat, unsupported-answer and ticket/complaint scenarios
	4

	D3
	Live dashboard, assignment, status, search and reporting scenarios
	4



[bookmark: _Toc214294295]E. Implementation, UAT and Three-Year Support (8 Marks)
	Sub-Category
	Description
	Marks

	E1
	Implementation plan and thirty-day production readiness
	3

	E2
	UAT, training, documentation and go-live approach
	3

	E3
	Three-year support, monitoring and incident management
	2



[bookmark: _Toc214294296]F. Knowledge, Accuracy, Reporting and Commercial Commitment (5 Marks)
	Sub-Category
	Description
	Marks

	F1
	Knowledge preparation and PHC content-update process
	2

	F2
	Accuracy testing and continuous improvement
	2

	F3
	Service reporting and transparent three-year commercial commitment
	1



[bookmark: _Toc214294297]Financial Evaluation (20 Marks)
Financial Normalized Score = (Lowest Evaluated Bid ÷ Bid Under Evaluation) × 100



[bookmark: _Toc214294298]Final QCBS Formula

Final QCBS Score = (Technical Raw Score ÷ 80 × 100 × 0.80) + (Financial Normalized Score × 0.20)




[bookmark: _Toc214294299]SECTION V :	FORM FOR FINANCIAL BID (VOLUME II)

[bookmark: _Toc214294300]SCHEDULE B  (PART I): Summary of Financial Bid
This Schedule shall be completed and submitted only in the Financial Proposal (Volume II). No prices shall be included in the Technical Proposal. Any disclosure of pricing in the Technical Proposal may result in rejection of the bid.

[bookmark: _Toc214294301]Financial Fee Schedule Form
This Financial Fee Schedule Form must be completed by all bidders and submitted in the Financial Proposal Envelope. All prices shall be quoted in GBP (£) and shall cover the complete minimum three-year contract term.
[bookmark: _Toc214294302]Instructions
Complete all fields and clearly separate one-time, monthly, usage-based and optional charges. Prices shall include all costs necessary to deliver the proposed services. Missing mandatory pricing fields may result in the bid being treated as non-responsive. Rates shall remain valid throughout the minimum three-year contract term, except where the Contract expressly permits an adjustment.




[bookmark: _Toc214294303]Service Fee Schedule
	Pricing Component
	Bidder Price (GBP £)
	Pricing Basis / Notes

	One-time solution implementation and configuration
	£ ________
	Fixed one-time

	AI Voice Agent setup and telephone-line connection
	£ ________
	Fixed one-time

	Website Chat Agent setup and website deployment
	£ ________
	Fixed one-time

	Ticketing, complaint dashboard and user setup
	£ ________
	Fixed one-time

	Training, UAT and production go-live
	£ ________
	Fixed one-time

	Monthly platform, support and maintenance fee
	£ ________
	Per month for 36 months

	Voice usage rate
	£ ________
	Per minute; state included allowance

	Chat usage rate
	£ ________
	Per conversation; state included allowance

	Additional concurrent voice-call capacity
	£ ________
	Per concurrent channel/month

	Optional additional language
	£ ________
	Per language

	Optional configuration or development day rate
	£ ________
	Per person-day

	Total evaluated three-year price
	£ ________
	Using the evaluation assumptions stated by PHC


[bookmark: _Toc214294304]Declaration
We hereby declare that the prices submitted are complete and accurate and include all resources, software, hosting, configuration, support, maintenance, training, reporting and other expenses required to perform the contracted services. We understand that no change to the Financial Proposal is permitted after bid opening except as expressly allowed under the Contract.







Bidder’s Authorized Signatory: ________________________
Company Name: ______________________________________
Date: _______________________________________________



[bookmark: _Toc214294305]SECTION-VI:	SCHEDULE C TO BID 
[bookmark: _Toc214294306]PART-1: Specific Services Data/ Scope Of Services
1. The High Commission of Pakistan, London, together with its Consulates General in Birmingham, Bradford, Manchester and Glasgow, provides consular information and services to the Pakistani community in the United Kingdom. PHC intends to procure an AI Voice Agent, Website Chat Agent, Ticketing and Complaint Management Dashboard to improve access to general information, provide consistent responses and enable structured handling of unresolved inquiries and complaints.
37. Scope of Services
The successful bidder shall provide, configure, deploy, operate and support the following services for a minimum binding contract period of three (03) years:
· [bookmark: _Hlk214204249][bookmark: _Hlk214204324]AI Voice Agent for PHC telephone lines to answer general inquiries and frequently asked questions.
· Website Chat Agent for deployment on the PHC website to answer general inquiries and frequently asked questions.
· Ticketing and complaint management capability shared by the voice and chat channels.
· Administrative dashboard for PHC officers to view, assign, update, track and report on tickets and complaints.
· [bookmark: _Hlk214204514]Departmental Categories
37. Every ticket or complaint shall be categorized under NADRA, Visa, Attestation, Police Character Certificate (PCC), Passport or Other General Inquiry.
[bookmark: _Hlk214204582]No connection to PHC backend case-processing systems, databases or departmental systems is included in this procurement.
· AI Voice Agent Requirements
· Provide a clear PHC-approved greeting, identify the caller’s inquiry and respond using approved information.
· Support English and Urdu as mandatory languages and permit PHC to add or update approved call flows and FAQ content.
· Operate 24 hours a day, seven days a week, including outside PHC office hours.
· Create a ticket or complaint when the inquiry cannot be resolved, when the caller requests follow-up, or when complaint criteria are met.
· Capture the caller’s name, contact number, department, service category and a clear description of the issue, subject to the caller providing the information.
· Generate and communicate a unique ticket or complaint reference number.
· Support configurable transfer or escalation to a PHC-designated telephone destination when enabled by PHC.
· Website Chat Agent Requirements
· Provide a responsive chat interface suitable for desktop and mobile browsers on the PHC website.
· Answer in English and Urdu using PHC-approved FAQs, service information, official instructions and website links.
37. Create tickets and complaints using the same categories and required fields as the AI Voice Agent.
· Display the unique reference number to the user after successful submission.
· Clearly advise the user when an answer is unavailable and offer ticket creation instead of providing an unsupported answer.
· Ticketing and Complaint Management Requirements
· Maintain separate record types for general inquiry follow-up, service ticket and complaint.
· Support statuses including New, Assigned, In Progress, Awaiting Information, Resolved and Closed.
· Support priority, department assignment, responsible officer, internal notes, timestamps, conversation history and resolution details.
37. Allow authorized PHC users to search, filter, assign, reassign, update, resolve and close records.
3. Dashboard and Reporting Requirements
3. Provide central administrator, department administrator, department user and read-only/reporting user roles.
3. Provide department-wise views for NADRA, Visa, Attestation, PCC and Passport, plus an overall PHC management view.
37. Provide dashboard summaries for case volumes, status, department, category, source channel, priority, ageing and resolution performance.
4. Allow authorized users to download reports in commonly used spreadsheet format.
4. Retain searchable voice transcripts, chat transcripts and case activity history for the contract period or another period instructed by PHC.
4. Knowledge and Content Management
1. Use only information, FAQs, scripts, links and instructions approved or supplied by PHC.
38. Provide a controlled process for PHC to request additions, corrections and withdrawal of content.
1. Test the solution regularly for answer accuracy, correct department classification and successful ticket creation.
39. Implementation, UAT and Training
39. Complete discovery, content preparation, configuration, telephone-line connection, website deployment, dashboard setup, testing, UAT and staff training before production go-live.
39. Submit a detailed project plan within five working days of contract signing and target production readiness within thirty calendar days, subject to timely access and approvals from PHC.
39. Provide administrator and department-user training, operating guides and handover documentation.
39. Service Management
Provide monitoring, incident support, maintenance, monthly service reporting and reasonable configuration updates throughout the three-year contract.
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Provide a monthly report covering usage, ticket and complaint volumes, departmental distribution, unresolved cases, system availability and identified improvement actions.
Maintain continuity of service and provide export and handover of PHC case records and approved knowledge content on expiry or termination.
[bookmark: _Toc214294307]Schedule E To Bid 
[bookmark: _Toc214294308]Proposed Methodology/ Program of Performing The Services

As part of the Technical Proposal, the bidder shall provide a complete methodology covering discovery, approved content preparation, configuration, testing, UAT, deployment, training, go-live, support, monitoring, reporting and service improvement for the full three-year contract term. The bidder shall identify the proposed project team, responsibilities, delivery schedule, assumptions and PHC dependencies. No pricing shall be disclosed in the Technical Proposal.

	S. No

	Methodology Component

	Bidder’s Proposed Approach

	Delivery Time

	1
	Discovery and approved content preparation
1. 
2. 
3. 
4. 
	
	

	2
	AI Voice Agent configuration and testing
	
	

	3
	Website Chat Agent deployment and testing
	
	

	4
	Ticketing, complaint dashboard and user setup
	
	

	5
	UAT, training and production go-live
	
	

	6
	Three-year support and service management
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[bookmark: _Toc214294309]Schedule F
[bookmark: _Toc214294310]Standard Form of Price Schedule

Note: The bidder shall fill and submit the Bill of Quantities as part of the Financial Proposal. Any pricing details disclosed in the Technical Proposal will result in disqualification
Bidders shall submit the completed price schedule covering one-time charges, recurring charges, usage charges and optional unit rates.
All prices should be quoted in GBP, inclusive of applicable taxes.
	Item No.
	Description
	Pricing Basis
	Unit Rate (GBP)
	Quantity / Evaluation Basis
	Three-Year Total (GBP)


	1
	One-time implementation
	Fixed
	
	1
	

	2
	Monthly platform and support
	Per month
	
	36
	

	3
	Voice usage
	Per minute
	
	[PHC evaluation volume]
	

	4
	Chat usage
	Per conversation
	
	[PHC evaluation volume]
	

	5
	Optional unit rates
	As specified
	
	[If evaluated]
	



 SECTION VI: PART 2

[bookmark: _Toc214294312] General & Specific Conditions of Contract
1 General Provisions of the contract (GCC)
1.1 Definitions: Unless the context otherwise requires, the following terms whenever used in this Contract have the following meanings:
1.1.1 “Applicable Law” means the laws and any other instruments having the force of law in the Islamic Republic of Pakistan.
1.1.2 “Authorized Officer” means the person notified by Client to act as the officer in-charge for the purpose of the implementation of Contract and named as such in the Work Order or Letter of Acceptance.
1.1.3 “Confidential Information” means all information (including copies” however disclosed including any Intellectual Property Rights (IPR), documents, ideas, computer programs, specifications, plans, drawings, pricing, marketing and customer information, information relating to market opportunities or business affairs and any other information marked or by implication, confidential or of commercial value.
1.1.4 “Client” means High Commission of Pakistan- London (the High Commission), that signs the Contract for the Services with the selected Service Provider.
1.1.5 “Contract” means the legally binding written agreement signed between the Client and the Service Provider, which includes all the attachments and appendices thereto, and all documents incorporated by reference therein.
1.1.6 “Day” means a Gregorian calendar day unless indicated otherwise.
1.1.7 “GCC” means these General Conditions of Contract;
1.1.8 “Government” means the Government of the Islamic Republic of Pakistan;
1.1.9 “Party” means the Client or the Service Provider, as the case may be, and “Parties” means both of them;
1.1.10 “Services” means the work to be performed by the Service Provider under this Contract.
1.1.11 “Service Provider’s Bid” means the completed Bidding Documents submitted by the Service Provider to the Client
1.1.12 “SCC” means the Special Conditions of Contract by which the GCC may be amended or supplemented;
1.1.13 “Specifications” means the specifications of the service included in the Bidding Documents submitted by the Service Provider to the Client
1.1.14 “Service Points” are the number of locations of services where service provider is required to provide uninterrupted services, simultaneously.
1.1.15 “Service Provider” means the person whose tender/bid has been accepted by the Client and the legal successors in title to such person, but not (except with the consent of the Employer) any assignee of such person.
1.1.16 “Service Provider’s Employee” employees of the Service  Provider.
1.2 Applicable Law
1.2.1 The Contract shall be governed by the general provisions of the laws of the Islamic Republic of Pakistan.
1.3 Language
1.3.1 This Contract has been executed in English, which shall be the binding and controlling language for all matters relating to the meaning or interpretation of this Contract. 
1.4 Notices
1.4.1 Any notice, request, or consent made under this Contract shall be in writing and shall be deemed to have been made when delivered in person to an authorized representative of the Party to whom the communication is addressed, or when sent by registered mail, email, or facsimile to such Party at the address specified in the SCC.
1.5 Location
1.5.1 The Services shall be performed at such locations as are specified in this document and, where the location of a particular task is not so specified, at such locations within the High Commission, as the Client may approve.
1.6 Authorized Representatives
1.6.1 Any action required or permitted to be taken, and any document required or permitted to be executed, under this Contract by the Client or the Service Provider may be taken or executed by the officials specified in the SCC.
1.7 Instructions, Inspection and Audit by the Client
1.7.1 The Service Provider shall carry out all instructions of Client communicated through the authorized person which comply with the applicable laws where the Buildings/ Premises are located.
1.7.2 The Service Provider shall upon reasonable notice by the Client allow the Client’s Management, its auditors to inspect, examine and  audit its accounts and records which are directly relevant to the performance of the Services as outlined in this contract and to have them audited by auditors appointed by the Client if so required by the Client.
1.8 Taxes, Duties and other applicable laws
1.8.1 The Service Provider shall organize to pay its own and its employees taxes, and the Client is authorized to withhold any tax from payment to the Service Provider and to deposit the same into the Governmental Treasury. The Service Provider shall also ensure compliance with local laws and applicable regulations.
1.8.2 Any additional tax, levies, duties, or modification in the existing rates of tax and other applicable laws imposed during the pendency of this contract shall  be adjusted in  the contract price by both parties.
1.9 Priority of Contract Documents
1.9.1 The Contract and Documents are to be taken as mutually explanatory. Ambiguities or discrepancies between the documents shall be promptly brought to the attention of Client for clarification. In case of conflict between the documents, the most stringent requirement shall be deemed to be included in the Contract as determined by Client.
1.10 Services
1.10.1 The Services include as mentioned in bidding documents and in accordance with Client’s requirements, industry best practices.
1.11 Service Execution Schedule
1.11.1 The Service Provider shall ensure uninterrupted delivery of the contracted services in accordance with the Scope of Services. PHC may request reasonable adjustments to operating rules, departmental categories, approved content and reporting requirements during the Contract, subject to agreed change control where the request materially changes the scope.
1.11.2 The Service Provider shall maintain adequate resources to meet its contractual obligations and agreed service levels without additional charge except for approved usage or optional items expressly listed in the Financial Proposal.
1.11.3 If required on holidays, the Service Provider shall be obliged to manage the Services in such a manner as necessary for the execution of the Services under the Contract. If the Service Provider fails to provide the requisite services, Client is entitled to impose reasonable damages.
1.11.4 The Service Provider shall have to coordinate with the authorized officer of the Client in advance if he wants to execute the services beyond the services schedule to perform his contractual obligations under the Contract.
1.11.5 If, for any reason beyond the reasonable control of the Service Provider, it becomes necessary to replace any of its representative, the Service Provider shall provide as a replacement after fulfillment of requirements as per Client’s security protocol/requirement.
1.11.6 If Client finds that any of the Service Provider’s representative have 
1.11.6.1 committed serious misconduct or have been charged with having committed a criminal action, or (ii) have reasonable cause to be dissatisfied with the performance of any of its employees, then the Service Provider shall arrange for a replacement.
1.11.6.2 have reasonable cause to be dissatisfied with the performance of any of its employees, then the Service Provider shall arrange for a replacement.
1.12 Attendance of Meetings
1.12.1 The Service Provider shall attend all the meetings, when called by Client, to discuss the quality of services and other matters related to the Contract, without any compensation from Client.
1.13 Responsibilities, Liabilities and Warranties By The Service Provider
1.13.1 Notwithstanding to any provision contained in the Contract, the Service Provider shall be exclusively responsible for the following during the currency of the Contract:
1.13.1.1 The Service Provider shall execute and deliver Services as mentioned in the Contract in accordance with Client’s requirements, relevant rules, regulations, standards, safety measures and shall maintain good order at the premises as communicated by Client from time to time during execution of the services. The Services shall be fit for the express or implied purposes for which supplied.
1.13.1.2 The Service Provider shall keep PHC operational information, approved content, voice transcripts, chat transcripts, tickets, complaints and reports confidential and shall not disclose or use them for any purpose outside performance of this Contract without PHC’s written approval.
1.13.1.3 The date so collected would be transferred to High Commission on quarterly basis. Once data is transferred to High Commission, the service provider will not retain its physical or e-copy in any form. 
1.13.1.4 Service Provider shall follow professional official etiquette, industry best practices and adequate standards of hygiene while executing the services like avoidance of abusive language by its employees, ensure proper dressing/uniform as per local culture/norms by displaying service provider cards for identification and any others practices which are followed in Client. Service Provider shall not act in a way which is prejudicial to Client’s interests or business;
1.13.1.5 The Service Provider/or their resources to hold requisite power, authority and valid license and authority to carry out the Contract and deliver Services mentioned in the Contract. The Service Provider shall obtain or renew all permits, NOCs, licenses, certificates or registrations etc. that may be required to perform the Services under this Contract.
1.13.1.6 The Service Provider shall bring at site all equipment including but not limited to those specified in the Contract necessary to carry out the services under the Contract. The Service Provider shall ensure the equipment remains in working order.
1.13.1.7 The Service Provider shall adhere to all directions of Client and observe security protocol as per Client’s requirement for execution of services like security clearance of its employees, etc. for which documents / data shall also be provided to Client. The Service Provider warrants that its employee(s) have no criminal record and shall not indulge in any criminal activity. The Service Provider agrees that if Client is not satisfied with the services of its resources for execution of services, necessary replacements will be arranged and Client shall have exclusive right to not accept the services of any service provider resource.
1.13.1.8 Any breach by Service Provider of this Clause, shall constitutes a material breach of the Contract and may lead towards Termination as per Clause-2.6.2 In addition, Client shall be entitled to require Service Provider to (a) remedy the breach at its cost; (b) pay for it to be remedied; or (c) repay all amounts already paid for the defective Services.
2 Commencement, Completion, Modification, and Termination of Contract
2.1 Effectiveness of Contract
2.1.1 This Contract shall come into effect on the date the Contract is signed by both parties, or such date as may be stated in the SCC or work order.
2.2 Duration of Contract
2.2.1 The initial and minimum binding duration of this Contract shall be three (03) years from the production go-live and formal acceptance date. The Service Provider shall provide the complete contracted services, support, maintenance and agreed service levels throughout this period. Any extension beyond the initial term shall be subject to satisfactory performance, mutual written agreement and applicable procurement rules.
2.3 Extension of Contract
2.3.1 The Contract may further be extended on same rates, terms and conditions for a period suitable to Client to call new tenders and award of a fresh contract.
2.4 Modification/ Variations
2.4.1 Modification of the terms and conditions of this Contract, including any modification of the scope of the Services or the Contract Price, may only be made by written agreement between the Parties in compliance with PPR-2004 as well as the applicable Uk law/regulations.
2.5 Force Majeure
2.5.1 For this Contract, “Force Majeure” means an event that is beyond the reasonable control of a Party and which makes a Party’s performance of its obligations under the Contract impossible or so impractical as to be considered impossible to be performed under the circumstances. The Party affected by Force Majeure shall on the occurrence of the event leading to Force Majeure immediately notify the other Party in writing and take all reasonable steps to overcome the Force Majeure. If the Force Majeure persists the affected Party may terminate this contract as per clause 2.6 of the Contract because of Force Majeure.
5. No Breach Contract: The failure of a Party to fulfill any of its obligations under the Contract shall not be considered to be a breach of or default under, this Contract insofar as such inability arises from an event of Force Majeure, provided that the party affected by such an event; has taken all reasonable precautions, due care and reasonable alternative measures to carry out the terms and conditions of this Contract, and has informed the other Party as soon as possible about the occurrence of such an event.
5. Extension in Time: Any period within which a Party shall, under this Contract, complete any action or task or additional task shall be extended for a period equal to the time during which such Party was unable to perform such activities as a result of Force Majeure or on the advice of Client.
2.6 Termination
2.6.1 By the client: The Client may terminate this Contract, by not less than fourteen (14) days written notice of termination to the Service Provider, to be given after the occurrence of any of the events specified in paragraphs (2.6.1.1) through (2.6.1.8) of this Clause 2.6.1:
2.6.1.1 if the Service Providers do not remedy a failure in the performance of their obligations under the Contract,
2.6.1.2 if the Service Provider becomes insolvent or bankrupt;
2.6.1.3 if, as the result of Force Majeure, the Service Provider/s are unable to perform a material portion of the Services for not less than sixty (60) days; or
2.6.1.4 if the Service Provider/s, in the judgment of the client has engaged in corrupt or fraudulent practices in competing for or in executing the Contract.
2.6.1.5 If The Service Provider’s employees commit a serious crime within the premises which can result in police action under the laws of the UK
2.6.1.6 if the Service Provider commits a material breach and fails to remedy it within the applicable notice period;
2.6.1.7 if Service Provider materially or consistently breaches the Contract including failure to correct performance deficiencies as mentioned under the Clause 7.2.
2.6.1.8 Client in its sole discretion, may terminate the Contract, in whole or in part, at any time for its convenience. The notice of termination shall specify that termination is for the Client’s convenience, the extent to which performance of the Service Provider under the Contract is terminated, and the date upon which such termination becomes effective.
2.6.2 By the Service Provider: The Service Provider may terminate this Contract, by not less than sixty (60) days‟ written notice to the Client, such notice to be given if Client fails to fulfill any of major obligation arising under this contract.
3 Obligations of the Service Provider
3.1 General 
3.1.1 The Service Providers shall perform the Services in accordance with the Description of the Services and the Activity Schedule, and carry out their obligations with all due diligence, efficiency, and economy, in accordance with generally accepted professional techniques and practices, and shall observe sound management practices. The Service Provider shall always act in good faith in respect of any matter relating to this Contract or to the Services, and shall at all times support and safeguard the Client’s legitimate interests in any dealings with Sub Service providers or third parties.
3.1.2 The Service Provider will ensure continuity of services without interruption as per requirement.
3.1.3 In the course of the performance of the services the Service Provider shall comply with all requirements of the Client.
3.1.4 The Service Provider shall comply with all applicable laws, rules and regulations, instructions and customary practices of the Client in UK.
3.1.5 The Service Provider shall promptly notify the Client of any matter coming to their knowledge that could have a material effect on the business or affairs of the Client.
3.2 Indemnification
3.2.1 The Service Provider agrees to indemnify the Client and hold it harmless against all liabilities, including judgements and cost of litigation, for anything done or omitted by the service provider in the execution of this Contract.
3.2.2 Any claims   of   service   provider’s   current   employees   or   ex-employees, or associates, or their heirs whether against the Service Provider, other Service Providers working within the same premises or any other person, regarding deals made at personal level by the staff or personal matters or deals carried out in whatsoever form, manner or capacity.
3.2.3 Any claims made by any person affected by the services provided by the Service provider or any breach of data or any other claim arising out of any action taken or omitted by the service provider during the course of execution of this contract in respect of third party/person or entity. 
3.2.4 Any Government Permits, Licenses, etc. that may be required for performing the services contemplated under the Contract.
3.2.5 The Service Provider shall remain responsible for applicable taxes, government duties and employment-related contributions concerning its personnel, in accordance with applicable law.
3.2.6 All claims of compensation by an employee of Service Provider, his family or legal heirs or any other agency, autonomous body, any NGO or government department, arising from injury, disability, ill health or death of any of his employees during the currency or expiry of this Contract while performing any services under this Contract or any claim regarding the medical care or treatment expenses submitted by the employee or ex-employee of the Service Provider or their legal heirs.
3.3 Conflict of Interests
3.3.1 Service Provider and Service Provider’s employee (s) Not to Benefit from Commissions and Discounts: Payment against the services under Clause 6 shall constitute sole payment to the Service Provider. The Service Provider shall not accept for their benefit any trade commission, discount, or similar payment in connection with activities pursuant to this Contract, and in discharge of their obligations under this Contract. The Service Provider shall ensure that the Service Provider’s Employee(s), or their affiliates shall not receive any additional payment.
3.3.2 Prohibition of Conflicting Activities: Neither the Service Providers nor their affiliates shall engage, either directly or indirectly, in any activities during the term of this Contract, any business or professional activities in the United Kingdom which would conflict with the activities assigned to them under this Contract;
3.4 Confidentiality
3.4.1 Information relating to evaluation of bids and recommendations concerning to award of the contract shall not be disclosed by the High Commission to the Service Provider or to any other person who is not officially concerned with the process, until the announcement of the result of evaluation.
3.4.2 The Service Provider shall not disclose or attempt to make public any information relating to the bidding documents, bidding process and award of the contract to any person or entity without  the High Commission’s prior written consent.
3.4.3 In case of any disclosure related to the bidding process and contractual obligations at any stage by any Service Provider, the High Commission may reject its bid and/or terminate the contract with the Service Provider.
3.5 Contractual Liability Insurance
3.5.1 From the Commencement Date until expiry or termination of the Contract, the Service Provider shall remain responsible for losses or claims caused by its negligence, fraud, wilful misconduct or failure to perform the contracted services, subject to the terms of the Contract and applicable law.
3.5.2 The Service Provider shall indemnify and keep indemnified Client, at all times against any loss, claim, damage, charge occurred to Client due to negligence or fraud committed by Service Provider or its employee. The Service Provider may, to protect themselves, obtain “Contractual Liability Insurance” to cover all claims related to Negligence / Fraud/theft if any, committed by the Service Provider or its employees but this is not obligatory. If the Service Provider obtains the above insurance, Service Provider shall be responsible for indemnifying the Client regardless of the payment of the insurance amount paid by the insurance company to the Service Provider. Failure of the Service Provider to pay the Client’s claim shall authorize Client to deduct the claimed amount from the amount payable to Service Provider.
3.6 Service Providers’ Actions Requiring Client’s Prior Approval
3.6.1 The Service Provider shall obtain the client’s prior approval in writing before taking any of the following actions:
3.6.1.1 entering a subcontract for the performance of any part of the Services,
3.6.1.2 changing the schedule of activities; 
3.6.1.3 any other action that may be specified in the SCC.
3.7 Independent Service Provider Status
3.7.1 The parties agree that this contract creates an independent Service Provider relationship, not an employment relationship. The Service Provider acknowledges and agrees that the client will not provide the Service Provider or the Service Provider’s employee(s) any fringe benefits or for the reimbursement of any expenses, including without limitation any medical or pension payments, and that income tax/withholding tax is Service Provider’s responsibility.
3.7.2 None of the Service Provider’s employee(s) shall be entitled to seek employment with the client merely on the ground that he/she had been posted by the Service Provider at any of the premises of Client for performance of this contract.
3.8 
3.8.1 Compliance with Applicable Requirements
3.8.1.1 The Service Provider shall comply with all applicable legal, regulatory, employment and licensing requirements relevant to performance of the contracted services in the United Kingdom and Pakistan.
3.8.1.2 
3.8.1.3 
3.8.1.4 
3.8.2 
3.8.3 The Service Provider shall take all practicable steps to ensure that all of its resources comply with the Applicable Law
3.9 Reporting Obligations
3.9.1 The Service Provider shall submit to the client the reports and documents specified in the Bidding document or otherwise, as and when required by the client.
3.10 Documents Prepared by the Service Providers to Be the Property of the Client
3.10.1 All, reports, and other documents and software submitted (if any) by the Service Provider under Clause 3.9 shall become and remain the property of the client, and the Service Provider shall during the execution of Contract and in any case not later than upon termination or expiration of this Contract, deliver all such documents and software to the client, together with a detailed inventory thereof. The Service Provider may retain a copy of such documents and software. Future use of these documents by the Service Provider shall be subject to approval of Client.
3.11 Contractual Performance Deductions
3.11.1 For a verified material service deficiency that remains uncorrected after written notice and a reasonable remedy period, PHC may apply a proportionate contractual deduction. The aggregate total of all such deductions or penalties during the entire Contract shall not exceed GBP 80.00.
3.11.2 No separate, additional or overlapping financial penalty shall be imposed for the same event.
3.11.3 The Service Provider shall correct identified deficiencies and deploy reasonable remedial resources without additional charge where the correction falls within the agreed Scope of Services.
3.11.4 The cumulative financial liability under this contractual penalty mechanism is capped at GBP 80.00 for the full Contract term.
3.12 
3.12.1 No performance guarantee or performance security is required.
3.12.2 
3.13 Early Warning by the Service Provider
3.13.1 The Service Provider shall warn Client in writing at the earliest opportunity of specific likely future events, problems or circumstances whether on Service Provider’s part or on Client’s part, that may adversely affect the quality of Services. The Service Provider should also provide the details of likely corrective measures required.
3.13.2 Client shall evaluate and decide the corrective measure to be adopted as soon as reasonably possible.
3.13.3 If the Service Provider fails to give an early warning without any justified reason he shall be held responsible for all the consequences thereof.
3.14 Declaration
3.14.1 The Service Provider hereby declares that it has not obtained or induced the procurement of any contract, right, interest, privilege or other obligation or benefit from Client through any corrupt business practice.
3.14.2 The terms and conditions and the Schedules thereto represent the entire Contract and understanding between Client and the Service Provider, in relation to the subject matter hereof and supersede all previous agreements and/or understandings between the parties in relation thereto.
3.14.3 If any provision of the Contract is found by any court or competent authority to be invalid, unlawful or unenforceable, that provision shall be deemed not to be a part of the Contract and it shall not affect the enforceability of the rest of the Contract.
3.14.4 Unless expressly provided, no term of this Contract is enforceable by any third party.
3.14.5 This Contract is personal to Service Provider and Service Provider shall not assign or subcontract any of its rights or obligations under it without Client’s prior written consent. Any subcontracting shall be on terms consistent with these Conditions.
3.14.6 The Contract shall be governed by the laws of Pakistan and Service Provider and Client agree to submit to the exclusive jurisdiction of the courts in Pakistan.
4 Description of Services to  be performed by the Service Provider
4.1 The scope of services to be performed by the Service Provider as given in ITB and as amended by the Client from to time to time.
5 Obligations of the Client
5.1 Provision of information: The Client shall at the request of Service Provider, provide the information on the code of conduct and security procedures. The Client shall immediately notify the Service Provider of any changes to the same during the continuance of this Contract.
5.2 Change in the Applicable Law
5.2.1 If after bid submission a change occurs to any applicable law of the Government of Pakistan, notification of any local or other duly constituted authority, or the introduction/revision of any such Federal and/or Provincial Law, regulation or bye-law especially labor laws regarding revision in minimum wage or any other statuary benefits for the labor force, notification which causes addition or reduction in the cost of Service such additional or reduced cost shall be added to or deducted from the Contract Price as per following procedure:
5.3 Services and Facilities
5.3.1 The Client shall make available to the Service Provider the Services and Facilities, if any provided in the Contract.
5.4 Assistance and Exemptions
5.4.1 No assistance regarding exemption will be provided by the Client.
5.5 Performance / Completion Certificate
5.5.1 Client will provide a Performance certificate during pendency of Contract and completion Certificate after completion of Contract to the Service Provider on his written request.
5.6 Currency of Payment
5.6.1 All Payments shall be made in GBP.
5.7 Taxes and Duties
5.7.1 All applicable taxes shall be deducted by Client at source unless a valid tax / duty exemption certificate is submitted by the Service Provider.
5.7.2 The Service Provider is bound to pay provincial and other taxes, duties, liabilities, license fees etc. due to the department concerned directly, and is bound to discharge all duties and liabilities in this regard. Any concealing facts in this regard would lead to termination of Contract and blacklisting etc.
6 Quality Control
6.1 Performance Standards
6.1.1 The Service Provider will maintain the highest level of service standards as per best industry practice or as specified in this contract.
6.2 Correction of Defects and Performance Management
6.2.1 Client shall check the Service Provider’s work and bring to the knowledge of the Service Provider of any defects that are found. Such checks shall not affect the Service Provider’s responsibilities.
6.2.2 PHC’s authorized officer may issue a written notice requiring correction of an identified service deficiency. Any contractual deduction shall follow the notice and remedy process and remain within the aggregate GBP 80.00 cap for the full Contract term.
6.2.3 The Service Provider shall adhere to service standards accordingly and cover the performance gaps. Failing which, Client may issue notice to the Service Provider.
6.2.4 If the Service Provider persistently or materially fails to deliver the Services despite written notices and reasonable opportunities to remedy the failure, PHC may terminate the Contract by providing fourteen (14) days’ written notice, subject to the Contract. No performance guarantee forfeiture shall apply.
7 Dispute Resolution
7.1 If any dispute arises between the parties (Service Provider and Client), regarding the performance of the Services or anything contained in the Contract, the parties shall use their best good faith efforts to reach a reasonable, equitable and mutually agreed resolution of the issue(s) causing the dispute.
7.2  If the matter is not resolved in 30 days, the matter may be resolved through courts in Pakistan in accordance with laws of Islamic Republic of Pakistan. 
8 Operational Security and Service Continuity
8.1 The Service Provider shall maintain appropriate operational controls, secure administrator access, backups, monitoring, incident handling and continuity arrangements for the contracted services.
8.1.1 PHC may review service controls, reports and continuity arrangements and may require reasonable corrective actions where a material weakness is identified.
8.1.2 
8.1.3 
8.1.4 
8.1.5 
8.2 	
8.2.1 
9 Corrupt & Fraudulent Practices
9.1 Definitions: The Client requires compliance with its policy regarding corrupt and fraudulent practices. In pursuit of this policy, the Client follows, inter alia, the instructions contained in Rule 2(1)(f) of PPR 2004 Pakistan.
10 Mechanism of Blacklisting and Cross Debarring[footnoteRef:2] [2:  Note: However, such barring action shall be undertaken only after Service Provider who is to be barred and blacklisted shall be accorded adequate opportunity of being heard. Decision of the Blacklisting Committee of Client will be final and conclusive.] 

10.1 The client will terminate the contract if it determines that the Service Provider recommended for award has, directly or through an agent, engaged in corrupt, fraudulent, collusive or coercive and obstructive practices in competing for the contract in question;
10.2 The client will sanction a Service Provider, including declaring the Service Provider ineligible, either indefinitely or for a stated period, to be awarded a client’s contract if at any time it determines that the service provider has, directly or through an agent, engaged in corrupt, fraudulent, collusive or coercive and obstructive practices in competing for, or in executing Client’s contract; and
10.3 Under Rule 19 of PPR-2004, “The Client can inter alia blacklist Service Provider found to be indulging in corrupt or fraudulent practices. Such barring action shall be duly publicized and communicated to the PPRA.
	NATURE OF OFFENSE / FAULT
	
MEANS OF VERIFICATION

	Corruption
	Actual instance verifiable as per law of land and applicable rules and regulations of THE HIGH COMMISSION

	Deviation from commitment
	If the bidder deviates from its prior commitment or declaration made regarding the bid or proposal
submitted by the bidder.

	Fraud
	Cross verification of documentary undertakings
submitted	by	Contractor/ Bidder/Consultant/Supplier

	Collusion
	Results of Bid/Proposal analysis resulting in substantive evidence of collusion

	Performance Deficiencies
	Documented evidence in form of performance
deficiencies not suitably responded or defended by Contractor/ Bidder/ Supplier/ Consultant



11 Beneficial Ownership information
11.1  The bidder shall provide Beneficial Ownership information on the prescribed Form. Failure to provide the required information of the beneficial ownership by the company or submission of false or partial information, the procuring agency shall:
11.1.1 Blacklist the said company in accordance with rule 19(1)(a) of Public Procurement Rules, 2004,
11.1.2 Reject the bid of the said company.
12 Disclaimer / Additional Information
12.1 The Client, at any stage, may require the Service Provider to provide information concerning their professional, technical, financial, legal, managerial competence, clearance from AML/CFT or any other information that is not specifically required under the Contract. The Services Provider upon Clients’ first written request without cavil or arguments shall immediately provide the requisite information.
13 Onboarding and Offboarding 
13.1 On expiry or termination of the Contract, the Service Provider shall provide PHC with a complete export of tickets, complaints, approved knowledge content, reports and other PHC-owned deliverables in a commonly readable format, together with an orderly handover checklist. The Service Provider shall reasonably support transition to PHC or a successor service provider.
14 Non-Disclosure Agreement
14.1 The service provider will sign the Non-Disclosure Agreement as per template provided with bidding documents.
[bookmark: _Toc214294313]SPECIAL CONDITIONS OF CONTRACT (SCC)

The following Special Conditions of Contract shall supplement the General Conditions of Contract. Whenever there is a conflict, the provisions herein shall prevail over those in the General Conditions of Contract.

	Number of GCC Clause
	Amendments of, and Supplements to, Clauses in the General Conditions of Contract

	Client 
	The Client is High Commission of Pakistan, London

	Service Provider
	The Service Provider is [ insert name]

	Procurement 
	The Title & Reference of the procurement is;

Procurement of AI Voice Agent, Website Chat Agent, Ticketing and Complaint Management Dashboard (Rebidding)

	Addresses
	The addresses are:

Client:
34-36 Lowndes
Square London
SW1X 9JN

	Authorized Representative
	The Authorized Representatives will be nominated in the Work order.

	Performance Guarantee
	Not required

	Currency
	Payment shall be made in GBP

	Governing Law
	The laws of Islamic Republic of Pakistan would be governing law in case of a dispute 






	High Commission of Pakistan
(Disclosing Party)
	Agreed to and Accepted by
(Receiving Party)

	

Signature of nominated officer and Date
	

Signature of authorized representative and Dat

	

Name
	



	
	Name

	WITNESS:
	
WITNESS:

	
ID No.  	
	


CNIC No. 	





[bookmark: _Toc214294314]SECTION VII : SERVICE MANAGEMENT PLAN OF SERVICE PROVIDER

(To be provided by the Service Provider)
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[bookmark: _Toc214294315]Integrity Pact
DECLARATION OF FEES, COMMISSION AND BROKERAGE ETC.

Contract No.	Dated  	
Contract Value:  	
Contract Title:  	
………………………………… [name of Supplier] hereby declares that it has not obtained or induced the procurement of any contract, right, interest, privilege or other obligation or benefit from any administrative subdivision or agency thereof or any other entity owned or controlled by the Government of Pakistan through any corrupt business practice.
	Without limiting the generality of the foregoing, [name of Supplier] represents and warrants that it has fully declared the brokerage, commission, fees etc. paid or payable to anyone and not given or agreed to give and shall not give or agree to give to anyone within or outside Pakistan either directly or indirectly through any natural or juridical person, including its affiliate, agent, associate, broker, consultant, director, promoter, shareholder, sponsor or subsidiary, any commission, gratification, bribe, finder’s fee or kickback, whether described as consultation fee or otherwise, with the object of obtaining or inducing the procurement of a contract, right, interest, privilege or other obligation or benefit in whatsoever form from the Government of Pakistan (GOP), except that which has been expressly declared pursuant hereto.

[name of Supplier] certifies that it has made and will make full disclosure of all agreements and arrangements with all persons in respect of or related to the transaction with the Government of Pakistan and has not taken any action or will not take any action to circumvent the above declaration, representation or warranty.

[name of Supplier] accepts full responsibility and strict liability for making any false declaration, not making full disclosure, misrepresenting facts or taking any action likely to defeat the purpose of this declaration, representation and warranty. It agrees that any contract, right, interest, privilege or other obligation or benefit obtained or procured as aforesaid shall, without prejudice to any other rights and remedies available to GOP under any law, contract or other instrument, be voidable at the option of GOP.

Notwithstanding any rights and remedies exercised by GOP in this regard, [name of Supplier] agrees to indemnify GOP for any loss or damage incurred by it on account of its corrupt business practices and further pay compensation to GOP in an amount equivalent to ten time the sum of any commission, gratification, bribe, finder’s fee or kickback given by [name of Supplier] as aforesaid for the purpose of obtaining or inducing the procurement of any contract, right, interest, privilege or other obligation or benefit in whatsoever form from GOP.

Name of Buyer: ………………	Name of Seller/Supplier: …………………….

Signature: ……………………	Signature: ……………………………….

[Seal]	[Seal]
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Effective Date: ___________
Non-Disclosure Agreement

THIS AGREEMENT made on                       between High Commission of Pakistan, London , having  its registered address 34-36 Lowndes Square London SW1X 9JN hereinafter referred to as the DISCLOSING PARTY
-and-

The (Name of the company and its authorized representative) a company having its registered office a,_________________________________________________________
hereinafter refered to as the RECEIVING PARTY the (hereinafter together referred to as “the parties”) WHEREAS,	the	parties	believe	that	they	would	mutually benefit	by	sharing	certain Confidential/Proprietary Information (as defined herein) and believe it is in the interest of both the parties to ensure that all such confidential/proprietary information of the DISCLOSING PARTY will be safeguarded and carefully protected by the RECEIVING PARTY.

NOW THEREFORE, for consideration the adequacy of which is hereby acknowledged and intending to be legally bound, the parties hereby agree as follows:
	
[bookmark: _Toc214294318]Purpose of this Non-Disclosure Agreement
This Non-Disclosure Agreement serves to protect all confidential information and intellectual property to which Receiving Party shall have access to and/or developed for High Commission of Pakistan.

[bookmark: _Toc214294319]Confidentiality and Acknowledgement
“Confidential Information" means any information directly or indirectly concerning, or related to the:
· Information about the activities of the Disclosing Party.
· Information including but not limited to:
· Data collected at AI Voice, Chat and Case Management Services
· Policies
· Procedures
· Business Rules and Plans
· Validation Checks, all project related information
· Process followed etc.
· Any other information that recipient obtained from Disclosing Party deliberately or otherwise during the course of this exercise.
Whereas parties have agreed that the Disclosing Party has disclosed or may disclose certain confidential and proprietary information (including, without limitation, internal policies & procedures, computer programs, technical drawings, algorithm, know-how, formulas, processes, ideas, whether patent or not and other technical, business, financial, customer and product development plans, forecast, strategies and information which to the extent previously, presently or subsequently disclosed to the Receiving party is hereinafter referred to as the Confidential/Proprietary Information of the Disclosing Party) to the Receiving Party as per agreed scope of services. Confidential Information also includes proprietary or confidential information of any third party that may disclose such information to either party in the course of the other party’s business.
The Receiving Party agrees to treat above types of information as secret and shall not at any time for any reason is permitted to disclosed to any person or otherwise use any unpublished information relating to the Disclosing Party.
Further, the Receiving party agrees:
(i) To hold the DISCLOSING PARTY’s PROPRIETARY INFORMATION in confidence and take reasonable precautions to protect such PROPRIETARY INFORMATION (including, without limitation, all precautions the RECEIVING PARTY employs with respect to its confidential materials).
(ii) Not to divulge any such PROPRIETARY INFORMATION or any information derived therefrom to any third person.
(iii) Not to make any use whatsoever at any time of such PROPRIETARY INFORMATION except to evaluate internally its relationship with the DISCLOSING PARTY
(iv) Not to copy or reverse-engineer any such PROPRIETARY INFORMATION,
(v) To provide Disclosing Party, upon request, a list of all such persons who have been given access to Confidential Information.

Term of agreement
This agreement shall commence as of the effective date of agreement and shall remain in full force and effect for 1 years from the effective date.
Remedies
The RECEIVING PARTY acknowledges that breach of this Agreement, Disclosing Party, in addition to terminating the contract	(add title of contract) and taking other actions available to it, may obtain preliminary and permanent court injunctions to stop the breach, and may also sue to recover from the Recipient an amount equal to the damages that may be caused by the breach together with all costs and expenses, including attorney's fees incurred by High Commission of Pakistan of Pakistan in taking.
Applicable laws
This agreement shall be governed by and constructed in accordance with the laws of Pakistan.
This Agreement constitutes the sole understanding of the parties about this subject matter and may not be amended or modified except in writing signed by each of the parties to the Agreement.


[bookmark: _Toc214294320]Discharge Certificate
Date:	 	

ITB No:	
Title: Procurement of AI Voice Agent, Website Chat Agent, Ticketing and Complaint Management Dashboard	
Dear Sir,

I/We, M/s	, hereby certify that the total of the Final Statement / Bill represents full and final settlement of all monies due to the us arising out of or in respect of the Contract. Upon payment of Final Statement/Bill, I/We, M/s			hereby irrevocably and unconditionally waives all claims, direct, indirect or consequential arising out in connection with the Contract.

Seal & Signature of Service Provider:
Date:
 	




For Bidder (Sign and Stamp)
For Bank (Sign and Stamp)

