HELPDESK AGREEMENT
This Agreement is made on the _________and shall be effective from the, _________ between INSURANCE REGULATORY AND DEVELOPMENT AUTHORITY OF INDIA represented by _________ having registered office at Parishram Bhavan, 3rd Floor, Basher Bagh, Hyderabad-500 004, (hereinafter referred to as the ‘IRDAI’ which expression shall unless it be repugnant to the context or the meaning thereof, be deemed to include its successors, legal representatives and assigns) of the First Part.

And
_________ a Company incorporated under the Companies Act 1956  represented by and having its Registered Office   _________ hereinafter referred to as “_________”,   which term wherever the context so applies, shall mean and include its representatives and successors in office of the Second Part.
WHEREAS, IRDAI, established as a statutory body under the Insurance Regulatory and Development Authority Act, 1999 for regulating Insurance Industry, vide its letter dated ________ has engaged the services of _______________ for the development of new Ageny Licensing portal, maintenance   to host the Agent Licensing portal www.IRDAonline.org  and to provide help desk support for period of 5 years, COMMENCING FROM EFFECTIVE DATE OF THIS AGREEMENT

WHEREAS, _______________ shall maintain Agency Portal for IRDAI as stated in the documents detailed below which form part of this agreement

i)
IRDAI’s Expression of Interest Document (EOI) for Agency portal dated _______________.

ii)
IRDAI’s clarifications document dated.    


iii) _______________’s Technical proposal dated _________________________ .

WHEREAS

1. IRDAI desires to avail help desk support services (hereinafter referred as “Helpdesk services”) on exclusive basis for its online Agency portal (hereinafter referred as “Agency Portal”), which are more specifically described in Annexure I of this Agreement.  
2.
_______________ has represented to IRDAI that it shall provide the Helpdesk services for its Agency portal on the terms and conditions as setforth in this Agreement.
NOW THEREFORE IN CONSIDERATION OF MUTUAL COVENANTS AND CONDITIONS HEREIN CONTAINED, THE PARTIES HERETO AGREE AS FOLLOWS:
I- Definitions & Interpretation

i. Unless the context otherwise requires, the following terms whenever used in this Agreement have the following meanings:
ii. “Agreement" Shall mean this Agreement together with all its schedules, appendices and annexure and any amendments thereto made in accordance with the provisions herein and the Expression of Interest (EOI) dated _______________, its Clarifications dated _______________, Technical proposal of _______________ dated _______________ and Financial Bid of _______________ dated _______________.
iii. “Agreement Period” shall mean the period between the effective date of the Agreement and the completion of all activities to fulfill the requirements of the scope & deliverables as described in this Agreement and their acceptance by IRDAI.
iv. “Contract Price” means the price to be paid for the performances of the services in accordance with this agreement
v. "Deliverables" means the documents/ services specifically requested by IRDAI for the smooth operations of Agency Licensing process and agreed to be delivered by _______________ in pursuance of the agreement.

vi. “Effective Date” means the date on which parties sign this agreement.
vii. “Force Majeure” For the purposes of this Agreement, “Force Majeure” means an event which is beyond the reasonable control of a Party and which makes a Party’s performance of its obligations under the Agreement impossible or so impractical as to be considered impossible under the circumstances
viii.  “Helpdesk Personnel” means persons hired by the consultant and assigned to the performances of the services or any part thereof.

ix. “Parties” means the Insurance Regulatory & Development Authority and _______________ for the purposes of this Agreement. 

x. “Helpdesk” means the facility setup by _______________ for the purpose of servicing the portal users.
xi. “Portal users” Portal Users means the designated persons, Insurance Agents, Insurers, Agent training Institutes, Examination Bodies and IRDAI internal users who will be using the licensing portal for the purpose of licensing, record /update the details and generate information using predefined reports/queries.

xii. “Proposal” means the proposal submitted by _______________ for development of agency licensing portal, hosting, maintenance and help desk support .
xiii. "Services" means the work to be performed by the _______________ pursuant to this agreement. 

xiv.  “In Writing” means communicated in written form with proof of receipt.
xv. “Scope” means the scope of work as per this agreement
xvi. “Agency Licensing Portal” means portal used for licensing the Insurance Agents.
1. DURATION:
This Agreement shall be deemed to have taken effect from _______________ hereinafter referred to as effective date and shall be valid for a period of 5 years from the effective date There shall be lock in period for the entire term of this Agreement unless it is terminated earlier in accordance with the provisions as set forth herein below in this Agreement.

2. SCOPE OF THE AGREEMENT:
2.1
Setting up of an exclusive helpdesk infrastructure and   support services that shall assist and address the queries of the portal users spread all over the country that are using the agency portal for a period of five years. 
2.3 The help Desk will make every effort to resolve issues at the time of service calls. In case of unresolved calls, request will be handled according to the priority assigned to them. However, all such queries are required to be resolved within twenty-four hours on the receipt of information about the same. Public, National holidays and weekends are exempted from this twenty-four hour parameter.  This time line will not be applicable to the queries referred to IRDAI and directly to portal users.  

2.4 Resolve technical and operational problems of portal users with reference to the usage of the Agent Registration portal.

2.5 Not cancel any License without prior approval from IRDAI
2.6 Not issue any duplicate license and effect changes in the data entered without the prior approval of party IRDAI
2.2
It is agreed between the Parties that _______________ will carry out activities of the project in order to deliver as described in detail in Annexure I of this Agreement
3.
CHARGES:

3.1
IRDAI shall pay such charges to _______________ as mentioned in Annexure III of this Agreement for availing the Helpdesk Services under this Agreement.  

3.2   
The charges payable under this Agreement are exclusive of service taxes however any other taxes apart from the above which shall become applicable by law in the due course of time shall be exclusive of the charges payable under this Agreement. 
4.
OBLIGATIONS OF _______________:
4.1
_______________ shall set up Help desk infrastructure for providing the Helpdesk Services, the scopes of which are more specifically specified in Clause (2) and Annexure I of this Agreement.
4.2
_______________ shall depute such number of its employees possessing the requisite qualifications, experience and competence for the purpose of providing Helpdesk Services The employees deputed by _______________ for the purpose of providing the Helpdesk services to IRDAI are hereinafter referred to as ‘Deputed Employees.’
4.3
_______________ shall render the Helpdesk Services at such locations as mentioned in Annexure II of this Agreement. Such places can be either added or reduced my mutual consent of the Parties.
4.4
_______________ shall render the Helpdesk Services from Monday to Saturday between 9.00 AM to 6.00 PM.
4.5 _______________ shall make arrangements for such number of back up employees in case of transition and emergency to ensure continuous compliance of its obligations. In addition _______________ shall ensure that its deputed employees who render the helpdesk services under this Agreement, including the back up employees, undergo continuous training. 
4.6 _______________ shall conduct a Customer Satisfaction Survey (“Survey”) without any additional cost to IRDAI preferably on half yearly basis to understand the needs, difficulties, problems, and suggestions etc. of the designated persons of IRDAI pertaining to the Helpdesk Services provided by _______________ if required by IRDAI. The format of the Survey form for taking the feedback from the customers shall be mutually decided by the parties.

In the event IRDAI suggests any measures to be taken based on the feedback received as per the survey which is outside the scope of the service deliverables as prescribed for _______________, in such a case _______________ shall inform IRDAI, the additional cost involved in implementing the suggested measure and subject to IRDAI agreeing to the additional cost, shall implement the suggestion. If the suggested measure is within the scope of the service deliverables as prescribed for _______________, the same shall be implemented without additional cost to IRDAI. Also if the suggested measure does not require any additional cost, in such a case, _______________ agrees to adhere to the same, without any additional cost to IRDAI. 
4.7
_______________ agrees to maintain computerized databases and MIS which amongst others would include call logging database, customer database, problem/ requirement database etc. to help render quality services to customers of IRDAI.

4.8
_______________ shall ensure that the Deputed Employees shall render their helpdesk Services in an ethical and professional manner and shall at all times represent and conduct themselves with good behavior and as a man of ordinary prudence. In no event, the Deputed Employees shall either accidentally or intentionally, use any obscene language (either verbal or written) or publish or transmit or cause to be published in any form or manner, any material which is unethical or  detrimental to the interest of IRDAI or its customers or the public in general 
5.
OBLIGATIONS OF IRDAI:
5.1 IRDAI shall provide help desk space at its Hyderabad office without any charges for _______________ personnel and permit him to work on IRDAI ‘s holidays so that _______________  can provide uninterrupted support to the users.

5.2 IRDAI shall designate Single Point of Contact for the resolution of queries arsing from the helpdesk or emails.
5.3 IRDAI shall arrange for continuous and complete training without any charges to the deputed employees of _______________ to enable them to serve the designated persons efficiently.
5.4 IRDAI shall clearly define reply timelines for escalated queries of _______________.

5.5 IRDAI shall make available all the previous reports and records accessible to _______________ for its study & re-structuring process.

5.6 IRDAI shall also enable access to any new guidelines and policy changes in advance, so that the help desk team is well equipped in advance with the updated information.

5.7 IRDAI shall be responsible for designing the formats and prescribing the frequency of reports to be submitted by _______________. IRDAI may however change the format of report and frequency of report from time to time with mutual consent of _______________. 
6.
 INTELLECTUAL PROPERTY RIGHTS:
6.1
All Intellectual Property Rights in IRDAI Agency Portal  are owned exclusively by IRDAI. Intellectual Property Rights means and includes patents, trademarks, logos, layout, database structure, service marks, trade names, designs, copyrights, rights of privacy and publicity and other forms of intellectual property, know how, inventions, formulae, confidential or secret processes, trade secrets, any other protected rights or assets and any licences and permissions in connection therewith, in each and any part of the world and whether or not registered or registrable and for the full period thereof, and all extensions and renewals thereof and all rights in applications for registration in connection with the foregoing. 

6.2
It is understood by _______________ that the Helpdesk Services that are availed by IRDAI are only for the purpose of providing Helpdesk services for IRDAI Agency Portal operations accordingly; _______________ does not have nor shall claim any right, title or interest in IRDAI Agency Portal.
7.
CONFIDENTIAL INFORMATION:
7.1 _______________ acknowledges and agrees that all tangible and intangible information revealed, obtained or developed in the course of or in connection with the performance of this Agreement shall be the Proprietary information of IRDAI. 

7.2 _______________ agrees that the Deputed Employees permitted access to any portion of the Confidential Information in the course of his or her employment is advised of the confidential nature of the Confidential Information.
7.3 Confidential Information shall not include any information that: (i) it was in the public domain at or subsequent to the time it was communicated to the receiving party by the disclosing party through no fault of the receiving party. (ii) it was rightfully in receiving party’s possession free from any obligation of confidence or subsequent to the time it was communicated by the receiving party to the disclosing party and (iii) it was developed by employees or agents of the receiving party independently of and without reference to any information communicated to the receiving party by the disclosing party
 8
Termination
8.1
In the event there is any material breach of any of the terms and conditions of this Agreement by any party to this Agreement the other Party may terminate this Agreement provided that the party shall serve non-compliance two months notice to the defaulting party to rectify the breach or restore the same within the said notice period. After the expiry of said notice period the Agreement shall come to end if the material breach is not rectified or restored by the defaulting party within the said notice period and thereafter IRDAI shall pay to _______________ all payments due as of the termination date stated in the notice on pro rata basis including those for the proportion of work completed in the on-going stage and to the extent the deliverables supplied and the services rendered up to the date of termination.

8.2  Either Party shall be entitled to terminate this Agreement forthwith in the event of the other Party:

a. going into compulsory or voluntary liquidation or winding up; or

b. assigning its property and/or assets for the benefit of its creditors

 materially affecting its abilities to perform this Agreement.
c. by giving a 3 months notice in writing to the other upon situations arising due to non-compliance of the stipulations of this contract or for any other reason.
8.3
Any termination of this Agreement howsoever caused, shall not effect any accrued rights or liabilities of either party nor shall it effect the coming into force or the continuance in force of any provision hereof which is expressly or by implication intended to come into or continue in force on or after such termination. The parties agree that the clause No. 8 shall survive and continue to remain in force notwithstanding the termination of this Agreement.

 8.4
Upon the termination of this Agreement:

a 
Immediately upon termination of this Agreement IRDAI shall take all reasonable steps to retrieve the data located both at Primary and DRS.

b
_______________ shall discontinue the managed services provided to IRDAI after proper hand-over of all the necessary documents and other materials obtained by _______________ in relation to the managed services during the term of this Agreement.
9
 Limitation of liability

9.1UNDER NO CIRCUMSTANCES SHALL _______________ BE LIABLE FOR ANY PERSONAL INJURY, SPECIAL, INDIRECT, INCIDENTAL OR CONSEQUENTIAL DAMAGES OR LOSS OF PROFITS RESULTING FROM THE PERFORMANCE OF ANY ASPECT OF THIS AGREEMENT, WHETHER OR NOT THE OTHER PARTY HAS BEEN MADE AWARE OF THE POSSIBILITY OF SUCH LOSS OR DAMAGE.

9.2
It is agreed between the Parties that the aggregate liability of _______________ whether in contract, tort or otherwise or in any other law in force or may come into force subsequently, shall be limited to only restoring the services provided under this Agreement
10
Representation and Warranties

10.1 Both parties represent and warrant to each other that:

a. They have requisite authority and/or are lawfully entitled to enter into this Agreement and that they are not under any disability, restriction or prohibition which shall prevent them from performing or adhering to any of its obligations under this Agreement or shall prevent them from exercising any of its rights or observing any of its obligations under this Agreement.
b. IRDAI warrants that the data, information, facts, figures, statistics   etc  displayed on the IRDAI Agency portal is true and accurate and it has requisite authority/ or are lawfully entitled  to display such information. IRDAI agrees to indemnify and hold _______________ harmless in case of any dispute or third party claim arising from display of any information on its Agency portal.

c. IRDAI further represent and warrant  that any amendment in any law, or in any rules or any regulation or circular or notification pertaining to or issued under IRDAI Act 1999 shall not affect the continuity of this Agreement and if in any event any amendment to any law/ rules / regulation/ circular/ notification issued under the said Act affects the continuity of the Agreement or in any way adversely affect the interest of _______________ then IRDAI shall be liable to _______________ for the damages which NSEIT shall incur due to coming into force of such amended law or rules or regulation or circular or notification as the case may be.

d.
The performance of its obligations shall not violate any applicable laws, regulations or the rules and regulations or cause a breach of any Agreements with any third parties.   

e
They shall at all time comply with all their respective obligations set forth in this Agreement.

10.2.
Neither _______________ nor its affiliates make any express or implied warranties, representations or endorsements whatsoever (including without limitation warranties of title or non-infringement, or the implied warranties of merchantability or fitness for a particular purpose) with regard to any information or service provided in discharge of the help desk services and they shall not be liable for any cost or damage arising either directly or indirectly from any such transaction. It is solely IRDAI’s responsibility to evaluate the accuracy, completeness and usefulness of all data, and information of the agency portal provided through the service or in the Internet generally. 

11
Indemnification
a
Subject to the provisions contained in Clause 9 of this Agreement both the parties shall indemnify each other in case of any breach of any of the terms and conditions of the Agreement.
b. IRDAI shall neither raise any claim against _______________ nor shall hold _______________ responsible or liable for any of the following acts:

(i) Deputed Employees’ negligence or intentional act or omissions.
(ii) Any claims that services provided by Deputed Employees infringe a patent, copyright, trade secret or other intellectual property of any third party;
(iii) Deputed Employees’ breach of its obligations with respect to IRDAI’S Confidential Information; 
(iv) Deputed Employees’ failure to observe or perform any duties or obligations to be observed or performed by Deputed Employees under any of the contracts for which Deputed Employees or has assumed responsibility in its performance with the Services; 
(v) Deputed Employees’ breach of warranties under this Agreement

(vi) Any claims arising out of Deputed Employees’ breach of its obligations and responsibilities under this Agreement.
In all the above listed events or in any other case as the case may be the remedy lies to _______________ only and _______________ solely reserves the right to initiate any action against the deputed employees.
c
In no event, shall any Party  be liable to the other  for any special, indirect, incidental, punitive, contingent or consequential loss or damages suffered by any Party, including but not limited to a loss of use, data, business, anticipated savings, profit, reputation, goodwill or revenue, arising out of or in connection with this Agreement ,whether as a result of a breach of this Agreement or otherwise and whether such liability arises from any claim based upon Agreement, warranty, tort, product liability, performance thereof or otherwise and whether or not the Party has been advised of the possibility of such loss or damages. 

.

12 
DISCLAIMER:
_______________ shall use its best endeavor to provide the helpdesk Services under this Agreement. In no event shall _______________ be liable for loss of profits, data or use of the Agency Portal or any damages incurred by any of the client of IRDAI or designated persons of IRDAI or other similar claims, however caused, and on any theory of liability, even if IRDAI has been specifically advised the possibility of such damages. 
13. 
 INDEPENDENT CONTRACTOR 
The Parties acknowledges that they are acting as an independent contractor and nothing in this Agreement shall be construed to create an agency or employment relationship between IRDAI and _______________.  The Parties are not authorized to enter into contracts or Agreements on behalf of each other or to create obligations on behalf of each other with third parties.
14.
NON-SOLICITATION 
During the initial term and the renewal thereof and for one year after the date of termination of this Agreement, neither party shall provide or attempt to provide any contract/ employment to the employee of other party nor directly or indirectly discourage the employee of other party from continuing their employment.

15.
Force Majeure 

a. Notwithstanding anything else contained in this Agreement, neither party shall be liable for any delay in performing its obligations hereunder if such delay is caused by circumstances beyond its reasonable control including without limitation any delay caused by the acts of governments, acts of God, any terrorist attack, any criminal damage, natural or social calamities, war declared and undeclared etc.

b. Subject to the party so delaying promptly notifying the other party in writing of the reasons for the delay (and the likely duration of the delay), the performance of such party’s obligations shall be suspended during the period that the said circumstances persist and such party shall be granted an extension of time for performance equal to the period of the delay. Save where such delay is caused by the act or omission of the other party (in which event the rights, remedies and liabilities of the parties shall be those conferred and imposed by the other terms of this Agreement and by law), in such a case, any costs arising from such delay shall be borne by the party incurring the same.
16.
ASSIGNMENT
Neither party shall assign or otherwise transfer any of its rights and obligations hereunder whether in whole or in part without the prior written consent of the other.  Nothing as stated above, shall affect rights of either party to assign or otherwise transfer any of its rights and obligations hereunder without the prior written consent of the other party, in the event of there being a merger, amalgamation, takeover, other form of corporate restructuring or change in control or Management of either party. 

17.
NO WAIVER BY CONDUCT 

No waiver of any of the terms of this Agreement or any the Annexures to this Agreement shall be valid unless it is agreed in writing and designated as such.  Any forbearance or delay on the part of either party in enforcing any of its rights under this Agreement shall not be construed as a waiver of such right to enforce the same for such occurrence or any other occurrence.

18.
ENTIRE AGREEMENT
This Agreement along with the Annexure attached to this Agreement, supersedes all prior Agreements, arrangements and undertakings between the parties and constitutes the entire Agreement between the parties relating to the subject matter hereof. No addition to or modification of any provision of this Agreement shall be binding upon the parties, unless made by a written instrument signed by a duly authorised representative of each of the parties. 

19.
SEVERABILITY 
The various provisions and sub provisions of this Agreement are severable and if any provision or sub provision or part thereof is held to be unenforceable by any court of competent jurisdiction, then such enforceability shall not effect the validity or enforceability of the remaining provisions or sub provisions or parts thereof in this Agreement.

20.
NOTICES

All notices, request, consents or other communications required or permitted to be given to either party pursuant to this Agreement shall be in writing and shall be sufficiently served, if delivered personally or sent by fax/ mail with scanned copy of original document. If sent by fax / e-mail, evidence of the successful transmission of the fax/e-mail is required. Any notice, request or other communication sent by fax/e-mail shall be followed by ordinary mail within one week.
21.        GENERAL

a. IRDAI and _______________ shall faithfully consult each other to clarify any matter of concern regarding this agreement or in areas not stipulated in this agreement.

b. Both the parties to this agreement shall sincerely abide by the provisions of this agreement and discharge their duties and obligations efficiently and in the best possible manner.

22.
APPLICABLE LAW
Terms and Conditions of this Agreement shall be governed in accordance with the laws in force in India.

23.
 ARBITRATION

All claims, disputes and differences between the parties arising out of or in connection with this Agreement shall be referred to or submitted for arbitration in Mumbai in accordance with Arbitration and Conciliation Act, 1996 before two arbitrators, one to be nominated by each parties and the third arbitrator to be appointed by the above two arbitrators. The place of arbitration shall be Mumbai, India. The aforesaid terms shall be subject to the Laws of India under the exclusive jurisdiction of the Courts in Mumbai.

24. 
JURISDICTION

The Courts in Mumbai shall have exclusive jurisdiction in all matters arising out of or related to this Agreement. 

IN WITNESS WHEREOF THE PARTIES HERETO HAVE SET THEIR HANDS ON THE DATE FIRST ABOVE WRITTEN.
	________________________

Mr._____________________
	___________________
Mr._______________

	Vendor
	________

	
	IRDAI

	
	


Annexure I

Helpdesk Support Services

Comprehensive coverage of Support Services includes the following activities:
Scope of Services:-       Setting up of an exclusive helpdesk infrastructure and   support services that shall assist and address the queries of the designated persons (DP) spread all over the country that are using the agency portal for the issue of license for a period of five years.  The Comprehensive coverage of Help Desk Services to be provided by the help desk resource is covered in the table below.

The Help Desk Resource: -  Team of Four Engineers appointed by _______________ who collectively shall assist and manage the Help Desk Services.
HELP DESK SERVICES

Comprehensive coverage of Help Desk Services includes the following activities

	Type of Roles
	Type of Services

	SETTING UP OF HELP DESK SUPPORT AND INFRASTRUCTURE
	1. Setting up Help Desk infrastructure i.e dedicated phone lines, necessary hardware with call routing and tracking software etc at Vendors Place initially.

	
	2. Provide Three full time dedicated and suitably qualified help desk personnel in the locations specified at Annexure-I


	
	3. Confirm and provide the details of the experience and qualifications of the Persons designated/employed by it, to handle the helpdesk efficiently

	
	4. The Help desk resource shall understand and handle the queries raised by the portal users and English and Hindi shall be the language of communication.

	
	4.  The Help Desk Services shall be operational from Monday to Saturday (kindly check) from 9 am to 6 pm.

	
	5. Help desk Service shall be accessed in following ways

· Phone : _____________________
· Email  : tech.support@irda.gov.in


	
	6. The help Desk will make every effort to resolve issues at the time of service calls, however in case of unresolved calls, request will be handled according to the priority assigned to them.


	
	 7.  To Provide backup in case of transition and emergency.

	
	8.   Provide the Customer manageability access to the Party No.2, so as to enable viewing the various support requests that have been attended to by its helpdesk.


	TECHNICAL SUPPORT 
	  1.Guide the portal users on deployment of Application

	
	2. To handle and guide technical queries of the  portal users  that are related to application error, network or  operating systems

	
	3.Interact with the Portal users and explain the Hardware and software requirement

	
	4.  Help in Login - password related issues and also License certificate printing issues

	
	5.  To clarify and assist DP’s with respect to issuing of Licenses to agents, correction of wrongly entered data during registration process

	
	6. Store and retrieve calls for training, call monitoring and complain/Dispute Handling using Voice Loggers.

	
	7. Maintaining the IRDAI database and MIS.

	
	8. Managing the systems administration and maintaining backup and restore facility.

	
	

	FUNCTIONAL SUPPORT
	1. Ensuing that the process for issue tracking, complaint handling and resolution is being followed.

	
	2. To provide daily reports on escalations to IRDAI for its response.

	
	3. Ensuing that the escalation to relevant channels for further redressal is being followed as per the timelines provided by IRDAI.

	
	4. To provide IRDAI with periodic reports as mutually decided and in the format provided by IRDAI on the following issues

· Pending queries with priority tags 

· . Licenses issued

· Payments received 



	
	5. Maintaining the upkeep of daily call reports and resolved with escalation.

	
	6. Help in Back office integration and daily activities to be done.  

	
	7.  _______________ shall provide facilities for IRDAI to access the following reports to IRDAI from remote location regarding helpdesk activities.

A) Daily Status report on the Complaints/Queries 

1. Complaint reference No.

2. DP code / Insurer code /PARTY NO.2/ Others

3. Date of complaint and time

4. Mode of complaint (e-mail/telephone/care-site/others)

5. Type of Complaints ( Printing Problem, Log-in problem, Understanding the portal function, Browse problem, Page Not found, Time-out etc)

6. Brief information about the complaint received

7. Time taken to solve the complaints (No of days and time):

8. Complaint status (Open/Closed)\

B)  Summary reports –monthly

1. Type of Complainant (DP/Insurer/PARTY NO.2/Others) 

2. Total Number of complaints received:

3. Number of the complaints so resolved:

4.  Pending Complaints giving the following details – No; Date of complaint, DP Code, Desc. Of complaint, Status of complaint – pending by IRDAI 

C)  Any other additional report/ record as and when required by IRDAI within a period of 24 hours from the date of receipt of the request from IRDAI.



Annexure II

Locations
Specified Locations: 
_____________
1. _____________ (  IRDAI Hyderabad premises for one Help Desk Coordinator) 

Non-specified Location:

Location other than specified location 

The above locations may be amended by the parties by mutual consent.  

Annexure III
Charges and Payment 

Charges and Payment Terms:

IRDAI shall pay to _______________ charges for the Deputed Employees as per their roles at the following rate for the period commencing from _______________ on monthly basis to the Deputed Employees of _______________ for the Helpdesk services rendered to IRDAI pursuant to this Agreement.

	Sr. No.
	Designations/Roles
	Amount (Rs.)

	1
	Help Desk Executives/ Deputed Employees
	___________Per person per month


Note: 

1. The above rates are exclusive of applicable taxes and levies.
2. The above rates shall be escalated by 10% after the period of three years from the date of this agreement.
3. Any specific computer hardware / software or any specific equipment required to be procured for rendering the Helpdesk services by _______________ shall be recovered at actual cost from IRDAI.  ( Not acceptable )
4.     The clearance of payment is subject to the condition that all the pending care site queries, which do not require to be referred to IRDAI, shall be resolved by party no. 1 before the release of care site payment.

ANNEXURE IV:  The Escalation Map/Single Point of Contact
	Particulars
	Name
	Phone No.
	Email

	For IRDAI
	_______________
	
	

	For _______________
	_______________
	_______________
	_______________
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