CITY GAS DISTRIBUTION PROJECT
CUSTOMER SATISFACTION SURVEY BY PNGRB EMPANELLED TPA
TENDER NO. AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION SURVEY/12-2025

i

AAVANTIKA GAS LIMITED

(A JOINT VENTURE COMPANY OF GAIL & HPCL)

CITY GAS DISTRIBUTION PROJECT IN
INDORE, UJJAIN, PITHAMPUR & GWALIOR

CUSTOMER SATISFACTION SURVEY BY PNGRB
EMPANELLED TPA

Tender No.: AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION
SURVEY/12-2025

DOMESTIC COMPETITIVE BIDDING

ISSUE DATE: 24.12.2025

Date & Time for submission duration of Technical Bid & Price Bid at AGL Head Office (HO):

Important Dates

Physical Pre-Bid Meeting at AGL HO 29/12/2025 @ 11:00 Hrs.

Last Date & Time of Submission of Tender 06/01/2026 up to 16.00 Hrs.

Date & Time of Opening of Un-Priced (Technical) Bid | 06/01/2026 up to 16.30 Hrs.

Bidder Seal & Sign:



CITY GAS DISTRIBUTION PROJECT
CUSTOMER SATISFACTION SURVEY BY PNGRB EMPANELLED TPA
TENDER NO. AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION SURVEY/12-202

VERING LETTER FORMAT IN BIDDER'’s LETTERHEAD

Bidder Ref No.
Date:

To,

Contracts and Procurement Dept.
Aavantika Gas Limited

Second Floor 202-B, NRK Business
Park, Vijay Nagar Square, AB Road,
Indore-452010

Tel- +91 (731) 4222520

Subject: Letter of Bid Submission against Tender No. AGL/0524/MANUAL
TENDER/CUSTOMER SATISFACTION SURVEY/12-2025 for Customer satisfaction Survey of
AGL Universe by PNGRB empaneled TPA'’s.

Dear Sir,

With reference to above mentioned subject, please find enclosed herewith our Bid on behalf of
“‘BIDDER’s COMPANY NAME”, along with Tender documents and below enclosures as
required for the Bid,;

1. (Document Name e.g. EMD details, Bidder’'s General
Information) 2. ....

3
4.
5.
6
7
Thanks, and Regards,

Submitted By: - “BIDDERS COMPANY NAME”
Authorized Person: -
Designation: -

Authorized Signatory
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Sr. No. Section Particulars

1. Section —| Invitation for Bid (IFB)

2. Section — I Instructions to Bidders (ITB)

3. Section — I Scope of Work & Questionnaire Survey format
4, SECTION - IV General Condition of Contract (GCC)

5. SECTION -V Forms and Format

6. SECTION - VI Schedule of Rates (SOR)

CONTACT PERSON at Aavantika Gas Limited:
1) Mr. Varender Sharma, Ch Mngr: Mobile — 98889 25792 / Email: varender.sharma@aglonline.net
2) Mr. Himanshu Shrivastava, Mngr, Mobile — 9131099726 / Email: himanshu.s@aglonline.net
3) Mr. Anurag Singh, Engineer: Mobile — 86006 90470 / Email: anurag@aglonline.net
4) cp@aglonline.net 0731-4222520


mailto:varender.sharma@aglonline.net
mailto:anurag@aglonline.net
mailto:cp@aglonline.net

CITY GAS DISTRIBUTION PROJECT
CUSTOMER SATISFACTION SURVEY BY PNGRB EMPANELLED TPA
TENDER NO. AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION SURVEY/12-2025

SECTION - |

INVITATION FOR BIDS (IFB)
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Aavantika Gas limited (AGL) (hereinafter referred as Owner), is supplying Piped Natural Gas
(PNG) to domestic, commercial and Industrial consumers and Compressed Natural Gas (CNG)
to automobiles in Indore, Ujjain and Gwalior cities of Madhya Pradesh.

PNGRB, Quality of Service Regulations 11 (4) mandates conduct of Customer Satisfaction
Survey (CSS) for each GA by the authorized CGD entity. In order to streamline and standardize
the procedure & conduct of CSS, and Industry committee was constituted by the board. The
Survey will be conducted for AGL authorized GA’s (Indore GA including Ujjain & Pithampur and
Gwalior GA) to access consumer experience and service quality across key operational and
customer interaction parameters.

The Customer Service Satisfaction Survey for PNG and CNG aims to:

>

>

>

1.0

2.0

3.0

4.0

5.0

6.0

Evaluate Customer Experiences: Understand the level of satisfaction with services
provided by the organization.

Identify Improvement Areas: Pinpoint gaps or issues in service delivery to enhance overall
customer experience.

Gather Actionable Insights: Collect feedback to design targeted strategies for improving
customer relationships and loyalty.

Benchmark Performance: Measure service quality against industry standards and
competitors.

Support Strategic Decisions: Use data-driven insights to guide policies, training, and
resource allocation

PROJECT . CITY GAS DISTRIBUTION PROJECT FOR
INDORE, UJJAIN, PITHAMPUR & GWALIOR

ITEM & QUANTITY REQUIRED : MENTIONED IN SCHEDULE OF RATES (SOR)

SCOPE OF WORK : CUSTOMER SATISFACTION SURVEY OF
AGL AUTHORIZED GA’s (Indore GA including Ujjain
& Pithampur and Gwalior GA)

CONTRACT PERIOD

The Contract Period shall be Six (06) Months from the date of award of Order.

> 1st Milestone - Collection of Raw data (60 days from the date of Work Order)

» 2nd Milestone- Submission of Analysis report along with Graphical representation (15
Days from completion of 1st Milestone

» 3rd Milestone- Submission of Final report with Hard Copy (30 Days from 2nd Milestone)

BID VALIDITY : 03 MONTHS FROM BID DUE DATE.

BID SECURITY / EMD : Rs. 41,000/- in form of DD or Bank guarantee.

The bid security shall be in the form of Demand Draft or Bank Guarantee in favor of
Aavantika Gas Limited, Indore (India), valid for 2 months in excess of bid validity period i.e.
for 05 months in the prescribed format (Form F-4) of the bid document.

Bidders registered with NSIC/MSME under its single point registration scheme are
exempted from furnishing Bid Security. Submission of Bid Security/EMD is exempted
only when bidder is relevantly registered under NSIC / MSME scheme.

NSIC / MSME certificate (updated & valid as on due date of submission to be
submitted) shall be duly attested by CHARTERED ACCOUNTANT (CA) AND NOTARY
PUBLIC WITH LEGIBLE STAMP.
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7.0

8.0

9.0

10.0

11.0

13.0

14.0

15.0

16.0

17.0

18.0

19.0

20.0

21.0

22.0

Bank details for BG/LC (SFMS) receiving through SFMS:

Bank Name: ICICI Bank Limited

Bank IFSC: ICIC0000041

Bank A/c No.: 004105013583

Bank Address: ICICI BANK LTD, MALAV PARISAR,4 CHOTI KHAJRANI,
A.B. ROAD.INDORE 452008 (M.P), INDORE

BID DOCUMENT FEE (NON-REFUNDABLE & NON-TRANSFERABLE): Nil.

BID ISSUE DATE 1 24.12.2025

PRE BID MEETING :29.12.2025 at 11:00 Hrs. at AGL Office, Indore
BID DUE DATE & TIME : 06.01.2026 up to 16:00 Hrs. at AGL Office, Indore
BID OPENING : 06.01.2026 at 16:30 Hrs. at AGL Office, Indore

VALIDITY OF OFFER: The offer should remain valid for 3 months from the bid due
date / extended due date of tender.

The Bid Document calls for offers on single point “Sole Bidder” basis. Bidders are advised
not to submit offers in “Consortium” or “Joint Bid”. Joint bid referred herein is an
offer, which seeks order to be placed on more than one party / co-bidder.

The prices once quoted shall not be changed whether resulting or arising out of any
subsequent technical / commercial clarifications sought regarding the bid and even
if any deviation or exclusion may be specifically stated in the bid.

Bidder is advised to quote strictly as per scope & terms and conditions of bid
document and not to stipulate any deviation / exceptions.

Purchaser reserves the right to accept or reject any or all bids received at its absolute
discretion without assigning any reason, whatsoever.

Bid document is non-transferable. Bids received from bidders in whose name Bid
Document has been issued shall only be considered. Bidder must submit the Bid
Document Fee in their name. Bid Document Fee will be submitted by Bidders as per
Clause 7.0 above.

Bidder shall ensure that Bid Security having a validity of 2 months beyond the offer
validity, i.e. validity of 5 months from the bid due date, must accompany the offer
in the format made available in the Bid Document. Offer, if unaccompanied with Bid
Security, shall be rejected.

Bids complete in all respects should reach on or before the BID DUE DATE AND TIME.
Fax //Telegraphic/ E-Mail bids shall be rejected.

AGL shall not be responsible for cost incurred in preparation and delivery of bids.
This is ZERO DEVIATION bid document. The bids shall be evaluated as received

without any Reference to the bidder. The Bids not meeting the Technical of this
Tender Document will be rejected.

TENDER NO. AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION SURVEY/12-2025
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23.0

24.0

(i)
(ii)

(iii)

25.0

26.0

27.0

28.0

29.0

AGL reserves the right to reject any or all the bids received at its discretion without
assigning any reason whatsoever.

EVALUATION AND COMPARISON OF BIDS:

Bidder to submit the valid PNGRB empanelment certificate.

Evaluation shall be done on overall lowest cost basic to the Purchaser considering Input Tax
Credit, if any.

If quoted amount of two or more L-1 ranked bidders are same, then contract will be awarded to
that L-1 bidder whose Turnover as per Last Audited Balance Sheet will be higher.

SPECIAL CONDITIONS:

The questionnaire (English/Hindi) shall be hosted on a digital platform capable of capturing
data in real time. The collected data shall be downloadable and extractable in .xIs format.

A questionnaire shall be considered complete only when all questions in the survey have
been mandatorily answered.

As per the customer universe provided by AGL, in the event that the identified sample size is
exhausted, the TPA shall move to the remaining customer data universe to ensure
completion of the survey in accordance with the prescribed sample requirements

Bidder has to submit all the documents required in the tender with serial
number starting from the Covering Letter itself. An index also to be provided
displaying the details of the documents submitted and the respective serial
number also. Also, the Bids should be properly spiral binded.

Bidder has to submit seal and sign copy of Tender document printed both sides
on paper.

PERFORMANCE BANK GUARANTEE: Within 15 days from the date of award of
Order, the Bidder shall furnish Performance Guarantee in the form of Bank Guarantee
to the PURCHASER, for an amount equivalent to 5% of the Order value (Excluding
taxes & duties). Performance Bank guarantee shall be valid for a period of 3 months
beyond the expiry of the Warrantee/Guarantee period.

PRICE REDUCTION SCHEDULE: Price reduction shall be applicable for individual
milestones at the rate of 0.5% per week of delay or part thereof in completion of the
work, subject to a maximum of 5% of the total issued order value

PAYMENT TERMS:

o 35% Payment will be made within 15 days from the submission of all the data
collection pertaining to customer (Raw data).

o 35% Payment will be made within 15 days at the time of submission of Analysis
report along with graphical representation in hard copy and approved by
Engineer-In-Charge (EIC).

o 30%- payment will be made within 15 days at the time of submission of final hard
copy report duly verified by EIC.

MODE OF PAYMENT

2.1. Payment will be made by way of normal banking channels.

2.2  Deduction at source: Purchaser will release the payment after off-setting all dues to the

Purchaser payable by the seller under the contract. Deduction will be effected at source as per

the law in force.

TENDER NO. AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION SURVEY/12-2025
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P

Annexure-1to IFB

CUT-OUT SLIPS

(ENCLOSED CUTOUT SLIP TO BE PASTED ON ENVELOPES OF THE OFFER)
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CUT-OUT SLIP

(Outer Envelope)

DO NOT OPEN - THIS IS A QUOTATION

CLIENT
PROJECT
BID DOCUMENT NO

WORK

AAVANTIKA GAS LIMITED, INDORE

CITY GAS DISTRIBUTION PROJECT

AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION
SURVEY/12-2025

CUSTOMER SATISFACTION SURVEY OF AGL AUTHORIZED
GA'’s (Indore GA including Ujjain & Pithampur and Gwalior
GA)

To,

C&P Department

Aavantika Gas Limited,

Second Floor 202-B, NRK Business Park,
Vijay Nagar Square, AB Road, Indore-452010
Telephone: +91 (731) 4222520

FROM

NAME:

ADDRESS:

(To be pasted on the Outer and other envelopes containing Technical and Priced bids

along with “BID SECURITY/EMD”)
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SECTION - Il

INSTRUCTIONS TO BIDDERS
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1

11
1.2
1.3

14

2.2

2.3

3.2

4.1

6.2

A. INTRODUCTION

SCOPE
The Purchaser invites sealed bids for the entire work as specified in the Bid documents.
The Bid document specifies the contractor scope of work, terms & conditions.

All terms, conditions and specifications of the Bid document shall be construed as
applicable in general, unless specifically indicated to the contrary.

Bidders shall quote in the manner as specified in the Bid document. Purchaser
reserves the right to evaluate and accept bids at their sole discretion. The provisions
of this clause shall supersede any contrary provisions expressly stated or implied
anywhere else in the Bid document.

ELIGIBILITY OF BIDDERS.

Bidders shall as part of their bid, submit a written Power of Attorney/Authorization
letter authorizing the signatory of the bid to bind the bidder.

Bidders should not be associated, or have been associated in the past, directly or
indirectly, with a firm or any of its affiliates which have been engaged by the Purchaser
to provide consultancy services for the preparation of the design, specifications, and
other documents to be used for carrying out similar Works under this Invitation for Bids.

The Bidders shall not be under a declaration of ineligibility for corrupt and fraudulent
practices issued by the Purchaser in accordance with ITB.

ONE BID PER BIDDER

A bidder shall submit only one bid in the same bidding process. A bidder who submits
or participates in more than one bid will be disqualified.

Alternative bids are not acceptable.
COST OF BIDDING

The bidder shall bear all costs incurred & associated with the preparation and
submission of the bid, and Purchaser will in no case be responsible or liable for this
cost, regardless of the conduct or outcome of the bidding process.

NON-TRANSFERABILITY OF THE BID DOCUMENTS

Bid Documents are non-transferable. The party to whom the Bid documents are
issued may only furnish the bid. The bid received from any party other than to whom
the Bid documents are issued shall be rejected immaterial of fact of any relationship
between party to whom Bid documents are issued and party, who furnished the bid.

SITE VISIT (If Applicable)

The bidder is advised to visit and examine the site of works and its surroundings
and obtain for himself on his own responsibility, all information that may be
necessary for preparing of the bid and entering into contract. The cost of visiting the
site shall be at bidder's own expenses.

The bidder or any of its personnel or agents will be granted permission by the Purchaser
to enter upon its premises and land for the purpose of such visits, but only upon the
Express condition that the bidder, its personnel, and agents will release and indemnify

TENDER NO. AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION SURVEY/12-2025
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7

7.2

9.2

9.3

9.4

the Purchaser and its personnel and agents from and against all liabilities in respect
thereof, and will be responsible for death or personal injury, loss of or damage to
property, and any loss, dam age, costs, and expenses incurred as a result of the
inspection.

B. BID DOCUMENTS

CONTENTS OF BID DOCUMENTS
The Bid Documents are those stated below and should be read in conjunction with any

corrigendum issued in accordance with clause 9.2 of Instruction To Bidder (ITB):

7.1.1 Invitation For Bid (IFB)

7.1.2 Instruction To Bidder (ITB)
7.1.3 Scope of Work

7.1.4 General Conditions of Contract
7.1.5 Forms & Formats

7.1.6 Schedule of Rates (SOR)

The bidder is expected to examine all instructions, forms, terms, specifications
and drawings in the bid documents. The Bid Documents together with all its
attachment thereto, shall be considered to be read understood and accepted by the
bidder. Failure to furnish all information required by the Bid documents or submission
of a bid not substantially responsive to the Bid documents in every respect will be at
bidder’s risk and may result in the rejection of the Bid.

CLARIFICATION ON BID DOCUMENTS

A prospective bidder requiring any clarification of the Bid Documents may notify
Purchaser in writing or by fax at the address mentioned in the Invitation for Bid
(IFB). Purchaser will respond in writing to any request for clarification of the Bid
documents which it receives after issue of bid documents. Written copies of
Purchaser’s response (including an explanation of the query, if required, but without
identifying the source of the query) will be sent to all prospective bidders who have
received the Bid documents.

AMENDMENT OF BID DOCUMENTS

At any time prior to the bid due date, Purchaser may, for any reason, whether at its
own initiative or in response to a clarification requested by a prospective bidder,
modify the Bid documents, by issuing corrigendum.

Any corrigendum thus issued shall be part of the Bid documents pursuant to ITB Clause-
17 and shall be notified in writing by fax / post to all prospective bidders, who have
received the Bid documents.

The Purchaser may, at its discretion, extend the bid due date in order to allow prospective
bidders, a reasonable time to furnish their most competitive bid taking into account
the amendments issued.

In order to allow reasonable time to respond to bidders queries, bidders must submit their
gueries, if any, at least seven (07) days before the bid submission due date. Queries
received after this period will not be considered.

C. PREPARATION FO BID DOCUMENT

TENDER NO. AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION SURVEY/12-2025



CITY GAS DISTRIBUTION PROJECT
CUSTOMER SATISFACTION SURVEY BY PNGRB EMPANELLED TPA

10 LANGUAGE OF BID

10.1 The bid prepared by the bidder as well as all correspondence/ drawings and documents
relating to the bid exchanged by bidder shall be written in English language, provided
that any printed literature furnished by the bidder may be written in another language
so long as accompanied by an ENGLISH translation, in which case, for the purpose
of interpretation of the bid, the ENGLISH translation shall govern.

11 DOCUMENTS COMPRISING THE BID

11.1  The bid prepared by the bidder shall comprise of the following components:

11.1.1 Envelope : Super - Scribing Techno-Commercial and Price Bid

A. Covering letter with bidder’s offer number as prescribed in this Tender.

B. Bidder’s General Details / information as per format FORM-1.

C. Bid Security (EMD) as per format FORM- 2. (Bids received without EMD shall be
rejected)

D. Copies of various documents as required as per FORM-3 and FORM-5.

NO Deviation Confirmation as per FORM- 4 on bidder’s letter head.

F. Documentary evidence established in accordance with ITB that the bidder is eligible
to bid and is qualified to perform the contract if its bid is accepted.

G. Addendum / Corrigendum, if any, to the Tender.

H. Power of Attorney/Authorization Letter authorizing the signatory of the bid.

l. Price Bid in the prescribed format as per Section VI Schedule of Rates (SOR)

Note:

1. The bid offer shall consist of the above documents only.

2. Document submitted in addition to the above listed documents, shall not be
considered as part of bid offer and shall not be taken into consideration for
evaluation.

3. All pages of the bid offer to be signed and stamped by an authorized representative (as
described in bid document) of the bidder.

12 BID PRICES

12.1  The Prices should be quoted in INR only.

12.2 The Bidder shall indicate in the appropriate Price Schedule, the unit prices (where
applicable) and total price of the services / works it proposes to execute under the
contract. If quoted in separate typed sheets and any variation in item description, unit or
guantity is noticed, the bid is liable to be rejected.

12.3 Prices quoted by the bidder, shall remain firm, fixed and valid until completion of the
contract and will not be subjected to any variation, except statutory variation (as specified
in Bid document.)

12.4  All corrections and alterations in the entries shall be signed in full by the bidder with date.
No erasures or over-writings are permissible.

12.5 Bidder shall quote the all-inclusive prices as per scope of work and SOR, taking into

consideration all applicable taxes, duties, overheads, provision of safety gadgets to their
personnel, transportation, conveyance, trainings, recruitments, communication
charges, cost for providing tools & tackles, equipment’s, machineries, minimum spares,
etc. and nothing extra shall be payable by the Purchaser.

TENDER NO. AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION SURVEY/12-2025
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13
131

13.2

14
14.1

14.2

14.3

14.4

14.5

14.6

14.7

PERIOD OF VALIDITY OF BIDS

The bid shall remain valid for 3 months from the bid due date. Purchaser may reject a
bid which is valid for a shorter period being non-responsive.

In exceptional circumstances, prior to expiry of the original bid validity period, the
Purchaser may request that the bidder extend the period of bid validity for a specified
additional period. The requests and the responses thereto shall be made in writing
(by fax/ post/ e-mail). A bidder can refuse the request without forfeiture of his bid
security. A bidder agreeing to the request will not be required or permitted to modify
his bid, but will be required to extend the validity of its bid security for the period of
the extension and in accordance with ITB clause 14 in all respects.

BID SECURITY

Pursuant to IFB Clause No. 6, the bidder shall furnish, as part of his bid, bid security
in the amount specified in the Invitation for Bids.

The bid security is required to protect the Purchaser against the risk of bidder’s conduct
which would warrant the security’s forfeiture, pursuant to ITB Clause- 14.7

The bid security will be in Indian Rupees and shall be in the form of Demand Draft
/ Banker’s Cheque is to be drawn in favor of Aavantika Gas Ltd, payable at Indore or
in the form of Bank Guarantee as per format F-4 enclosed in the Bid Document.

Any bid not secured in accordance with ITB Clause 24 and ITB Clause 14.3 may
be rejected by the Purchaser as non-responsive.

Unsuccessful bidder’s bid security will be discharged/ returned, as promptly as possible
but not later than 30 days after the expiration of the period of bid validity prescribed
by the Purchaser, pursuant to ITB Clause-13.

The successful bidder’'s bid security will be discharged upon the bidder's accepting the
Order, pursuant to ITB Clause-34 and furnishing the Contract Performance Guarantee
pursuant to ITB Clause-35.

The bid security may be forfeited:

14.7.1 If a bidder withdraws his bid during the period of bid validity.
14.7.2 In the case of a successful bidder, if the bidder fails:

14.8

15
151

15.2

i) To accept the Delivery Order in accordance with ITB Clause- 34 or
i) To furnish Performance Guarantee in accordance with ITB Clause-35
i) To accept correction of errors pursuant to ITB Clause- 26

Bid Security must indicate the Bid Document number and the item for which the bidder
is quoting. This is essential for proper co-relation at a later date. The Bid Security
in the form of Bank Guarantee shall be as per the format provided in the Bid Document.

FORMAT AND SIGNING OF BID

The bidder shall prepare one original of the document comprising the bid as per clause
11 of ITB.

The bid shall be typed or written in indelible ink and shall be signed by the person
or persons duly authorized to sign on behalf of the bidder. The name and position
held by each person signing must be typed or printed below the signature. All pages

TENDER NO. AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION SURVEY/12-2025
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15.3

16
16.1

17
171

17.2

17.3

18
18.1

18.2

19
191

20

of the bid except any catalogues / literatures shall be signed and sealed by the person
or persons signing the bid.

The bid shall contain no alterations, omissions or additions, unless such corrections
are signed & sealed by the person or persons signing the bid.

ZERO DEVIATION

Bidder to note that this is a Zero Deviation Tender. AGL will appreciate submission
of offer based on the terms and conditions in the enclosed General Conditions of
Contract (GCC), Special Conditions of Contract (SCC), Instructions to Bidder (ITB),
Scope of work, Technical Specifications etc. to avoid delay in seeking clarifications on
technical/commercial aspects of the offer. Bids with any deviation to the bid
conditions shall be liable for rejection.

D. SUBMISSION OF BIDS

SEALING AND MARKING OF BIDS

Bid shall be submitted in the following manner in single sealed envelopes duly super
scribed as below:

Envelope - | — Techno-Commercial & Price Bid : comprising of Technical scope along
with EMD and Price Bid.

Envelop shall indicate name and address of the bidder to enable the bid to
be returned unopened, if warranted.

If the outer envelope is not sealed and marked as above, the Purchaser will assume
no responsibility for the misplacement or premature opening of the bid and its
consequential rejection. The Purchaser recommends submission of Bids in — person
and will assume no responsibility for any delay / damage to the bids received by Post /
Courier.

DEADLINES FOR SUBMISSION OF BID

The Bid must be received by Purchaser (AGL) at the address as specified in IFB but
not later than the time and date as specified in IFB.

The Purchaser may, in exceptional circumstances and at its discretion, on giving
reasonable notice by fax or any written communication to all prospective bidders who
have been issued the bid document extend the deadline for the submission of bids
in which case all rights and obligations of the Purchaser and bidders, previously
subject to the original deadline will thereafter be subject to deadline as extended.

LATE BIDS

Any bid received by the Purchaser after the deadline for submission of bid pursuant
to clause no. 18 of ITB will be declared “Late” and rejected and may be returned
unopened to the bidder at the sole discretion of the Purchaser.

MODIFICATION AND WITHDRAWAL OF BIDS

TENDER NO. AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION SURVEY/12-2025
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20.2

20.3
20.4

21
211

21.2

21.3

21.4

22

22.1

23
23.1

23.2

The bidder may modify or withdraw its bid after the bid submission, but, before the
due date of submission provided that written notice of the modification, including
substitution or withdrawal of the bid, is received by the Purchaser prior to the deadline
prescribed for submission of bids.

The bidder's modification or withdrawal notice shall be prepared, sealed, marked and
delivered in accordance with the Bid document, with the outer envelopes additionally
marked “modification” or “withdrawal” as appropriate. A withdrawal notice may also
be sent by fax/post, but followed by signed confirmation copy, post marked not later
than the deadline for submission of bids.

No bid shall be modified after the deadline for submission of bid.

No bid shall be allowed to be withdrawn in the interval between the deadline for
submission of bids and the expiration of the period of bid validity specified by the
bidder on the bid form. Withdrawal of a bid during this interval shall result in the bidder’s
forfeiture of its bid security, pursuant to clause 14.7 of ITB.

E. BID OPENING AND EVALUATION

BID OPENING

The Purchaser will open all bids in the presence of Bidders’ representatives who choose
to attend, at the time, on the date and place (as specified in IFB). The Bidders’
representatives, who are present, shall sign a register evidencing their attendance,
if so required by the Purchaser.

The Bidder's names, bid modifications or withdrawals, and the presence or absence
of requisite Bid Security (EMD) and such other details as the Purchaser, at its
discretion, may consider appropriate, will be announced at the opening. No bid shall
be rejected at bid opening, except for late bids, which shall be later returned unopened
to the concerned Bidder pursuant to ITB Clause 29.

Bids (and modifications sent pursuant to ITB Clause 30) that are not opened and read
out at bid opening shall not be considered further for evaluation, irrespective of the
circumstances. Bidder’s specific attention is drawn to this stipulation to enable the
representative of the Bidder at the bid opening time to bring out to the attention for
the Purchaser any documents pertaining to its bid is not being acknowledged and
relevant portions read out.

The Purchaser will prepare a bid opening statement to be signed by all
representatives present during bid opening.
CLARIFICATION OF BID

During evaluation of the bids, the Purchaser may, at its discretion, ask the Bidder for
a clarification of its bid. The request for clarification and the response shall be in
writing, and no change in the prices or substance of the bid shall be sought, offered, or
permitted.

CONTACTING THE PURCHASER

From the time of the bid opening to the time of the award, if any bidder wishes to contact
the Purchaser for any matter relating to the bid it should do so in writing.

Any effort by a bidder to influence the Purchaser in any manner in respect of bid
evaluation or award will result in the rejection of that bid.
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24 PRELIMINARY EXAMINATION OF BIDS
24.1 Techno-Commercial Bid Evaluation

24.1.1 The Purchaser will examine the bids to determine whether they are complete,
whether required securities have been furnished, whether the documents have been
properly signed and whether the bids are generally in order.

24.1.2 Prior to the detailed evaluation, the Purchaser will determine whether each bid is
of acceptable quality, is generally complete and is responsive to the Bid Documents.
For the purpose of this determination, a responsive bid is one, which confirms to all
the terms, conditions and specification of the Bid document, without deviations,
objections, conditionality or reservations.

24.1.3 No deviation, whatsoever, is permitted in the Bid Documents and the price bids of
those bidders, whose technical and commercial bids contain any exception to the
conditions and stipulations of the Bid Documents may not be opened.

24.1.4 The Purchaser’s determination of bid responsiveness is to be based on the contents
of the bid itself without recourse to extrinsic evidence. If a bid is non-responsive, it
may be rejected by the Purchaser.

24.1.5 The Purchaser will carry out a detailed evaluation of the bids previously determined to
be responsive in order to determine whether the technical aspects are in accordance
with the requirements set forth in the Bid documents. In order to reach such a
determination, the Purchaser will examine and compare the technical aspects of the
bids on the basis of the information supplied by the bidders, taking into account the
following factors:

24.1.5.10verall completeness and compliance with the Technical Specifications, quality
functions and operations of any process control concept included in the bid. The bid
that does not meet minimum acceptable standard of completeness, consistency and
detail will be rejected as non-responsive.

24.1.5.2 Any other relevant factor, if any that the Purchaser deems necessary or prudent to
be taken into consideration.

24.1.5.3 Requisite forms contain all necessary information stipulated in the Bid Document.

25 REJECTION CRITERIA

25.1  Minor unconformities may be neglected and/or bidders may be required to rectify such
minor unconformities.

25.2  The provisions of the following clauses of the Bid document must be adhered to, failing
which the bid shall be considered as non-responsive and shall be summarily rejected:

25.2.1 Tender fee, Bid Security i.e. non-submission, shorter Value (EMD) or Bid Security
(EMD) not complying with the specified requirements.
25.2.2 Submission of Contract Performance Bank Guarantee as per tender.
25.2.3 Period of validity of bid.
25.2.4 Firm & fixed Prices throughout execution of work
25.2.5 Offer for complete scope of work
25.2.6 Warranty and guarantee for work executed/ defect liability
25.2.7 Resolution of Dispute/ Arbitration clause.
25.2.8 Payment terms.
25.2.9 Validity of Contract.

25.2.10 Prices as per Schedule of Rates.
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25.2.11 Price reduction schedule provisions.

25.2.12 Penalty provisions.

26 OPENING OF PRICE BID

26.1 The Bidder whose bid is found substantially responsive shall be invited to attend
the opening of price bid. Such bidders may be required to attend the price bid
opening at a short notice. The place, date and time of price bid opening will be
informed to all such Bidders. The Bidders' representatives who are present shall
sign a register evidencing their attendance.

26.2 The bid prices and discounts, if any stated in the price schedules will be
announced during price bid opening.

27 ARITHMETIC CORRECTIONS

27.1 The bids will be checked for any arithmetical errors as follows if any, will be rectified

on the following basis:

27.1.1If there is a discrepancy between the unit price 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;

27.1.2 If thereis a discrepancy between words and figures, the amount in words will prevail;

27.2

28

29
29.1

20.2

29.3

30
30.1

31

If the bidder does not accept the correction of errors, its bid will be rejected and the
bid security will be forfeited.

EVALUATION AND COMPARISON OF BIDS: Refer IFB section of this Tender.

POST-QUALIFICATION

In the absence of pre-qualification, the Purchaser will determine to its satisfaction
whether the Bidder that is selected as having submitted the lowest evaluated
responsive bid is qualified to perform the contract satisfactorily, in accordance with
the criteria listed in ITB.

The determination will take into account the Bidder’s financial, technical, and production
Capabilities. It will be based upon an examination of the documentary evidence of
the Bidder's qualifications submitted by the Bidder, as well as such other information
as the Purchaser deems necessary and appropriate.

An affirmative determination will be a prerequisite for award of the contract to the Bidder.
A negative determination will result in rejection of the Bidder’s bid, in which event
the Purchaser will proceed to the next lowest evaluated bid to make a similar
determination of that Bidder’s capabilities to perform satisfactorily.

F. AWARD
AWARD CRITERIA

Subject to ITB Clause 21 to 29 of section E, the Purchaser will place the order on the

successful bidder whose bid has been determined to be substantially responsive and
has been determined to be the lowest evaluated bid, provided further that the Bidder
is determined to be qualified to perform the order satisfactorily. The Award of work shall
be done in accordance with Clause No. 24 of IFB of this Document.

PURCHASER’S RIGHT TO VARY QUANTITIES
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Purchaser reserves the right to increase or decrease the quantities specified in the
Schedule of Rates, without any change in unit price or other terms and conditions.

31.2 Bidder shall note that the quantities mentioned against each activity in Schedule of Rates

32
32.1

33

33.1

33.2
33.3

34
34.1

35

35.1

35.2

35.3

35.4

are tentative only and subject to change based on actual requirement. The unit
rates quoted by the bidders shall remain fixed and firm, no price adjustment shall be
allowed after bid submission.

PURCHASER’S RIGHT TO ACCEPT ANY BID AND TO REJECT ANY OR ALL BIDS

Purchaser reserves the right to accept or reject any bid, and to annul the bidding
process and reject all bids, at any time prior to award of contract, without thereby
incurring any liability to the affected bidder or bidders or any obligations to inform the
affected bidder or bidders the reason for the Purchaser’s action.

NOTIFICATION OF AWARD / FAX OF INTENT

Prior to the expiration of period of bid validity, the Purchaser will notify the successful

bidder in writing by fax or e-mail to be confirmed in writing that his bid has been
accepted.

The date of Fax of Intent for notification of Award will constitute effective date.

Upon the successful bidder’s furnishing of Contract Performance Bank Guarantee (CPBG),

pursuant to ITB Clause 35, the Purchaser will promptly notify each unsuccessful bidder
and will discharge the bid security of such bidders.

ACCEPTANCE OF PURCHASE / DELIVERY ORDER

Purchaser will issue the Purchase / Delivery Order to the successful bidder within 10
days of award of work. Bidder shall sign all pages and return the acceptance copy of the
Purchase / Delivery Order to the Purchaser.

CONTRACT PERFORMANCE BANK GUARANTEE

Within Fifteen (15) days from the date of award of Contract, the successful bidder
shall furnish the performance guarantee in accordance with Special Conditions of
Contract & General Conditions of Contract in the form provided in the Bid documents.

The Contract Performance Bank Guarantee shall be for an amount as defined in
Special Conditions of Contract (SCC) & General Conditions of Contract (GCC)
towards faithful performance of the contractual obligations. This bank guarantee shall
be valid for a period of 03 months beyond the expiry of the contract, including the
defect liability period.

Failure of the successful bidder to comply with the requirements of this clause shall
constitute sufficient ground for the annulment of the award and forfeiture of the bid
security.

In case of non-compliances to Contract terms & conditions, Technical Specifications/
Requirements, poor quality of work, damages etc Owner may deduct the amount from
any money due i.e., Contract Performance Security or becoming due to the
CONTRACTOR under the CONTRACT or any other CONTRACT currently being
executed or already completed by the CONTRACTOR or may be recovered by
actions of law or otherwise, if the CONTRACTOR fails to satisfy the OWNER of such
claims.
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36
36.1

CORRUPT AND FRAUDULENT PRACTICES

The Purchaser requires that Bidders observe the highest standard of ethics during
the execution of Contract. In pursuance of this policy, the Purchaser defines, for the
purposes of this provision, the terms set forth below as follows:

i) “Corrupt Practice” means the offering, giving, receiving, or soliciting of anything of value

to influence the action of public official in contract execution; and

i) “Fraudulent Practice” means a misrepresentation of facts in order to influence

36.2

36.3

37
37.1

38
38.1

39
39.1

39.2

39.3

39.4

the execution of a Contract to the detriment of the Purchaser, and includes collusive
practice amongst bidders (prior to or after bid submission) designed to establish bid
prices at artificial non-competitive levels and to deprive the Purchaser of the benefits
of free and open competition;

Purchaser will reject a proposal for award, if it determines that the bidder
recommended for award is engaged in corrupt or fraudulent practices in competing
for the award in question;

Purchaser will declare a firm ineligible, either indefinitely or for a stated period of time,
if at any time the Purchaser determines that the firm has engaged in corrupt or
fraudulent practices in competing for or in executing a contract.

INCOME TAX LIABILITY

The bidder shall bear all Income Tax liahility, both corporate as well as for his personnel.

EMPLOYEE PROVIDENT FUND (EPF) (As Applicable)

Bidders have to furnish the proof of existing Employee Provident Fund details.

GENERAL

Any failure on the part of the Purchaser at any time to enforce the strict observances
of the performance of any of the term(s) and condition(s) or rights, shall not effect or
deprive the Purchaser to exercise the same at any later date.

The work will be supervised by Purchaser’s Engineer-In-Charge or his representative and
the Contractor has to strictly adhere to his instructions.

During the tenancy of this contract, Purchaser can increase and/or decrease the
guantity of the work/ service (s) required. The quantity of work / service (s) shown in
the Schedule of rates is tentative.

The contract period shall be reckoned from the date of issue of Purchase Order (PO).

39.5 The agreed rates shall remain firm & fixed till the expiry of contract and the contractor

40.0

shall not be entitled to any inflation, escalation or revision (statutory or otherwise) or
any right to claim, whatsoever by way of representation, explanation, statement or
alleged representation or an outstanding or promise given or alleged to have been
given by any employee of the Purchaser or due to contractor's own ignorance or on
account of the difficulties or hardships faced by him. The rates quoted shall be all-
inclusive of applicable taxes/ duties and shall remain firm till expiry/entire tenancy of
this contract. It is agreed that the bidder has inspected the sites and assessed the
nature and the extent of the work including the conditions prevalent under which
the work is to be carried out.

BID PRICES & GST CLAUSES:

Bidders shall indicate the following in the Price Schedule/SOR format:
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Ex-works Price including packing and forwarding charges (such price to include all costs as well
as duties and taxes paid or payable on components and raw materials incorporated or to be
incorporated in the goods).

GST (CGST & SGST/UTGST or IGST) on the finished goods including inland transportation
(which will be payable on the finished goods, if this Contract is awarded).

Inland transportation upto Delivery Location and other costs incidental to delivery.

The material is required to be delivered through a reliable bank approved Road Transport
Company. Also, AGL reserves the right to transport the material with it's own transporter.

Charges for incidental services and GST (CGST & SGST/UTGST or IGST) on these services as
per the Price Schedule/ Schedule of Rates.

It shall be the endeavor of the Purchaser to arrange transit insurance (refer bidding document for
details). For the purpose of arranging transit insurance of the goods dispatched / shipped, vendors
are required to furnish the dispatch / shipping particulars to the Insurance Company giving
complete details of dispatches along with Policy No. etc.

Prices must be filled exactly in the format for "Price Schedule/ Schedule of Rates [SOR]" enclosed
as part of Tender Document. If quoted in separate typed sheets and any variation in item
description, unit, quantity, any conditions of SOR etc. is noticed, the Bid is liable to be rejected.

The delivery basis of the goods is mentioned in bidding document. Other terms shall be interpreted
as per INCOTERMS®2010 or its latest version.

All duties, taxes and other levies (if any) payable by the Seller under the Contract or for any other
cause, except GST (CGST & SGST/UTGST or IGST) on finished product & on the incidental
services, shall be included in the rates / prices and the total bid-price submitted by the Bidder. The
qguoted rate of GST (CGST & SGST/UTGST or IGST) on finished product & on the incidental
services shall be indicated in the specific Format, as provided in ITB and the bid prices. Bidders
are required to quote the prices after carefully reading the provisions mentioned in tender
document including SCC, GCC, Scope of Work, etc.

Prices quoted by the Bidder, shall remain firm and fixed and valid until completion of the Contract
and will not be subject to variation on any account, whatsoever.

The Bidder shall quote the rates in ‘figures’ & ‘words’, as per Price Schedule /SOR format provided
in the Tender Document. There should not be any discrepancy between the prices indicated in
figures and in words. In case of any discrepancy, the same shall be dealt as stipulated in ITB.

Further, Bidder shall also mention the Harmonized System Nomenclature (HSN) at the designated
place in Price Schedule

GST CLAUSE:

Within the contractual delivery period, the statutory variation in applicable GST (CGST &
SGST/UTGST or IGST) on supply and on incidental services, shall be to AGL’s account.

Any increase in the rate of GST (CGST & SGST/UTGST or IGST) beyond the contractual delivery
period shall be to Supplier's account whereas any decrease in the rate GST (CGST &
SGST/UTGST or IGST) shall be passed on to the Purchaser.

The base date for the purpose of applying statutory variation shall be the Bid Due Date.

In case of statutory variation(s) in the taxes & duties mentioned at clause no. 4.1 above, the
Supplier shall submit a copy of the ‘Government Notification’ to evidence the rate as applicable on
the Bid Due Date and on the date of revision. Claim for payment of Statutory variation should be
raised preferably along with the Invoice. Any claim for arrears on account of statutory variation
shall be submitted to Purchaser within Two [02] months from the date of issue of such Government
Notification otherwise such claim may not be entertained.
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3. New Taxes & Duties: Any new taxes & duties, if imposed by the State/ Central Govt. of India on
the finished goods after the due date of bid submission but before the Contractual
Delivery/Completion Date, shall be reimbursed to the Supplier on submission of copy of
notification(s) issued from State/ Central Govt. Authorities along with documentary evidence for
proof of payment of such taxes & duties, but only after ascertaining it's applicability with respect to
the Contract.

4. Deemed Export benefits are not applicable and Bidder should furnish prices without considering
the same.

5. Supplier shall ensure timely submission of correct invoice(s), as per GST rules/ regulations, with
all required supporting document(s) within a period specified in Contract to enable AGL to avail
input credit of GST (CGST & SGST/UTGST or IGST). Further, returns and details required to be
filled under GST laws & rules should be timely filed by Supplier of Goods / Services with requisite
details.

6. If input tax credit is not available to AGL for any reason not attributable to AGL, then AGL shall not
be obligated or liable to pay or reimburse GST (CGST & SGST/UTGST or IGST) claimed in the
invoice(s) and shall be entitled to deduct/ setoff /recover such GST (CGST & SGST/UTGST or
IGST) together with all penalties and interest, if any, against any amounts paid or payable by AGL
to the Supplier.

7. In case CBEC (Central Board of Excise and Customs)/ any equivalent government agency brings
to the notice of AGL that the Supplier has not remitted the amount towards GST (CGST &
SGST/UTGST or IGST) collected from AGL to the government exchequer, then, that Supplier shall
be put under Holiday list of AGL for period of six months as mentioned in Procedure for Evaluation
of Performance of Vendors/ Suppliers/Contractors/ Consultants.

8. AGL will prefer to deal with registered supplier of goods/ services under GST. Therefore, bidders
are requested to get themselves registered under GST, it not registered yet.

9. However, in case any unregistered bidder is submitting their bid, there prices will be loaded with
applicable GST (CGST & SGST/UTGST or IGST) during evaluation of bid, if payable by AGL under
Reverse Charge Mechanism. Where AGL is entitled for input credit of GST (CGST & SGST/UTGST
or IGST), the same will be considered for evaluation of bid as per evaluation methodology of tender
document.

10. In case the GST rating of vendor on the GST portal / Govt. official website is negative / black listed,
then the bids may be rejected by AGL. Further, in case rating of bidder is negative / black listed
after award of work for supply of goods / services, then AGL shall not be obligated or liable to pay
or reimburse GST (CGST & SGST/UTGST or IGST) to such vendor and shall also be entitled to
deduct / recover such GST (CGST & SGST/UTGST or IGST) along with all penalties / interest, if
any, incurred by AGL.

11. Anti-profiteering clause - As per Clause 171 of GST Act, it is mandatory to pass on the benefit
due to reduction in rate of tax or from input tax credit to the consumer by way of commensurate
reduction in prices. The Service Provider may note the above and quote their prices accordingly.

12. GST (CGST & SGST/UTGST or IGST) is implemented w.e.f. 01.07.2017 which subsumed various
indirect taxes and duties applicable before 01.07.2017. Accordingly, the provisions of General
Condition of Contract relating to taxes and duties which are subsumed in GST are modified to
aforesaid provisions.

13. The rate of GST as quoted in Priced Schedule shall be considered as the prevailing present
applicable rates on the Bid due date and same shall be considered for price comparison as well
as for ordering, in the event for such L-1 bidder, Work Order will be issued with actual applicable
GST% limiting total Work Order Value within the total quoted value. Any error of judgment on part
of the Bidder in identifying the present applicable rates shall not be admitted. The applicable rate
of GST as indicated by the bidders in Priced Schedule shall be considered as the maximum
payable in the event when no statutory variations take place and any remainder/balance GST, if
payable, beyond that quoted rates shall be borne by the Bidder.

However, in the event of any statutory variations in the rate of GST, if the quoted rates are found
erroneous then the base rates for calculation of statutory variations for the purpose of
reimbursement of GST shall take into account either the rates actually prevalent on the due date of
submission of bid or the erroneous rates quoted by the Bidders whichever is beneficial to AGL.
Consequently, any difference in GST if it becomes payable to the tax authorities shall be borne by
the Bidder.

Below example demonstrate issuing Work Order as per above clause:
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Total
Sr. | Bidder Basg GST Amount Actual
Rate in GST% Amount . .
No. Name Rs 4) Rs Including Applicable
D (2) (3)' ) = (éx 4) GSTin Rs. GST
(6) = (3+5)
Case-1
Rates quoted by Lowest bidder
1. | XXXX | 100 [ 5% | 5 | Rs.105 | 12%
In above Case Work Order will be awarded as;
1. | XxXxX | 9375 | 12% | 1125 | Rs.105 |
Case -2
Rates quoted by Lowest bidder
1. | XXXX | 100 | 12% | 12 | Rs.112 | 5%
In above Case Work Order will be awarded as;
1. | xxxx | 100 | 5% | 5 | Rs.105 |
41.0 VENDOR EVALUATION PROCEDURE:
1.0 PROCEDURE FOR EVALUATION FOR PERFORMANCE OF
VENDORS/SUPPLIERS/CONTRACTORS/CONSULTANTS
2.1 GENERAL
A system for evaluation of Vendors/Suppliers/Contractors/Consultants and their performance
isa key process and important to support an effective purchasing & contracting function
of an organization.
Performance of all participating Vendors /contractors /consultants need to be closely
monitored to ensure timely receipt of supplies from a vendor, completion of an assignment
by a consultant or complete execution of order by a contractor within scheduled completion
period. For timely execution of project and meeting the operation & maintenance
requirement of Operating Plant/ Location, it is necessary to monitor the execution of order
or contract right from the award stage to completion stage and take corrective measures in
time.
2.2 OBJECTIVE
The objective of evaluation of performance aims to recognize, and develop reliable Vendors/
Suppliers/ Contractors/ Consultant so that they consistently meet or exceed expectations
and requirements.
The purpose of this is to put in place a system to monitor performance of Vendors/ Suppliers/
Contractors / Consultants associated with AGL in Project and O&M so as to ensure timely
completion of various project, timely receipt of supplies including completion of works &
services for operation and maintenance of Operating Plant / Location and quality standards
in all respects.
2.3 METHODOLOGY

i)

Preparation of Performance Rating Data Sheet

Performance rating data sheet for each and every Vendor/Supplier/Contractor/Consultant
for all orders/Contracts with a value of Rs 07 Lakhs and above is recommended to be
drawn up. Further, Performance rating data sheet for orders/contracts of
Vendor/Supplier/Contractor/Consultant who are on watch list/holiday list/banning list shall
be prepared irrespective of order/contract value. These data sheets are to be separately
prepared for orders/contracts related to Projects and O&M within 30 days after execution
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i)

ii)

2.4

25

2.5.1
i)

i)

ii)

of Order/Contract. Format, Parameters, Process, responsibility for preparation of
Performance Rating Data sheet are separately mentioned.

In case of non-performance, these data sheets are to be prepared, as and when need
arises.

Measurement of Performance

Based on the parameters defined in Data Sheet, Performance of concerned
Vendor/Supplier/Contractor/Consultant would be computed and graded accordingly. The
measurement of the performance of the Party would be its ability to achieve the minimum
scoring of 60% points in the given parameters.

Initiation of Measures:

Depending upon the Grading of Performance, corrective measures would be initiated by
taking up the matter with concerned Vendor/Supplier/Contractor/Consultant. Response of
Vendor/Supplier/Contractor/Consultant would be considered before deciding further
course of action.

Implementation of Corrective Measures:

Based on the response of Vendor/Supplier/Contractor/Consultant pertaining to ongoing or
completed orders/contracts, concerned Authority as specified in PO/WO would take
approval from Competent Authority and recommend for continuation or discontinuation of
such party from the business of AGL.

Orders/contracts placed on Proprietary/OEM basis for O&M will be evaluated and, if
required, corrective action will be taken for improvement in future.

Note: All departments other than Projects like O&M, HSE, HR, F&A, Marketing etc. will
be covered under definition of O&M.
EXCLUSIONS:

The following would be excluded from the scope of evaluation of performance of
Vendor/Supplier/Contractor/Consultant:
i) Orders/Contracts below the value of Rs 07 Lakhs if
Vendor/Supplier/Contractor/Consultant is not on watch list’/holiday list/banning list.
ii) Orders for Miscellaneous/Administrative items/Non stock Non valuated items.

However, concerned Engineer-in-Charge/OICs will continue to monitor such cases so as to
minimize the impact on Projects/O&M due to non-performance of
Vendor/Supplier/Contractor/Consultant in all such cases.

PROCESS OF EVALUATION OF PERFORMANCE OF VENDORS/
SUPPLIERS/CONTRACTOR/CONSULTANTS

FOR PROJECTS:

Evaluation of performance of Vendors/Suppliers/Contractors/Consultants in case of
PROJECTS shall be done within 30 days of Commissioning of any Project / Completion of
Contract.

On commissioning of any Project, EIC (Engineer-in-charge)/ Project-in-charge shall prepare
a Performance Rating Data Sheet (Format enclosed) for all Orders and Contracts excluding
cases under Para 2.4.

Depending upon the Performance Rating, following action need to be initiated by Engineer-
in-charge/Project-in-charge:

Sr. No. Performance rating Action
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POOR Seek explanation for Poor performance
FAIR Seek explanation for Fair performance
GOOD Letter to the concerned for improving

performance in future

VERY GOOD No further action

EXCELLENT Appreciation Letter to the concern

iv) Reply from the concerned Vendor/Supplier/Contractor/Consultant shall be examined by EIC. In

v)

case of satisfactory reply, Performance Rating data sheet to be closed with a letter to the
concerned for improving performance in future.

When no reply is received or reasons indicated are unsatisfactory, the following actions need
to be taken based on recommendations of site level committee and HO level committee:

The methodology for processing of cases of “POOR” (as per Performance Rating) shall be

as under:

i)  Within 7 days of issuance of explanation Letter by EIC or no reply/receipt of non-
satisfactory reply to explanation letter for “Poor” Performance Rating, site level
committee will recommend the case to HO level committee.

i) On receipt of above details from Site level committee, HO level committee will take
approval from Competent Authority and accordingly HOD (C&P) will issue Advisory
notice (duly vetted by Law Department) to Vendor/Supplier/Contractor/Consultant for
putting them on watch list for a Period of Three (03) Years.

The copy of Advisory notice will also be sent to all OICs/HoDs for instructing EICs to
closely monitor the performance of such Vendor/Supplier/Contractor/Consultant in
other ongoing/new Orders/Contracts placed on them.

Simultaneously AGL’s SAP/Portal will be Yellow Flagged for such Vendor.

iiiy For the case of “Subsequent Instances” in other ongoing order (s)/ contract (s) or new
order (s)/ contract (s) on such Vendor/Supplier/Contractor/Consultant, the matter will
be deliberated by the site level committee and recommendations to be forwarded to
C&P for further deliberation by a HO Level Committee consisting of following:

(1) HOD (C&P)

(2) HOD (F&A)

(3) HOD (HSE-Q)

(4) HOD of Concerned department.

All other subsequent process of committee recommendation for issuance of Show
Cause Notice (SCN) cum suspension order, vetting of same etc will be as per vendor
performance.

On receipt of reply to SCN, C&P will forward the same to concerned OIC/HoD at HO
for point wise reply to issues bought out by Vendor/Supplier/Contractor/Consultant in
their reply to show cause notice.

On receipt of recommendation from site committee through OIC/HoD at HO, the matter
will once again be deliberated by the aforesaid HO level committee. All other
subsequent process of committee recommendation for keeping the
Vendor/Supplier/Contractor/Consultant on holiday or otherwise, vetting of speaking
order, approval etc. will be as per vendor performance.

A) Where Performance rating is “POOR” (as per Performance rating carried out after
execution of Order/Contract and where no reply/unsatisfactory reply is received from
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party against the letter seeking the explanation from
Vendor/Supplier/Contractor/Consultant along with Sharing the Performance rating)

Recommend such defaulting Vendor/Supplier/Contractor/Consultant for the following
action:

1. Poor Performance on account of Quality (if marks obtained against Quality parameter
is less than 20):
a) First Instance: Holiday (Red Card) for Two Years, and effect of Holiday
will be as mentioned in Clause No. 2.7
b) Subsequent instance (s) in other ongoing order (s) / contract (s) or new
order (s)/ contract (s) on such Vendor/ Supplier/ Contractor/ Consultant:
Holiday (Red Card) for Three Years

2. Poor Performance on account of other than Quality (if marks obtained against Quality
parameter is more than 20):

a) First such instance: Advisory notice (Yellow Card) shall be issued and
Vendor/Supplier/Contractor/Consultant shall be put on watch list for a period
of Three (03) Years.

b) Second such instance in other ongoing order (s) / contract (s) or new
order (s)/ contract (s) on such Vendor/ Supplier/ Contractor/ Consultant:
Putting on Holiday (red Card) for a period of One Year.

c) Subsequent instances (more than two) in other ongoing order (s) /
contract (s) or new order (s) / contract (s) on such Vendor/ Supplier/
Contractor/ Consultant: Putting on Holiday (Red Card) for Three Years

(B) Where Poor/Non-Performance leading to termination of contract or offloading of
contract due to poor performance attributable to Vendor/Supplier/Contractor/Consultant (under
relevant Contract Clauses)

(@) First Instance: Advisory notice (Yellow Card) shall be issued and
Vendor/Supplier/Contractor/Consultant shall be put on watch list for a period of Three (3)
Years.

Further such vendor will not be allowed to participate in the re-tender of the same
supply/work/services of that location which has terminated/offloaded. Moreover, it will be
insured that all other action as per provision of contract including forfeiture of Contract
Performance Security (CPS) etc. are undertaken.

However, such vendor will be allowed to participate in all other tenders and to execute
other ongoing order/contract (s) or new contract / order (s).

The Yellow card will be automatically revoked after a period of three years unless the same
is converted into Red Card due to subsequence instances of poor/non-performance in
other ongoing order (s)/ contract (s) or new order (s)/ contract (s) on such
Vendor/Supplier/Contractor/Consultant.

(b) Second instances in other ongoing order (s)/ contract (s) or new order (s)/ contract (s) on
such Vendor/Supplier/Contractor/Consultant: Holiday (Red Card) for period of One Year
and they shall also to be considered for suspension.

(c) Subsequent instances (more than two) in other ongoing order (s)/ contract (s) or new
order (s)/ contract (s) on such Vendor/Supplier/Contractor/Consultant: Holiday (Red card)
for period of Three Years and they shall also to be considered for suspension.

A provision in AGL’s SAP/Portal will be made for flagging (Yellow card and Red card) of
such Vendor/Supplier/Contractor/Consultant so as to track their performance. List of such

TENDER NO. AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION SURVEY/12-2025
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Vendor/Supplier/Contractor/Consultant shall also be uploaded on the AGL’s intranet/web
site.

Further, the bidder status regarding Yellow card should be mentioned in the
TCR/Proposal for Price Bid Opening so that delivery/execution may be closely
monitored by the concerned.
2,52 FOR CONSULTANCY JOBS
Monitoring and Evaluation of consultancy jobs will be carried out in the same way as
described above in 2.5.1 except the functions of Project Manager will be performed by
concerned In-charges of user departments such as Project, Marketing, HR, Finance,

HSE etc.
2.5.3 FOR OPERATION & MAINTENANCE:

i) Evaluation of performance of Vendors/Suppliers/Contractors/Consultants in case of
Operations and maintenance shall be done within 30 days of execution of order/contract or
Completion of Contract.

i) After execution of orders/contracts a Performance Rating Data Sheet (Format enclosed) shall
be prepared by respective Engineer-in-Charge excluding cases under Para 2.4.

iii) Depending upon the Performance Rating, following action need to be initiated by Engineer-
in-charge:

Sl. No. Performance rating Action

1 POOR Seek explanation for Poor performance

2 FAIR Seek explanation for Fair performance

3 GOOD Letter to the concerned for improving
performance in future

4 VERY GOOD No further action

5 EXCELLENT Appreciation Letter to the concern

iv) Reply from the concerned Vendor/Supplier/Contractor/Consultant shall be examined. In case

v)

of satisfactory reply, Performance Rating data sheet to be closed with a letter to the concerned
for improving performance in future.

When no reply is received or reasons indicated are unsatisfactory, the following actions need
to be taken based on recommendations of site level committee and HO level committee:

The methodology for processing of cases of “POOR” (as per Performance Rating) shall be

as under:

i)  Within 7 days of issuance of explanation Letter by EIC or no reply/receipt of non-
satisfactory reply to explanation letter for “Poor” Performance Rating, site level
committee will recommend the case to HO level committee.

i) On receipt of above details from Site level committee, HO level committee will take
approval from Competent Authority and accordingly HOD (C&P) will issue Advisory
notice (duly vetted by Law Department) to Vendor/Supplier/Contractor/Consultant for
putting them on watch list for a Period of Three (03) Years.

TENDER NO. AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION SURVEY/12-2025
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ii)

The copy of Advisory notice will also be sent to all OICs/HoDs for instructing EICs to
closely monitor the performance of such Vendor/Supplier/Contractor/Consultant in
other ongoing/new Orders/Contracts placed on them.

Simultaneously AGL’s SAP/Portal will be Yellow Flagged for such Vendor.

For the case of “Subsequent Instances” in other ongoing order (s)/ contract (s) or new
order (s)/ contract (s) on such Vendor/Supplier/Contractor/Consultant, the matter will
be deliberated by the site level committee and recommendations to be forwarded to
C&P for further deliberation by a HO Level Committee consisting of following:

(5) HOD (C&P)

(6) HOD (F&A)

(7) HOD (HSE-Q)

(8) HOD of Concerned department.

All other subsequent process of committee recommendation for issuance of Show
Cause Notice (SCN) cum suspension order, vetting of same etc will be as per vendor
performance.

On receipt of reply to SCN, C&P will forward the same to concerned OIC/HoD at HO
for point wise reply to issues bought out by Vendor/Supplier/Contractor/Consultant in
their reply to show cause notice.

On receipt of recommendation from site committee through OIC/HoD at HO, the matter
will once again be deliberated by the aforesaid HO level committee. All other
subsequent process of committee recommendation for keeping the
Vendor/Supplier/Contractor/Consultant on holiday or otherwise, vetting of speaking
order, approval etc. will be as per vendor performance.

A) Where Performance rating is “POOR” (as per Performance rating carried out after

execution of Order/Contract and where no reply/unsatisfactory reply is received from
party against the letter seeking the explanation from
Vendor/Supplier/Contractor/Consultant along with Sharing the Performance rating)

Recommend such defaulting Vendor/Supplier/Contractor/Consultant for the following
action:

1.

(B)

Poor Performance on account of Quality (if marks obtained against Quality parameter
is less than 20):
a) First Instance: Holiday (Red Card) for Two Years, and effect of Holiday will
be as mentioned in Clause No. 2.7
b) Subsequent instance (s) in other ongoing order (s) / contract (s) or new order
(s) / contract (s) on such Vendor/ Supplier/ Contractor/ Consultant: Holiday
(Red Card) for Three Years

Poor Performance on account of other than Quality (if marks obtained against Quality
parameter is more than 20):

a) First such instance: Advisory notice (Yellow Card) shall be issued and
Vendor/Supplier/Contractor/Consultant shall be put on watch list for a period
of Three (03) Years.

b) Second such instance in other ongoing order (s) / contract (s) or new order (s)
/ contract (s) on such Vendor/ Supplier/ Contractor/ Consultant: Putting on
Holiday (red Card) for a period of One Year.

c) Subsequent instances (more than two) in other ongoing order (s) / contract (s)
or new order (s) / contract (s) on such Vendor/ Supplier/ Contractor/
Consultant: Putting on Holiday (Red Card) for Three Years

Where Poor/Non-Performance leading to termination of contract or offloading of

contract due to poor performance attributable to Vendor/Supplier/Contractor/Consultant (under
relevant Contract Clauses)
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(@)

(b)

(€)

2.6

2.7

First Instance: Advisory notice (Yellow Card) shall be issued and
Vendor/Supplier/Contractor/Consultant shall be put on watch list for a period of Three (3)
Years.

Further such vendor will not be allowed to participate in the re-tender of the same
supply/work/services of that location which has terminated/offloaded. Moreover, it will be
insured that all other action as per provision of contract including forfeiture of Contract
Performance Security (CPS) etc. are undertaken.

However, such vendor will be allowed to participate in all other tenders and to execute
other ongoing order/contract (s) or new contract / order (s).

The Yellow card will be automatically revoked after a period of three years unless the same
is converted into Red Card due to subsequence instances of poor/non-performance in
other ongoing order (s)/ contract (s) or new order (s)/ contract (s) on such
Vendor/Supplier/Contractor/Consultant.

Second instances in other ongoing order (s)/ contract (s) or new order (s)/ contract (s) on
such Vendor/Supplier/Contractor/Consultant: Holiday (Red Card) for period of One Year
and they shall also to be considered for suspension.

Subsequent instances (more than two) in other ongoing order (s)/ contract (s) or new
order (s)/ contract (s) on such Vendor/Supplier/Contractor/Consultant: Holiday (Red card)
for period of Three Years and they shall also to be considered for suspension.

A provision in AGL Portal will be made for flagging (Yellow card and Red card) of such
Vendor/Supplier/Contractor/Consultant so as to track their performance. List of such
Vendor/Supplier/Contractor/Consultant shall also be uploaded on the AGL’s web site.
Further, the bidder status regarding Yellow card should be mentioned in the
TCR/Proposal for Price Bid Opening so that delivery/execution may be closely
monitored by the concerned.

REVIEW & RESTORATION OF PARTIES PUT ON HOLIDAY

An order for Holiday passed for a certain specific period shall deemed to have been

automatically revoked on the expiry of that specified period and it will not be necessary

to issue a specific formal order of revocation.

Further, in case Vendor/Supplier/Contractor/Consultant is put on a Holiday due to
quality, and new order is placed on bidder after restoration of
Vendor/Supplier/Contractor/Consultant, such order will be properly monitored during
execution stage by the concerned site incharge.

EFFECT OF HOLIDAY

A) If a Vendor/Supplier/Contractor/Consultant is put on Holiday, such
Vendor/Supplier/Contractor/Consultant should not be considered in ongoing
tenders/future tenders.

B) However, if such Vendor/Supplier/Contractor/Consultant is already executing any
other order/contract and their performance is satisfactory in terms of the relevant
contract, should be allowed to continue till its completion without any further
increase in scope except those incidental to original scope mentioned in the
contract. In such a case CPBG will not be forfeited and payment will be made as
per provisions of concerned contract. However, this would be without prejudice to
other terms and condition of the contract.

C) Effect on other ongoing tendering:
i) After issue of the enquiry/bid/tender but before opening of Technical bid, the
bid submitted by the party shall be ignored.

TENDER NO. AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION SURVEY/12-2025
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if) After opening of the Technical bid but before opening the Price bid, the Price
bid of the party shall not be opened and BG/EMD submitted by the party shall
be returned to the party.

iii) After opening of Price, BG/IEMD made by the party shall be returned; the offer
of the party shall be ignored & will not be further evaluated. If errant party
emerges as the lowest (L-1), then such tender shall also be cancelled and re-
invited.

2.8 While putting the Vendor/Supplier/Contractor/Consultant on holiday as per the
procedure, the holding company, subsidiary, joint venture, sister concerns, group
division of the errant Vendor/Supplier/Contractor/Consultant shall not be
considered for putting on holiday list.

Any Bidder, put on holiday, will not be allowed to bid through consortium route also
in new tender during the period of holiday.

2.9 In an unsuccessful bidder makes any vexatious, frivolous or malicious complaint
against the tender process with the intention of delaying or defeating any
procurement or causing loss to AGL or any other bidder, such bidder will be put
on holiday for a period of six months, if such complaint is proved to be vexatious,
frivolous or malicious, after following the due procedure.

2.10 APPEAL AGAINST THE DECISION OF THE COMPETENT AUTHORITY

a) The party may file an appeal against the order of the Competent Authority for
putting the party on Holiday list. The appeal shall be filed to Appellate Authority.
Such an appeal shall be preferred within one month from the date of receipt of
Holiday order.

b) Appellate Authority would consider the appeal and pass appropriate order which
shall be communicated to the party as well as the Competent Authority.

c) Appeal process may be completed within 45 days of filing of appeal with the
Appellate Authority.

d) “Appellate Authority” shall mean Committee of nominee director of either GAIL or
HPCL other than Chairman of the AGL Board and Executive management i.e.

Managing Director and Director (Commercial) of Aavantika Gas Limited.

2.11 ERRANT BIDDER

In case after price bid opening the lowest evaluated bidder (L-1) is not awarded
the job for any mistake committed by him in bidding or withdrawal of bid or
modification of bid or varying any term in regard thereof leading to re-tendering,
AGL shall forfeit EMD paid by the bidder and such bidders shall be debarred from
participation in retendering of the same job(s)/item(s).

Further, such bidder will be put on watch List (Yellow card) for a period of three
years after following the due procedure. However, during the period in watch list
such vendor will be allowed to participate in all other tenders and to execute other
ongoing order/contract (s) or new contract/ order (s).

In case of subsequent instances of default in other tender(s) during aforesaid
watch list period, the action shall be initiated as per provision of SI. No. 2 of Para
(A) of Clause no. 2.5.1 (v).

The Yellow card will be automatically revoked after specified period unless the
same is converted into Red Card.
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2.12 Incase GST department or any other Statutory department brings to the notice of
AGL that a party has not paid to the credit of the Government the GST or any
Statutory payment collected from AGL, then party will be put on holiday for a
period of Six months after following the due procedure, including holding his
payment.

2.13  All departments other than Projects like O&M, HSE, HR, F&A, Marketing etc. will
be covered under definition of O&M.

2.14  Further, PERFORMANCE RATING DATA SHEET (FOR
PROJECTS/CONSULTANCY JOBS/O&M) is enclosed for reference for
Evaluation of Performance of Vendors/ Suppliers/ Contractors/ Consultants.

2.15 Site level committee of Three members shall be formed for location other than Indore
(HO), comprising of OIC of the location and available senior most members at the
location of User and HSE-Q department.

# Site level committee of Two members shall be formed for Indore  location,
comprising of available senior most members of User and HSE-Q department
below HOD level.

2.16 As per the recommendations received from Site level Committee and HO level
Committee, Head of the C&P department has to take Approval from Competent
Authority prior issuing any letter to vendor regarding putting a vendor on a Watch
list or Holiday list.

However, Show Cause/Explanation notices for putting vendors on Watch list or
Holiday list may be issued by HOD of user department or HOD (C&P).

AAVANTIKA GAS LIMITED
PERFORMANCE RATING DATA SHEET

0) Project/Work Centre

(i)  Order/Contract No. & Date

(i) Brief description of Items Works/Assignment:
(iv)  Order/Contract value (Rs.) :

(v)  Name of Vendor/Contractor/ Supplier/Consultant
(vi) Contractual delivery/ Completion Schedule:

(vii)  Actual delivery/ Completion date:

Performance Delivery/Completion Quality Reliability Total
Parameter Performance Performance Performance#
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Maximum 40 40 20 100
Marks

Marks
Allocated (*)

Note:
Remarks (if any)
PERFORMANCE RATING (**)

(#)  Vendor/Supplier/Contractor/Consultant who seek repeated financial assistance or deviation
beyond contract payment term or seeking direct payment to the sub-vendor/ sub-contractor
due to financial constraints, then ‘0’ marks should be allotted against Reliability Performance.

*) Allocation of marks would be as per enclosed instructions

(**)  Performance rating shall be classified as under:

Sl. Range (Marks) Rating

lil.o 60 & below POOR

2. 61-70 FAIR

3. 71-80 GOOD

4. 81-90 VERY GOOD
5. MORE THAN 90 EXCELLENT

Signature of Authorized signatory with Name & Designation

INSTRUCTIONS FOR ALLOCATION OF MARKS

Marks are to be allocated as under:

i. DELIVERY/COMPLETION PERFORMANCE: 40 MARKS
Delivery Period / Delay in Weeks Marks
completion Schedule

a) | Up to 3 months Before CDD 40
Delay up to 3 weeks 35
Delay up to 6 weeks 30
Delay up to 9 weeks 25
Delay up to 12 weeks 20
Delay up to 15 weeks 15
More than 15 weeks 0

b) | Above 3 months Before CDD 40
Delay up to 4 weeks 35
Delay up to 8 weeks 30
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Delay up to 10 weeks 25
Delay up to 16 weeks 20
Delay up to 20 weeks 15
Delay up to 24 weeks 10
More than 24 weeks 0
ii. QUALITY PERFORMANCE 40 MARKS
For Normal Cases: No Defects/No Deviation/No failure: 40 marks
i) Rejection/Defects Marks to be allocated on pro-rata basis 10 Marks
for acceptable quantity as compared to
total quantity for
normal cases
i) When quality failure Failure of severe nature 0 marks
endangers the system - Moderate nature 5 marks
integration and safety of - low severe nature 10-25
the marks
system.
iii) Number of deviations No. deviation 5 Marks
No. of deviations <=2 2 marks
No. of deviations >2 0 marks
iii. RELIABILITY PERFORMANCE 20 MARKS
FOR WORKS / CONTRACTS
i) Submission of order acceptance, agreement, PBG, 4 marks

Drawings and other documents within time

ii) Mobilization of resources as per Contract and in time 4 marks

iii) Liquidation of Check-list points 4 marks
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iv) Compliance to statutory and HS & E requirements 4 marks
Or

Reliability of Estimates/Design/Drawing etc. in case of
Consultancy jobs

V) Timely submission of estimates and other documents for 4 marks
Extra, Substituted & AHR items

FOR SUPPLIES

i) Submission of order acceptance, PBG , Drawing and other 5 marks
documents within time

i) Attending complaints and requests for after Sales 5 marks
service/warranty repairs and/or query/advice (up to the
evaluation period)

iii) Response to various correspondence and conformance to standards 5 marks
like ISO
iv) Submission of all required documents including Test 5 marks

Certificates at the time of supply

EIC SIGNATURE:

EIC REMARKS:
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SECTION I

TECHNICAL SPECIFICATION




Industry Committee Consisting of Members
From:
Adani Total Gas Ltd
Bharat Petroleum Corporation Ltd
Gail Gas
Gujarat Gas

Indian Oil Corporation
Indraprastha Gas Ltd
Mahanagar Gas Ltd
Torrent Gas Ltd
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1.0 Background

In any industry, customer centricity leads to better customer experience,
builds trust and ultimately generates better returns for the business. This
is true for the City Gas Distribution industry too. Getting a feedback on
satisfaction of our customers for the services being provided by us is
important for course corrections and improvements. Also, as per
regulation — Quality of Service Standards (G.S.R. 720 E, clause 11.4)
customer satisfaction survey is required to be carried out and the findings
to be submitted to the Honorable Board. It was observed that survey
methodology, sampling plan, reporting methodology and the frequency of

survey across various companies was not standard.

Hence it was decided to formulate a committee, consisting of Industry
Members across spectrum of CGDs to study the issue and address these
concerns. The committee was mandated to develop the methodology of
carrying out the Customer Satisfaction Survey for both PNG and CNG,
arrive at a sampling plan and also propose the criteria for selecting TPAs

(market research agencies) for carrying out the survey.

2.0 Purpose of the Survey
The Customer Service Satisfaction Survey for PNG and CNG aims to:

= Evaluate Customer Experiences: Understand the level of

satisfaction with services provided by the organization.

» Identify Improvement Areas: Pinpoint gaps or issues in service

delivery to enhance overall customer experience.

= Gather Actionable Insights: Collect feedback to design targeted

strategies for improving customer relationships and loyalty.



» Benchmark Performance: Measure service quality against

industry standards and competitors.

= Support Strategic Decisions: Use data-driven insights to guide

policies, training, and resource allocation.

3.0 City Gas Distribution Network Context

The understanding of the current CGD network operations is critical for
developing a survey plan and methodology. An analysis of India’s CGD
scenario indicated that the network comprised 12 bidding rounds with 307
Geographical Areas (GAs) covering 98% of the population and 88% of the
country’s area. GAs were spread across developing and operational
zones, with customer bases in rural regions to large metropolitan areas.
To arrive at the criteria for selection of GAs to carry out the survey, the
sampling size, etc all the geographical areas were categorized based on
year of authorisation and existing customer base for each GA. These are

tabulated in the table below :

Table 1: Based on Year of Authorization

Hm

Pre-PNGRB GA Pre- PNGRB
2 Bid round 1 - 8 2009-2016 56
3 Sec 42 2018 6
4 Round 9/10 2018-19 136
5 Round 11 2022 67
6 Round 12 2024 8
Total 307



Table 2: Count of GAs Categorized on Customer Base

1 0 to 100 68
2 100 to 5000 73
3 5001 to 50,000 122
4 50,001 to 1,00,000 21
5 100,001 to 3,00,001 14
6 3,00,001 to 5,00,000 3
7 5,00,001 to 10,00,000 3
8 >10,00,000 3
Total 307

Based on the above understanding the Possibilities of

Segmentation of GAs are as following:
= Date of Authorisation of the GA OR

= Count of reported customers in the GA basis the round of

authorisation

4.0 Selection Criteria for GAs for Customer Satisfaction
Survey

It is proposed that the following criteria be included for selection of GAs
for the Customer Satisfaction Survey.

a. Customer Base Threshold:

* Include GAs with a minimum reported number of 5,000 Domestic

PNG customers



= GAs upto 8™ round with MWP < 5000 will be included in the survey,

however their sample size shall be fixed

= For GAs of subsequent rounds, where customer base is < 5000,
such GAs are to be excluded from the survey, until they cross the

threshold of the number of customers.
= Ensures a meaningful customer base for survey representation.

b. Operational Tenure:

» GAs should have completed 5 years from the date of
Authorization/Letter of Award (LOA) or achieved a significant

number of D-PNG connections as defined above.

» Focuses on GAs with sufficient operational maturity for customer
feedback.

Note: Both conditions, a and b must be satisfied

It is also proposed that the Customers to be surveyed includes

billed/unbilled/Registered and non-PNG users.

5.0 Development of Questionnaires for the Survey

The PNG and CNG questionnaires developed by various CGD entities
were discussed and deliberated upon. Based on the discussions, an
optimum questionnaire covering all the key aspects to be surveyed was

agreed upon jointly by the committee members.

The PNG and CNG questionnaires are enclosed in the annexure for

reference.



Annexure 1: Domestic PNG Questionnaire

Annexure 2: Commercial PNG Questionnaire

Annexure 3: Industrial PNG Questionnaire

Annexure 4: CNG Questionnaire

6.0 Suggested Sample Size Calculation
6.1 Sample Size for D-PNG Customers

Based on the criteria of count of DPNG customers in a particular GA, the
suggested sample size calculation has been tabulated as below.

Table 3 : Sample Size Calculation for DPNG

Average Sample AdjL.'Sted
Count : Maximum
Customer Count of Size per
Base o] Customers GA S_ample
GAs Size per
(A) (AXB) GA
0 to 100 68 Nil Nil Nil Nil
1 100 to 5000 73 2,200 Nil 200* 200"
2 5001 to 50,000 122 17,700 5.0% 885 1,000
3 50,001 to 21 62,000 4.0% 2480 2500
1,00,000
4 100,001 to 14 1,72,000 3.0% 5160 5,000
3,00,001
5 3,00,001 to 3 3,72,000 2.0% 7440 7,500
5,00,000
6 5,00,001to 3 7,24,000 1.50% 10860 10,000
10,00,000
7 >10,00,000 3 13,73,000 1.25% 17162 15,000

It is to be noted that

1. The adjusted maximum sample size will be the ceiling on the
number of customers to be surveyed in the GA.

2. GAs upto 8" Round, but where MWP itself is < 5000 numbers, the
sample size is fixed at 200 per GA.



3. For GAs of subsequent rounds, where customer base is < 5000,
despite > 5 yrs since grant of authorization — such GAs are to be
excluded from the survey, until they cross the threshold of the
number of customers.

4. The survey shall be considered as pertaining to the current year. i.e.
the FY in which it is being conducted.

5. GAs with < 5 years from the date of authorization / Letter of Award
(LOA) may be excluded from the survey for want of operational
maturity.

6.2 Sample Size for CNG Customers

The sample size for the CNG customers to be contacted for the
satisfaction has been arrived at on the basis of the CNG vehicles in the
GA.

Table 4 : Sample Size Calculation for CNG Customers

Average Count % of Sample Adjusted
Count of CNG Vehicles of CNG Vehicles . Maximum
. Sample Size Per GA )
(Nos) inthe GA (B) (AXB) sample size
(A) per GA
1 0to 50,000 25000 1.5% 375 400
2 50,000 to 150,000 100000 1.50% 1500 1500
3 150,001 to 350,000 200000 1.25% 2500 2500
4 350,001 to 750,000 500000 1.25% 6250 6000
5 750,001 to 11,00,000 9,00,000 0.75% 6750 7000
6 11,00,001 to 15,00,000 13,00,000 0.75% 9750 9500
7 >15,00,000 1500000 0.75% 11250 11000
Note :

1. The adjusted maximum sample size will be the ceiling on the
number of CNG customers to be surveyed in the GA.

2. The entity will have the discretion on the types of CNG stations and
the CNG Vehicle Users to be surveyed. No categorization on types
of vehicles or stations is proposed at this juncture as the proportion
may vary across various CGD companies.

3. The survey shall be considered as pertaining to the current year. i.e.
the FY in which it is being conducted.



4. GAs with < 5 years from the date of authorization / Letter of Award
(LOA) may be excluded from the survey for want of operational
maturity.

7.0 Method of Survey and Distribution

The survey may be carried out using any of the following methodologies:

a. Face to Face Interview — Minimum of 60% of Sample Size

b. Computer Aided Telephonic Interviews (Tele-calling) - Maximum
20% of Sample Size

c. Email Survey — Maximum 20% of Sample Size

A third party agency of repute may be selected for carrying out the
customer satisfaction survey.

8.0 Selecting the Right Market Research Agency
It has been proposed to empanel reputed market research

agencies (TPAs) to conduct the Customer Satisfaction Survey
(CSS) of PNG and CNG customers. This market research
agency will carry out the survey based on the questionnaire and
sample size indicated by the CGD companies, it will analyze and
tabulate the data points collected and share the results and
insights with the respective CGD sponsor and PNGRB as per the

guidelines.

Choosing the right market research agency is vital for achieving
reliable outcomes, ensuring efficiency, and building trust in any

project or initiative.



Accurate Data Collection:
A reliable agency ensures precise and comprehensive

data for informed decision-making.

Efficiency in Execution:
Proper expertise and resources enable timely and

effective survey execution, even in hard-to-reach areas.

Consistency in Methodology:
Ensures uniformity in survey techniques across all

geographic locations for credible results.

Cost Optimization:
Selecting a cost-effective agency prevents budget

overruns while maintaining quality.

Compliance and Trust:
Agencies with robust data privacy practices safeguard

customer information and maintain trust.

9.0 Qualifying Criteria for Empanelment of Market Research

Agency (TPA)

Based on the detailed discussions within the committees, the following

qualifying criteria are proposed for selection of the Market Research

Agency:

a. The TPA should have had a prior experience of carrying out

Customer Satisfaction Study / NPS study in either of the following

sectors:



I.  City Gas Distribution

lI. Power
lll.  Telecom — Mobile / Broadband
V. Banking and Financial Services or Insurance sector

V. Oil & Gas sector —any OMCs
VI. FMCG sector
. They should have had experience of carrying out large scale CSS
for both - individual customers and institutional customers.
. They should have the experience of carrying out both — face to face
and telephonic (CATI) studies.
. This experience should be as recent as possible and certainly not
older than 5 years.
. The agencies will need to submit a proof of having carried out a CSS
in terms of the PO issued and will also need to share a completion
certificate for the same.
. The TPA should preferably have a national presence. The field work
for the study, if sub-contracted should be done under the direct
supervision of the agency employee and proper quality control
measures must be taken.
. The TPA should preferably have ISO certification.

h. The TPA will be required to share data of the last three years turn

over, count of employees, leadership team, proprietary tools and

techniques, etc.

. The TPA will need to share the names of their key experts on

Customer Satisfaction Survey / NPS and share the details of their

relevant experience.

j. The agency shall work along with the CGDs to fine tune the research

methodology — including the sample size and conducting a pilot

survey before finalization of the questionnaire.
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k. The TPA will be required to complete the survey and share its
findings within a period of 4 to 5 months.
. TPA will have to get empaneled with PNGRB.

The quantitative criteria for evaluation of various TPAs has also been

proposed in the Annexure 5.

10.0 Proposed Agencies
Some of the reputed market research agencies who conduct such

customer satisfaction studies are as follows:

Nielsen India
IPSOS

Hansa Research
Kantar IMRB
ORG India
Kantar TNS India
Mott Macdonald
Market Search
RSB India

© © N o o b~ e D=

There are other regional players also which can be identified to enrich the
list further.

11.0 Engagement-Model Options for Agency

The committee deliberated on various models for engaging the TPA.
These include the following :

Option 1: Single Agency
» Pros: Uniformity, centralized communication.
= Cons: High dependency, and logistical risks.

Option 2: Multiple Regional Agencies

11



» Pros: Local expertise, faster execution.
= Cons: Coordination challenges.
Option 3: Hybrid Model
» Pros: Central control with regional benefits.

= Cons: Complexity in oversight.

Based on the discussions it was decided that Multiple Agencies should be
empanelled per region (3-4 agencies) for the CGDs to choose from,
depending on cost and scalability. This will ensure that the quality and

efficiency, while maintaining competitiveness between various agencies.

12.0 Next Steps

As follow action, the following steps are proposed :

1. Define and finalise the evaluation criteria for agency selection

2. Prepare a detailed budget estimate for the Customer Satisfaction
Survey

3. To initiate the tendering process for the selection of TPA

4. Prepare a timeframe for implementation

12



Customer Satisfaction Survey
Questionnaire of Domestic Segment (D- PNG)

Is carrying out Customer Satisfaction Survey (CSS) to understand the perception of the
customers on the services provided. For the survey, some personal data as stated in the form like: (a) name
(b) gender (c) age (d) mobile (e) email etc. will be collected. All details gathered would be kept confidential
and would only be used for understanding perception/satisfaction/feedback pertaining to services provided
by the company. Your participation in this survey is entirely voluntary. You may choose not to take part in
this study. You may change your mind later and stop participating even if you agreed earlier.

Yes, | give my consent [] No[d Not interested to participate Questionnaire No.
Interviewer Name Charge Area No.: GA Name:
Ownership of HH : ownHH O Rented HH O

Name of the Respondent:

Gender Male O Female O Age

Name of the Customer :

Address 1:
Mobile: E-mail:
CATEGORY OF CONSUMER- Billed and Unbilled customer [to be pre-filled]
Bungalow (0] Row House O Tenement O Gala Type (0]
Domestic
Low Rise (1- 4 Storeys)O High Rise (>4 Storeys)O Others (0)

1) Since how many years have you been the customer of the company? [to be pre- filled]
<10 150 6100 11150 >150
2) Why have you opted for Piped Natural Gas Connection (Multiple Choice)?
Cost-Effectiveness O  ConvenienceO Supply Continuity (o) Safer FuelO  AllofthemO Others__ O
3) Mode of registration [to be pre- filled]

1-Website O 2-Direct Marketing Agent O 3-walk-in O 4-Others O NA (based on connection aging) (0]
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Please rate your satisfaction on scale of 1 to 5

(1 = Strongly Dissatisfied, 2= Dissatisfied, 3=Neutral, 4=Satisfied, 5= Strongly Satisfied)

PRODUCT
NETWORK

&

4) Availability (24x7) of gas supply i.e. Consistent /
Uninterrupted Gas Supply

10 20 30 40 5O

5) Ease of documentation for existing / new / alteration of
connection

10 20 30 40 s0

5a) How was your experience about registration for connection

10 20 30 40 50

NA (based on connection aging)o

5b) Did the company educate you regarding the safe usage of YesO NoO
PNG
6) Did the company communicate the reasonable timeframe for YesO NoO

providing connection

7) Quality of installation work for existing / new connection /
additional connection / alteration

10 20 30 40 50

CONNECTION / ALTERNATION PROCEDURE

8) Customer satisfaction with regards to time taken for providing
new connection / Alteration after application/ service
request

10 20 30 40 s0O
NA (based on connection aging)o

9) Are you satisfied with the billing practices of the company

YesO NoO

If No, please specify the reason

10) Billing done after proper and regular meter reading

Yes O NoO Self-generated (o)
Can’t Say 0)

BILLING &
METER
RELATED

11) Ease of understanding of the Bill

10 20 30 40 sO

12) Timely Delivery of the Bill

10 20 30 40 sO

13) Behavior of staff/ representative carrying out meter reading

10 20 30 40 sO

14) Have you raised any type of complaint/query in the past?

YesO (Goto Q15) NoO (Goto Q20)

COMPLAINT/QUERY
HANDLING & STAFF
INTERACTION

Billing Related O
15) If yes in Q14, what was the type

of complaint/request?

Metering Related (0]

Gas Leakage /Pressure (0)

Supply Discontinuity O Gas Connection/Alteration 0)

Other (o)
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15a) If yes in Q14, Mode of complaint

registration IVRS/ Telephonic (0] Chatbot O Walk-in O

Other (o)

Billing related- 1to2 days O 3t07 days O more than 7days (0]

Gas leakage/pressure/ supply discontinuity related- within 1

hr O 2to6 hr O 6t012 hr O more than 12 hr O
15(b) If yes in Q14, Time taken for

resolving the complaint ] )
Gas connection/alteration related- 1mth O 2to3 mths O

more than 3mths O

Metering related- 1to5 days O 5t010 days O more than
10days (0]

16) If yes in Q14, Was follows-up required to handle your
complaint / request Yes O No O

17) Understanding and handling of your complaint / request by 10 20 30 40 50
Staff / CCE?

18) Politeness & behavior of the Staff / CCE 10 20 30 40 50

19) Your Overall Experience with respect to company's 10 20 30 40 50
complaint / query handling process
'_
Z_E " 20)Communication by the company through SMS/Watsapp/loud Yes O No O
g I % speakers about gas supply interruption?
= o
g _ % g 21) Awareness about Launching of new scheme and marketing Yes O No O
O06E0 campaigns / initiatives by the company
S 22) Regular safety drives/ awareness programs carried out by Yes O No O
= the company for safe usage of PNG
=
<
@ 23) Are you aware of the Emergency Contact no. Yes O No O
24) Keeping everything in mind, how satisfied are you with overall services of the company
Sw
é @) Strongly Dissatisfied (1) (o) Dissatisfied (2) (o) Neutral (3) (o)
|-|>J E Satisfied (4) (o) Strongly Satisfied (5) (o)
O wn

25) Remarks & Suggestions for Improvement/Technology advancement:

Page 3 of 5




CATEGORY OF CONSUMER- Non- PNG customers (in Gasified locality)

1) Are you aware of the benefits of PNG Yes O NoO
Yes O No O
2) Are you willingly to opt for PNG
Yes O No O

2a) If YES- Are you aware of the different schemes being offered by the
company

2b) If NO- please specify the reasons for the same

3) Why have you not opted for PNG till date

Connection cost is too high (0)

Rented premises (o)

Aesthetically doesn’t like exposed
pipeline route (o)

Satisfied with current fuel (LPG/ Wood
etc.) (0)

Company representative has never

approached 0)
Others (0)
4) Are you aware about the company that supplies gas in your city/ area | Yes O No O

5) Remarks/ Suggestions, if any
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CATEGORY OF CONSUMER- Registered customers/ SBNC (Signed But Not Commissioned)

Date of registration

1) Why have you opted for PNG connection (multiple choice)

Cost- effectiveness O Convenience O
Supply continuity O safer fuel O All of
them O Others (0)

2) Ease of documentation

10 20 30 40 5O

3) Mode of registration

1-WebsiteQ  2-Direct Marketing Agento
3-Others O

Chequeo Card (Debit/Credit) (0)

6) IfYESin Q5, have you availed for refund

Net Banking (0)
3a) Mode of payment for registration UP1/PhonePe/Gpay/Paytm o
Others (0)
. . . . L Yes O No O
4) Did the CGD entity communicate the time frame for providing
connection
] . . - ] ves O No O
5) Did the CGD entity communicate their inability to provide PNG
connection and requested you to take refund
Yes O No O

7) IfNO in Q6, reason for not availing refund

the customer still wants to avail PNG
connection irrespective of the time frame

involved O Others (o)

8) In case customer not willing to take connection, reason for the same
to be specified

9) Remarks/ Suggestions, if any
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Customer Satisfaction Survey
Questionnaire For CNG Customers

Section-1: Details of outlet, respondent and the vehicle

NAME O GA
Name Of the OULIEt e
Please select the Outlet oceD OHPCL OBPCL OIOCL oJosr o NeL © OTHERS
Name of the Respondent
Gender of the respondent O M-Male O F-Female
Age of the Respondent (years) O 1830 O 31-40 O 4150 O 51-60 O 60+
Contact Number of the Respondent
Respondent O Driver O Owner
O Car
O Taxi
O Auto Rickshaw
Respondent’s Vehicle Category
O Bus
O Two Wheeler
O Light Goods Vehicle
Vehicle Make
Vehicle Registration Number
Type of FITMENT KIT O COMPANY EITTED O RETROFITTED
In Case of Retrofitting .. .. Numbers of Day of Purchase After which Vehicle Converted to CNG

*Surveyor’s name/code, Time, Date, Lat/Long of the location will be captured automatically and will be available in the tabulated
data (response sheet)

Section-2: Buying Behaviour of the Respondent

Less than 10 km
10-20 km
21-30 km
31-40 km
41-50 km

How many kilometers do you typically drive
per day?

0Oo00O0O0O0O

More than 50 km



How often do you get CNG filled in your

21 vehicle?

Do you have a preference of station from
2.2 \here you fill tank?

If the answer to 2.2 is yes, please ask for the
reason(s)

O 0O 0O 0O 0O O OO OO OOOOOOO

More than 2 times a day
Twice a day

Once a day

Once in 2 days

Once in 3-4 days

Once in a week

Occasionally (on rare occasions)
Yes, | prefer a particular station
No, | am indifferent about station
Convenient Location

Working hours

Good/ Additional Services

Courteous Staffs

Others, PI. specify ( )

Most of the times from here
Sometimes from here

Rarely, came here as there is no option nearby

2.4 |Average Quantity of CNG Filled

2.5 |Mileage of Vehicle

2.6 |Preferred time of filling

2.7 |Average waiting time for filling CNG

Are you happy with the CNG network spread/

28 coverage of the company O Yes No
Section-3: Assessment Questions
Rating: 5- Excellent, 4- Very Good, 3- Good, 2- Fair, 1- Poor
Assessment .
Criteria Statements Rating
1 2 3 4 5
Accessibility of the outlet o o o o o
. 10 20 30 40 5O
3.1 Ejtsigfnse onthe Ease of entry and exit at the outlet

Cleanliness & maintenance of the driveway atthe 10 20 30 40 50

station




3.2

3.3

3.4

3.5

Response on the
CNGasa product

Response on
Service &
Operations

Response on the
Safety

IHlumination at the outlet

Pressure of the gas is consistently available

Sufficient space for vehicle queuing is available

Adequate passenger shed is available

Quality of the fuel

Mileage of the fuel

Maintenance & service expenses incurred due to CNG
usage

Impact on the environment

Pick up of the vehicle

Timeliness of refilling

Accuracy & visibility of rate, units, quantity etc.
in the dispensers’ display

Time taken in filling the gas

Politeness and courtesy of the staff

Display of basic guidelines (no smoke, no mobile
etc.)

Availability of fire extinguishers

Measurements & Attendant requests to turn of the ignition while

Precautions

Responses on the
outlet personnel

filling

Attendant asks passengers to get down of the
vehicle while filling gas

Uniform of the attendant (for easy identification)

10

10

10

10

10

10

10

10

10

10

10

10

10

10

10

10

10

10

20

20

20

20

20

20

20

20

20

20

20

20

20

20

20

20

20

20

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30

40

40

40

40

40

40

40

40

40

40

40

40

40

40

40

40

40

40

50

50

50

50

50

50

50

50

50

50

50

50

50

50

50

50

50

50



3.6

3.7

Response on
Billing, Payment
System & Digital
Payment
Readiness

Response on
Basis Facilities

Basic knowledge of the staff and ability to handle
your queries, if any

Ability to ensure proper queue management

Availability of sufficient manpower

Checking of Compliance metal plate validity of
cylinder in vehicle by the filler

Accuracy of the amount charged for the fuel

Ability to provide bill on request

Adequacy of details on the bill

Time taken in completing the transaction through
UPI

Time taken in completing the transaction through
cards

Time taken in completing the transaction in cash

Return of change by filler post payment

Does the company have digital payment options

Availability of drinking water

Availability of toilets

Cleanliness of toilets/ forecourt area

Availability of first aid facility

Availability of suggestion/ complaint book

Free Facility of air dispensers

10

10

10

10

10

10

10

10

10

10

10

10

10

10

20

20

20

O Yes

20

20

20

20

20

20

Yes

Yes
20

20

20

20

20

20

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30

40

40

40

40

40

40

40

40

40

40

40

40

40

40

40

50

50

50

50

50

50

50

50

50

(0

50

50

50

50

50

No

No

No



Visibility of signs and important numbers like
police, emergency/medical help, station
operations manager, Shutdown Notice etc.

10 20 30 40 50

In a month how many times did you find the CNG
station was shut down or has dry outs
(0 for No Response)

Section-4: Response on Complaint Handling

Have you made any complaint at the outlet in the last 3 months? Yes O No O

If Yes, please specify the nature and the reason of the complaint.

Would you feel comfortable making a complaint if you had a problem with the service?

Yes O No O Unsure O

Assessment

Criteria Statements Rating

Complaint book/Suggestion box at .
CNG Station O VYes O No

o _ 10 20 30 40 50
Ease of registering the complaint

Complaints
Handling 10 20 30 40 50

Timeliness of resolution

41

Appropriateness of resolution 10 20 30 40 5 O
provided

5.0 Responses on Miscellaneous Issues (Optional)
What are the benefits of using CNG? Please tick the options below (multiple answers allowed)

R

Statements (1_525,02_55 0)

Economical as compared to other fuels like petrol, diesel etc Yes O No O
Clean fuel/Environment Friendly/Reduces pollution Yes O No O
gc::/rﬁig: ért]é:.ome for many people who are driving cabs like ves O No O
It gives more mileage Yes O No O
Noise Reduction Yes O No O
Easily available Yes O No O
Maintenance cost of the vehicle is reduced Yes O No O
Good vehicle pick up and better performance of the vehicle Yes O No O
The change in price of CNG is less as compared to petrol/diesel Yes O No O

Do you believe that the government and local authorities
should do more to promote the use of CNG? Yes O No O



6.0 Responses on Miscellaneous Issues (Optional)

What additional services would you wish to receive from CGD
stations?

Are you aware of Periodic testing of cylinders?

In How Many Years should Periodic Testing of cylinder
should be done

In a year how many times, did you find CNG station was shut
down?
(If you have not experienced shut down then answer as “0”)

PUC O Eateries O Carwashing O Retail Store
Any Other.......cccoeueenene.

Yes O No O

10 20 30 140 50
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Customer Satisfaction Survey

Questionnaire for Commercial PNG Users

Hello Sir/ Madam,

| am from . We are conducting a survey to understand your experience
of using Pipe Natural Gas. Kindly answer the questions in this form as freely as you can. This
information will be kept confidential.

*khkkkkk

Name of the Entity

[ Restaurant/Club/Mal I Banquet/Caterers [~ Cloud Kitchen
Type of Entity [ Religious Institution [ Educational Institution [~ Medical Establishment

[~ Star Category Hotels

Address where Supply is

given

Name of the Respondent:

Mobile Number of

Respondent

Email

Type of establishment * Owned  Rental " Long term lease

Name of the surveyor: Date of interview: / /20

Verifying Company Representative:

" Lessthanayear ¢ 1-5years f 6to 10 years

' 2
1. | How long have you been using PNG* ¢ 1110 15 years ¢ More than 15 years

[~ Safety I Convenience [ Economica
[~ Reliability I~ Othe
2. | Reasons for Opting PNG?

If others, please
elaborate
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Pre-Contract Parameters

(rate wherever applicable between 1 to 5 where 1 is poor and 5 is excellent)

™ Myself/My Representative

of installation done by the company

3. | Who reached out to get a PNG Connection? | . .
Company Representaive
If You had approached, which mode was
4. | available for you to submit connection [~ Call Center I'"" Letter/email [~ Personal
request?
5 | Rateyour experience if approached by fl C2A3COE
Company representative
6 Rate your experience with regards to 1 2030405
" | response of Company to your request?
Contract/Onboarding Parameters
;| Rate your experience with regards to ease Of | | ~, 30,5
documentation for getting PNG connection
g | Rateyour experience about the company's information | ~, ~, ~ 3+, 5
regarding the new PNG connection cost.
g, | Rate your experience with regards to ease Of | ~; ~)r3,,r5
contractual terms and conditions
10 | Were you informed about the timelines for starting | ~ yes
PNG supply?
Connection Parameters
) " Less than 6 months
11 How many months it took for you to get the | ~ & _ 12 months
connection after the contract was signed
™ more than 12 months
Were you intimated by the company if there was
12. | delay from the committed timelines to start PNG | © YES " NO
supply?
13, | Rate your experience with regards to the quality | ~; -5 3+,




Billing Parameters
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14.

Is your connection pre-paid or post paid " Pre-

" Post-Paid

15.

If post paid, what is meter reading duration If
specify

™ Fortnightly ¢ Monthly " Other

others,

please

16.

Rate your experience with regards to accuracy | ~ 1 ~, ~ 3+, 5

of the bill and meter reading

17.

Rate your experience with regards to ease of
understanding of bills

™1 2 3¢5

18.

Do you receive your bills on time " YES " NO

19.

Rate your experience with regards to payment
modes made available by the company

™1 2 3¢5

After Sales/ Customer Service Parameters

20.

Did you ever reach out to company for any query / service
/ complaint to the company?

T YES " NO

21.

If yes, please rate your experience with regards to ease of
reaching out to company

(™1 2 3¢5

22,

Rate your experience whether executives could
understand the query / service / complaint

~1 &2 37¢05

23.

Were you given any timelines to solve your
service/complaint

T YES " NO

24,

Did you have to call multiple times for the same
complaint?

T YES " NO

25

Rate your experience with regards to
politeness/professionalism of service personnel while
solving the problem

1 237 ¢05

Reliability and Safety Parameters

26.

Rate your experience with regards to consistency of
pressure and supply

("1 2 3¢5

21.

Was there any disruption of supply ? “YES N

28.

™ 1 to 3 months

If Yes, What was the frequency of disruption ? " 3o 6 months

™ 6 to 12 months
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If Yes what was the average restoration time of the

i~ less than an hour ™ 1 to 3 hours

29. | " 3to 6 hours 6 to 9 hours
SUpRly " 9to 12 hours ©~ >12 hours
Rate your experience with regards to proactiveness

30. | on communication on service changes or disruptions | © 1 273405
by the company

51 | Rate your experience with regards to Safety | -, -, -3+, 5
inspection /Standards / Compliance by the company

General Parameters

3o | Rateyou experience with regards to overall satisfaction | ., ~, ~ 3+, 5
with the service of the company

33 Will you recommend anyone opt the services of the | ~ s ~ no
company

34 Do you have any suggestion to improve the services of | - < ~ no
the company

35. | If yes, please elaborate




Customer Satisfaction Survey

Questionnaire of Industrial Segment (PNG)

The <

> Company is carrying out an annual Customer

Satisfaction Survey (CSS) to understand the perception of customers on the services
provided. Some personal data & industrial details as stated in the form will be
collected. All details gathered would be used only for understanding your
experience with the services provided by the company. Your participation in this
survey is entirely voluntary.

Date:

GA Name:

Surveyor Name:

Basic details

Name of Industry

Address:

Respondent Name:

Designation:

Mobile No :

Type of Industry

Chemicals & Dyes

Engineering

| Food Processing

Plastic & Rubber

Foundry, Metallurgy & Rolling

Pharmaceuticals

Large Commercial

| Ceramics

Textile

Printing & Packaging

Others - Please specify

Please rate your satisfaction on scale of 1 to 5
(1 = Strongly Dissatisfied, 2 = Dissatisfied, 3 = Neutral, 4 = Satisfied, 5 = Strongly Satisfied)

Gas Supply

1. Do you have a PNG connection?

] Yes 1 No




2. Do you still use Diesel Genset? 1 Yes 1 No
3. Have you shifted to Gas based Genset? 1 Yes 1 No
4. Availability of gas supply (24*7) 1020304050
5. Consistency of supply pressure 1020304050
1. Accuracy of the bill and meter reading 1020304050
~|2. Ease of understanding bill 1020304050
Il\gseljgg & Billing 3. Timely receiving of bill 1020304050
4. Payment mode provided Cheque O Others O
Online (RTGS/NEFT/UPI) O
1. Ease of documentation for existing/new, 1020304050
/ alternation of connection
New Connection 2. Timely response by the company to 1020304050
[Alternation establish new connection/ alternation
Procedure 3. Quality of installation for servicel 1020304050
requested
4. Facilitation by the company in laying 1020304050
internal pipeline (reference for 3" party
contractors)
1. Sharing of technical specificationbythey 1020304050
company
2. Satisfaction on information providedby, 1020304050
_ the company about gas interruption
Operation and (planned/unplanned)?
Maintenance 3. Emergency service response in case of 100203004050
exigency
4. Satisfaction with respect to coordination 1020304050
for plant maintenance
1. Easy to approach the team 1020304050
2. Attitude of staff 1020304050
3. Understanding and effectiveness off 1020304050
Contract handling the queries
management 4. Request management for equipment 1020304050
capacity (Load) Change
5. Request management for planand dailyy 1020304050

contracted quantity change.

Complaint/ service
request handling

Have you raised any type of

complaint/query in the past?

] Yes 1 No




2. If yes in Q1, what was the type off Billing Related (1 Gas Leakage [

complaint/Query? Supply Discontinuity O Metering
Related ]
Other
3. Timely / quick resolution of issues 1020304050

4. Overall experience with respect to0 1020304050
company's complaint/ query handling
process

Safety

1. Adequate information provided by the 1020304050
company about how to safely use PNG

Company website

1. Which of the following options used to| \Website [J

reach out the company? Mobile App O
Customer care []
Relationship executive [
Others [J

2. Satisfaction on ease of providing 1020304050
information

Overall service

Considering the above how much are you satisfied with the overall service of
the company?

Strongly Dissatisfied [0 Dissatisfied [0 Neutral O Satisfied O Strongly
Satisfied [

Remarks and
Suggestions for
further
improvement,  if
any
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SECTION IV

GENERAL CONDITIONS OF CONTRACT (GCCQC)
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1 DEFINITIONS

1.1 All the initial capitalised terms used in the Agreement shall have the meaning as described to such
terms hereunder:

1.2 ‘Agreement’ or ‘Contract’ means the agreement entered into between the Owner and the Contractor,
including all attachments and appendices thereto and all documents incorporated by reference
therein, as modified, reinstated or amended from time to time.

1.3 ‘Completion Schedule’ or ‘Delivery Schedule’ means a schedule approved by the Owner for completion
of all obligations of the Contractor under the Agreement.

1.4 ‘Consultant’ means the person or firm or body corporate appointed by the Owner for the purposes
of providing services as determined by him in connection with this Agreement.

1.5 ‘Contract Documents’ mean all the documents referred to in the Agreement for discharging the
requisite obligations by respective party.

1.6 ‘Contract Price’ means the price payable to the Contractor under the Contract for the full and proper
performance of all its contractual obligations.

1.7 ‘Day’, ‘Month’ or ‘Year’ means calendar day, calendar month or calendar year.

1.8 ‘Engineer’ means an authorized representative of the Owner, if any, to which the Owner has
entrusted various tasks in relation to the carrying out of his Project and in particular the
implementation of the relevant Agreement. The Engineer is fully empowered to represent the
Owner. For avoidance of doubt, Consultant may be an Engineer. In case the Agreement does not
specify the intervention by the Engineer, the rights and obligations are exercised and borne by the
Owner, mutatis mutandis.

1.9 ‘Effective Date’ means a date on which Contractor’s obligations will commence and thereupon
Delivery Schedule and/or Completion Schedule will be drawn up.

1.10 ‘Goods’ means all of the equipment, machinery, and/or other materials which the Contractor is required
to supply to the Owner under the Agreement.

1.11 ‘GCC’ means the GENERAL CONDITIONS OF CONTRACT contained in this section.

1.12 ‘Inspector’ means any person or outside Agency nominated by Owner to inspect equipment, stage
wise as well as final, before despatch, at Contractor’s works and/or on receipt at Site as per terms
of the Agreement.

1.13 ‘Notification of Award’ means date which is earlier of either a Fax of Intent (FOI) or Letter of Intent
(LQI) or Letter of Award (LOA) issued to a successful bidder for award of the work pursuant to bidding
process.

1.14 ‘Purchaser’ /or ‘Owner’ means the organization purchasing the Goods / services, i.e. Aavantika Gas
Ltd. (AGL).

1.15 ‘Services’ or ‘Ancillary Services’ means those services ancillary to the supply of the Goods,
such as transportation and insurance, and any other incidental services, such as installation,
commissioning, provision of technical assistance, training and other such obligations of the
Contractor covered under the scope of the Agreement.

1.16 ‘Site’ or 'Owner’s stores’ means the place or places named in tender document.

1.17 ‘SCC’ means the SPECIAL CONDITIONS OF CONTRACT forming a part of the Contract Documents.

1.18 ‘Supplier’ or ‘Seller’ or ‘Contractor’ means the individual person or firm or body corporate supplying
the Goods and Ancillary Services under the Agreement.

1.19 ‘Bid’ or ‘Tender’ shall have the same meaning.
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2.2

2.3

2.4

3.2

3.3

3.4

3.5

I~

4.1

4.2

43

4.4

INTERPRETATION OF CONTRACT DOCUMENT

Notwithstanding the sub-division of the documents into these separate sections and volumes
every part of each shall be deemed to be supplementary to and complementary of every other
part and shall be read with and into the CONTRACT so far as it may be practicable to do so.

Where any portion of the General Condition of Contract is repugnant to or at variance with
any provisions of the Special Conditions of Contract, unless a different intention appears the
provisions of the Special Conditions of Contract shall be deemed to over-ride the provisions
of the General Conditions of Contract and shall to the extent of such repugnancy, or variations,
prevail.

Wherever it is mentioned in the specifications that the CONTRACTOR shall perform certain
WORK or provide certain facilities, it is understood that the CONTRACTOR shall do so at his
cost and the VALUE OF CONTRACT shall be deemed to have included cost of such
performance and provisions, so mentioned.

The materials, design and workmanship shall satisfy the relevant INDIAN STANDARDS, the
JOB SPECIFICATIONS contained herein and CODES referred to. Where the job specification
stipulate requirements in addition to those contained in the standard codes and
specifications, these additional requirements shall also be satisfied.

CONFIDENTIALITY

The Contractor cannot, without agreement of the Owner, disclose nor enable third parties to
benefit from the documents drawn up in the course of his obligations under the Agreement or
information received from the Owner / Consultant / Engineer/ Inspector.

Further, Contractor is not allowed to publish copy or transmit to third parties the documents
that are transmitted to him by Owner/ Consultant/ Engineer/ Inspector. The Owner/ Consultant
retains the right to claim damages from the Contractor in the case where these documents
have been used without such written consent.

However, these obligations do not apply to documents for which it can be demonstrated that

Such documents were already public before these were communicated to the other party,
or have become public since without any fault or negligence of the party concerned, or

Such documents were already in its possession without having obtained them directly or
indirectly from the other party, or

Such documents were obtained from an independent source that had neither direct nor
indirect secrecy commitment to the other party.

Regarding the application of this clause, the experts appointed by the Owner/ Engineer are not
considered as third parties, and for this reason they have to respect, towards the Contractor,
the same obligations as the Owner in these matters.

Any document, other than the Agreement itself, enumerated in GCC shall remain the property
of the Owner and shall be returned (all copies) to the Owner on completion of the Contractor’s
obligations under the Agreement, if so required by the Owner.

CONTRACT PERFORMANCE BANK GUARANTEE

Within 15 days of the award of LOIl/work order, the successful bidder shall furnish the performance
guarantee in the form as provided in the Bid documents.

Within 15 days from the date of award of Order, the Bidder shall furnish Performance Guarantee in the
form of Bank Guarantee to the PURCHASER, for an amount equivalent to 5% of the Order value
(Excluding taxes & duties).

The Contract Performance Bank Guarantee shall be valid for a period of Three (3) Months beyond
the expiry of Contract period and guarantee/warrantee period.

Failure of the successful bidder to comply with the requirements of this clause shall constitute
sufficient ground for the annulment of the award and forfeiture of the bid security.

TENDER NO. AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION SURVEY/12-2025
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4.5

4.6

4.7

4.8

4.9

7.1

7.2

7.3

7.4

8.1

In the event that completion of work is delayed beyond the scheduled completion date for
any reason whatsoever, the contractor shall have the validity of the Contract Performance
Bank Guarantee suitably extended to cover the period of delay.

The proceeds of the Contract Performance Bank Guarantee shall be payable to the Owner
as compensation for any loss or damage resulting from the Contractor's failure to
complete its obligations under the Agreement.

The Contract Performance Bank Guarantee shall be denominated in the currency of the
Agreement and shall be in one of the following forms:

A bank guarantee issued by a scheduled / Nationalized bank is acceptable to the Owner,
in the form provided in the bid documents. The Contract Performance Bank Guarantee will be
discharged by the Owner and returned to the Contractor not later than One hundred
eighty (180) days following the date of completion of all the Contractor’s performance
obligations under the Contract, including any warranty obligations.

The contractor shall submit a written request for release of Contract performance Bank
Guarantee, on successful completion of defect liability period.

INSPECTIONS AND TESTS (Not Applicable)

TRANSPORTATION

Transportation of all items covered in the scope of contractor, will be arranged by contractor
at his own cost including insurance and storage. Contractor will also be responsible for taking
delivery of free issue material from Owner’s store and Transportation to place of work
including its coverage for transit insurance.

GUARANTEE/ WARRANTY/ DEFECT LIABILITY PERIOD

The Contractor warrants that the work carried out under the Agreement are meeting the
requirement of the Bid document and will rectify/ repair any defective work on receipt of
instructions from Owner/ Consultant.

The Owner shall promptly notify the Contractor in writing of any claims arising under this
warranty.

Upon receipt of such notice, the Contractor shall, within a reasonable period, repair or replace
the defective Goods or parts thereof, free of cost to the Owner. The Contractor may take over
the replaced parts/ Goods at the time of their replacement. No claim whatsoever shall lie on
the Owner for the replaced parts/ goods thereafter. In the event of any correction of defects or
replacement of defective material during the warranty period, the warranty for the corrected /
replaced Goods or item or material shall be extended to a further period of twelve (12) Months
from the date of such repair/replacement if put to use immediately or eighteen (18) Months.
Defect liability period shall be 12 months from the date of handing over of the system to
AGL.

If the Contractor, having been notified, fails to remedy the defect(s) within a reasonable period,
the Owner may proceed to take such remedial action as may be necessary, at the Contractor’s
risk and expense and without prejudice to any other rights which the Owner may have
against the Contractor under the Agreement.

PRICES

Prices charged by the Contractor for Goods delivered and all Services performed under the
Agreement shall be on firm price basis and not vary from the prices quoted by the Contractor in
its bid, with the exception of any price adjustments authorized as per tender document.

TAXES, DUTIES, ETC.

The Contractor agrees to and does hereby accept full and exclusive liability for the payment of
any and all taxes, duties, etc. now or hereafter imposed, increased, modified, from time to time
in respect of Works and materials and all contributions and taxes for unemployment

TENDER NO. AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION SURVEY/12-2025
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compensation, insurance and old age pensions or annuities NOw Or Nereaiter imposed by any
Central or State Government authorities which are imposed with respect to or covered by the
wages, salaries, or other compensations paid to the persons employed by the Contractor and
the Contractor shall be responsible for the compliance with all applicable Central, State,
Municipal and local laws and regulations, and requirement of any Central, State or local
Government agency or authority.

9.2 Contractor further agrees to defend, indemnify and hold Owner harmless from any liability or
penalty, which may be imposed by the Central, State or Local authorities by reason or any
violation by Contractor or Sub-Contractor of such laws, suits or proceedings that may be brought
against the Owner arising under, growing out of, or by reason of the work provided for by this
Contract, by third parties, or by Central or State Government authority or any administrative sub-
division thereof.

9.3 Tax deductions will be made as per the rules and regulations in force in accordance with acts
prevailing from time to time.

10 STATUTORY VARIATION

10.1 All statutory variations, change in law or imposition of any new taxes/ duties/ levies by any
Central Government/ State Government/ Civil Agencies shall be to Contractor’s account
except for statutory variations in GST, which shall be reimbursed by Owner against documentary
evidence submitted by the Contractor.

11 PAYMENT

11.1 Contractor shall submit his monthly bills to the respective Engineer-In-Charge of Owner,
attaching all the required documentary proof confirming there upon that all statutory obligations
as per rules are being observed. Un-disputed payment shall be made to the contractor through
Finance Department against Bills, duly certified by respective Owner’s Engineer-In-Charge within
30 (Thirty) days, if found in order. No interest shall be paid in case of delay in payments.

11.2 Payment shall be released after applicable tax deductions at source as per rules & acts enforced
during the tenancy of the contract.

12 SUBCONTRACTING

12.1 The Contractor shall notify the Owner in writing of all subcontracts awarded under this
Agreement if not already notified in the Contractor’s bid and incorporated in the Agreement.
Such notification and incorporation shall not relieve the Contractor from any liability or obligation
under the Agreement. Such sub-contract shall be limited to certain bought-out items and sub-
assemblies, which are not in line of Contractor’s manufacturing or proposed manufacturing unit
of authorized Contractor.

12.2 Such purchased and subcontracted items shall have to be necessarily in full compliance with the
terms and conditions of the Agreement and do not relieve the Contractor of any of his contractual
obligations. The Contractor shall be solely responsible for any action, deficiency or negligence of
his sub-contractors.

12.3 For any subcontract, the Owner is entitled to demand from the Contractor, for approval of the list
of sub- contractors, the Contractor intends to involve and of the orders he may entrust to them.
Approval by the Owner cannot give rise to any legal bond between the Owner and the sub-
contractors and leaves full responsibility only to the Contractor.

12.4 In the event where the warranty agreed between the Contractor and his sub-Contractors exceeds
in scope or in period those required under the Agreement, the Contractor undertakes to make
the Owner the full and direct beneficiary of such warranty.

13 DELAYS IN THE CONTRACTOR’S PERFORMANCE

13.1 Delivery of the Goods and performance of Services shall be made by the Contractor in
accordance with the time schedule prescribed by the Owner in the Completion Schedule.

13.2 If the CONTRACTOR refuses or fails to execute the WORK or any separate part thereof
with such diligence as will ensure its completion within the time specified in the CONTRACT or
extension thereof or fails to perform any of his obligation under the CONTRACT or in any manner
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COMMITS a breach of any of the provisions of the CONTRACT it shali be open to the OWNER
at its option by written notice to the CONTRACTOR:

13.2.1 TO DETERMINE THE CONTRACT in which event the CONTRACT shall stand terminated
and shall cease to be in force and effect on and from the date appointed by the OWNER on
that behalf, whereupon the CONTRACTOR shall stop forthwith any of the CONTRACTOR's work
then in progress, except such WORK as the OWNER may, in writing, require to be done to
safeguard any property or WORK, or installations from damage, and the OWNER, for its part,
may take over the work remaining unfinished by the CONTRACTOR and complete the same
through a fresh contractor or by other means, at the risk and cost of the CONTRACTOR, and
any of his sureties if any, shall be liable to the OWNER for any excess cost occasioned by
such work having to be so taken over and completed by the OWNER over and above the cost at
the rates specified in the schedule of quantities and rate/prices.

13.2.2 WITHOUT DETERMINING THE CONTRACT to take over the work of the CONTRACTOR or any
part thereof and complete the same through a fresh contractor or by other means at the risk and
cost of the CONTRACTOR. The CONTRACTOR and any of his sureties are liable to the OWNER
for any excess cost over and above the cost at the rates specified in the Schedule of Quantities/
rates, occasioned by such works having been taken over and completed by the OWNER.

13.3 In such events of above sub-clauses:

13.3.1 The whole or part of the Contract Performance Security furnished by the CONTRACTOR is liable
to be forfeited without prejudice to the right of the OWNER to recover from the CONTRACTOR
the excess cost referred to in the sub clause aforesaid, the OWNER shall also have the right
of taking possession and utilising in completing the works or any part thereof, such as materials
equipment and plants available at work site belonging to the CONTRACTOR as may be
necessary and the CONTRACTOR shall not be entitled for any compensation for use or damage
to such materials, equipment and plant.

13.3.2 The amount that may have become due to the CONTRACTOR on account of work already
executed by him shall not be payable to him until after the expiry of Six (6) calendar months
reckoned from the date of termination of CONTRACT or from the taking over of the WORK or
part thereof by the OWNER as the case may be, during which period the responsibility for faulty
materials or workmanship in respect of such work shall, under the CONTRACT, rest exclusively
with the CONTRACTOR. This amount shall be subject to deduction of any amounts due from
the CONTRACT to the OWNER under the terms of the CONTRACT authorised or required
to be reserved or retained by the OWNER.

13.4 Before determining the CONTRACT provided in the judgement of the OWNER, the default or
defaults committed by the CONTRACTOR is/are curable and can be cured by the CONTRACTOR
if an opportunity given to him, then the OWNER may issue Notice in writing calling the
CONTRACTOR to cure the default within such time specified in the Notice.

135 The OWNER shall also have the right to proceed or take action above, in the event that the
CONTRACTOR becomes bankrupt, insolvent, compounds with his creditors, assigns the
CONTRACT in favour of his creditors or any other person or persons, or being a company
or a corporation goes into voluntary liquidation, provided that in the said events it shall not
be necessary for the OWNER to give any prior notice to the CONTRACTOR.

13.6 Termination of the CONTRACT as provided above shall not prejudice or affect their rights of the
OWNER which may have accrued upto the date of such termination.

13.7 Except as provided under GCC or for the reasons solely attributable to the Owner, a delay by the
Contractor in the performance of its delivery obligations shall render the Contractor liable to
the imposition of liqguidated damages pursuant to GCC, unless an extension of time is agreed
upon without the application of liquidated damages.

14 CONTRACTOR REMAINS LIABLE TO PAY COMPENSATION IF ACTION NOT TAKEN
UNDER CLAUSE 13
14.1 In any case in which become exercisable and the same had not been exercised, the non-

shall notwithstanding be exercisable in the event of any further case of default by the
CONTRACTOR for which by any clause or clauses hereof he is declared any of the powers
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conferred upon the OWNER BY CLAUSE 13 thereof shall have fiable 10 pay compensaton
amounting to the whole of his Contract Performance Security, and the liability of the
CONTRACTOR for past and future compensation shall remain unaffected. In the event of
the OWNER putting in force the power under above sub- clause vested in him under the
preceding clause he may, if he so desired, take possession of all or any tools, and plants,
materials and stores in or upon the works or the site thereof belonging to the CONTRACTOR
or procured by him and intended to be used for the execution of the WORK or any part
thereof paying or allowing for the same in account at the CONTRACT rates or in case of
these not being applicable at current market rates to be certified by the ENGINEER-IN-
CHARGE whose certificate thereof shall be final, otherwise the ENGINEER-IN-CHARGE may
give notice in writing to the CONTRACTOR or his clerk of the works, foreman or other
authorised agent, requiring him to remove such tools, plant, materials or stores from the
premises (within a time to be specified in such notice), and in the event of the
CONTRACTOR failing to comply with any such requisition, the ENGINEER-IN-CHARGE
may remove them at the Contractor’s expense or sell them by auction or private sale on
account of the CONTRACTOR and at his risk in all respects without any further notice as to
the date, time or place of sale and the certificate of the ENGINEER-IN-CHARGE as to the
expenses of any such removal and the amount of the proceeds and expenses of any such
sale shall be final and conclusive against the CONTRACTOR.

15 TERMINATION FOR DEFAULT

15.1 Save for the cases provided for in Clause, if the Contractor fails to fulfil any of his obligations,
the Owner reserves the right, after simple summons to comply and without prejudice to any
other measures provided for in the Contract Documents, to offset the Contractor’s deficiency
by substituting Contractor by another third party to the Contractor for the purpose of carrying
out those obligations, at the Contractor’s expense, risk and peril, or to terminate the Agreement
without prejudice to the Owner’s rights of receiving reparation for the resulting damage.

15.2 The Owner may terminate the Agreement when the Contractor’s situation at any time after
Notification of the Award is found to have become so precarious that there is every indication
that he will not be able to fulfil his obligations. Such indications may be, for example, the
Contractor’s filing for bankruptcy or composition, or going into receivership or ligquidation,
or any similar procedures under applicable legislation.

16 CHANGE IN CONSTITUTION

16.1 Where the CONTRACTOR is a partnership firm, the prior approval of the OWNER shall be
obtained in writing, before any change is made in the constitution of the firm. Where the
CONTRACTOR is an individual or a Hindu undivided family business concern, such approval
as aforesaid shall, likewise be obtained before such CONTRACTOR enters into any
agreement with other parties, where under, the reconstituted firm would have the right to
carry out the work hereby undertaken by the CONTRACTOR. In either case if prior approval
as aforesaid is not obtained, the CONTRACT shall be deemed to have been allotted in
contravention of clause 12 hereof and the same action may be taken and the same
consequence shall ensure as provided in the said clause.
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17
17.1

18
18.1

18.2

19

19.1

19.2

19.3

20
20.1

MEMBERS OF THE OWNER NOT INDIVIDUALLY LIABLE

No Director, or official or employee of the OWNER/ CONSULTANT shall in any way be personally
bound or liable for the acts or obligations of the OWNER under the CONTRACT or answerable for
any default or omission in the observance or performance of any of the acts, matters or things, which

are herein contained
CONTRACTOR'S OFFICE AND STORE AT SITE

The CONTRACTOR shall provide and maintain an office and at the site for the accommodation of
his Engineer and staff and such office shall be open at all reasonable hours to receive instructions,
notice or other communications.

The contractor shall provide and maintain stores at site with sufficient covered area and lock &
key arrangement for receiving, proper stocking and issue/return of all material under his scope
of work as defined in the tender document. Further, the contractor shall maintain proper
documentation of stocks and receipt & issue of material and update the same on daily basis by
deploying dedicated resources as specified by the Engineer-In-Charge. The space so provided shall
be in addition to and distinctly separate from the free-issue material by the Purchaser for proper
identification and verification of both types of stocks at any time.

CONTRACTOR TO INDEMNIFY THE OWNER

The contractor shall indemnify the Owner and every member, officer and employee of the Owner,
also Engineer-In-Charge and his staff against all action, proceedings, claims, demands, costs and
expenses whatsoever arising out of all action, proceedings, claims, demands, costs and expenses
which may be made against the Owner for or in respect of or arising out of any failure by the
contractor in the performance of his obligations under the contract. The Owner shall not be liable for
or in respect of consequence of any accident or injury to any workmen or other person in the
employment of the contractor or his sub-contractor and contractor shall indemnify and keep the
Owner indemnified against all such damages and compensations and against all claims,
proceedings, claims, demands, costs and expenses whatsoever in respect thereof or in relation

thereof.

If any action is brought before a Court, Tribunal or any other Authority against the Owner or an officer
or agent of the OWNER, for the failure, omission or neglect on the part of the CONTRACTOR to
perform any acts, matters, covenants or things under the CONTRACT, or damage or injury
caused by the alleged omission or negligence on the part of the CONTRACTOR, his agents,
representatives or his SUB- CONTRACTOR's, or in connection with any claim based on lawful
demands of SUB-CONTRACTOR's workmen, Contractors or employees, the CONTRACTOR, shall
in such cases indemnify and keep the OWNER and/or their representatives harmless from all losses,
damages, expenses or decrees arising out of such action.

If Owner have to pay any money in respect of such claims or demands as aforesaid the amount so
paid and the costs incurred by the Owner shall be charged to and paid by the Contractor and the
Contractor shall not be at liberty to dispute or question the right of the Owner to make such payments
notwithstanding the same may have been made without the consent or authority or in law or otherwise

to the contrary.

SAFETY REGULATIONS

In respect of all labour, directly or indirectly employed in the WORK for the performance of
CONTRACTOR's part of this agreement, the CONTRACTOR shall at his own expense arrange for all
the safety provisions as per safety codes and abide by all labour laws, fire and statutory regulations
and keep the Owner indemnified in respect thereof.
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21
21.1

22

OTHER AGENCIES AT SITE

The CONTRACTOR shall have to execute the WORK in such place and conditions where other
agencies will also be engaged for other works. No claim shall be entertained due to WORK being
executed in the above circumstances

LIENS

22.1 The OWNER shall have lien on all materials, equipments including those brought by the CONTRACTOR

22.2

23
23.1

23.2

23.3

(@)
(b)

(©)

24

24.1

a)

b)

for the purpose of erection, testing and commissioning of the WORK.

If, at any time there should be evidence or any lien or claim for which the OWNER might have
become liable and which is chargeable to the CONTRACTOR, the OWNER shall have the right to
retain out of any payment then due or thereafter to become due an amount sufficient to completely
indemnify the OWNER against such lien or claim and if such lien or claim be valid, the OWNER
may pay and discharge the same and deduct the amount so paid from any money which may be
or may become due and payable to the CONTRACTOR. If any lien or claim remain unsettled after
all payments are made, the CONTRACTOR shall refund or pay to the OWNER all money that the
latter may be compelled to pay in discharging such lien or claim including all costs and reasonable
expenses. OWNER reserves the right to do the same

TERMINATION FOR OWNER’S CONVENIENCE

The Owner, by written notice sent to the Contractor, may terminate the Agreement, in whole or in
part, at any time for its convenience. The notice of termination shall specify that termination is for
the Owner’s convenience, the extent to which performance of the Contractor under the Agreement
is terminated, and the date upon which such termination becomes effective.

The Goods that are complete and ready for shipment/ dispatch as on the date of Contractor’'s
receipt of notice of termination shall be accepted by the Owner on the terms and prices mutually
agreed at that time.

For the remaining Goods, the Owner may elect:

To have any portion completed and delivered at the Agreement terms and prices and / or

To cancel the remainder and pay to the Contractor an agreed amount for partially completed Goods
and Services and for materials and parts previously procured by the Contractor; and/or

To pay any reasonable and demonstrable otherwise non recoverable expenses incurred by
the Contractor.

PAYMENT IF THE CONTRACT IS TERMINATED

If the CONTRACT shall be terminated as per Bid pursuant to Clause no. 15 of GCC, the
CONTRACTOR shall be paid by the OWNER in so far as such amounts or items shall not have
already been covered by payments of amounts made to the CONTRACTOR for the WORK
executed and accepted by ENGINEER-IN-CHARGE prior to the date of termination at the
rates and prices provided for in the CONTRACT and in addition to the following:

The amount payable in respect of any preliminary items, so far as the Work or service comprised
therein has been carried out or performed and an appropriate portion as certified by ENGINEER-IN-
CHARGE of any such items or service comprised in which has been partially carried out or performed.

Any other expenses which the CONTRACTOR has spent for performing the WORK under
the CONTRACT subject to being duly recommended by ENGINEER-IN-CHARGE and approved
by OWNER for payment, based on documentary evidence of his having incurred such expenses
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24.2

a)

b)

25
25.1

26
26.1

26.2

26.3

26.4

26.5

27

27.1

27.2

27.3

The CONTRACTOR will be further required to transfer the title and provide the following in the
manner and as directed by the OWNER.

Any and all completed works.

Such partially completed WORK including drawings, information and CONTRACT rights as
the CONTRACTOR has specially performed, produced or acquired for the performance of the
CONTRACTOR.

NO WAIVER OF RIGHTS

Neither the inspection by the OWNER or any of their officials, employees, or agents nor any order
by the OWNER for payment of money or any payment for or acceptance of the whole or any part
of the Work by the OWNER nor any extension of time, nor any possession taken by OWNER shall
operate as a waiver of any provision of the CONTRACT, or of any power herein reserved to the
OWNER, or any right to damages herein provided, nor shall any waiver of any breach in the
CONTRACT be held to be a waiver of any other subsequent breach.

PLANNING

Unless otherwise stated in the Agreement, the Contractor shall furnish to Owner not later than fifteen
(15) Days from date of Notification of Award the following:

A bar chart, or similar, including the network of activities if required on account of the complexity of
the Agreement, showing the time-scale of the main steps in the carrying out of his obligations, and
showing at least :

The dates at which the Contractor has to supply the information’s and documents stipulated by
the award,

The dates at which the main orders for materials and equipment (bought out items) must normally
be placed, and the required Completion dates for these,

The method by which the Goods and /or Services are carried out outside the Site so that the
contractual time-limits can be met,

The organizational chart, with names, of the team in control of the studies and the carrying out of the

work. The Contractor describes the liaisons between said team and his existing structure. Contractor
will state the skills and experience of the personnel involved regarding similar projects. This
organizational chart also shows the links with his sub-contractors.

This planning does not relieve the Contractor of any of its obligations including Completion Schedule.

The details of site office and site stores for stocking the material in his scope of work as well as the
free issued material.

PROGRESS

The planning (bar chart or similar physical progress forecast and quantities of manpower)
established as per Clause 26 shall be used as a reference to regularly monitor the progress of the
Contractor's obligations. In particular, the latter requires furnishing to the Owner in principle monthly,
the actual physical progress computed by the method referred to in GCC Clause 26.

The planning is to be updated regularly by the Contractor, and is reviewed when the Owner so requests,

any time particular circumstances significantly affect the elements that were taken into account
when the planning was established.

If the work progress rate is deemed insufficient to meet the prescribed time-limits, the Owner will
notify this to the Contractor and will demand that Contractor defines, in writing and within fifteen (15)
Days, the measures he intends to take in order to improve the rate of progress, which measures
have to receive the prior approval of the Owner.
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28

28.1

28.2

29

29.1

30

30.1

30.2

30.3

30.4

30.5

30.6

30.7

The Owner and/or Consultant reserve the fignt to nave the progress of studies, procurement, work
or any other contractual services monitored by any person of their choice, without this right in any
way diluting the Contractor’s obligations.

WORK IN MONSOON AND DEWATERING

Unless otherwise specified elsewhere in the tender, the execution of the WORK may entail working
in the monsoon. The CONTRACTOR must maintain a minimum labour force as may be required
for the job and plan and execute the construction and erection according to the prescribed schedule.
No extra rate will be considered for such work in monsoon.

During monsoon and other period, it shall be the responsibility of the CONTRACTOR to keep
the construction work site free from water logging at his own cost.

WORK ON SUNDAYS AND HOLIDAYS

For carrying out Work on Sundays, and Holidays, the CONTRACTOR will approach the ENGINEER-
IN- CHARGE or his representative at least two days in advance and obtain permission in
writing. The CONTRACTOR shall observe all labour laws and other statutory rules and regulations
in force. In case of any violations of such laws, rules and regulations, consequence if any, including
the cost thereto shall be exclusively borne by the CONTRACTOR and the OWNER shall have no
liability whatsoever on this account.

SETTLEMENT OF DISPUTES

The rules of procedure for arbitration proceedings shall be as per Indian Arbitration and
Conciliation Act 1996 or as amended.

If any dispute or difference arising between the Parties in respect of or concerning or connected with
the interpretation or implementation of this Agreement or otherwise arising out of this Agreement,
the parties hereto shall promptly and in good faith negotiate with a view to bring out and amicable
resolution and settlement.

If, after thirty (30) days, the parties have failed to resolve their dispute or difference by such mutual
consultation, then either the Owner or the Supplier may give notice to the other party of its intention
to commence arbitration, as hereinafter provided, as to the matter in dispute, and no arbitration in
respect of this matter may be commenced unless such notice is given.

In the event, no amicable resolution or settlement is reached within a period of 30 days from the date
on which such dispute or difference arose, such dispute or difference shall be referred for
adjudication by sole Arbitrator to be appointed by the Managing Director (MD) of AGL, in accordance
with the Arbitration and Conciliation Act, 1996 and rules made there under or any statutory
modification in case the Arbitrator so appointed is related to AGL in any manner whatsoever.

The Arbitration proceedings shall be held in Indore and shall be conducted in English Language.
The decision of such arbitration shall be binding and conclusive upon the Parties. The Parties to the
arbitration shall equally share the costs and expenses of any such arbitration.

It is hereby clarified that the Courts at Indore alone shall have jurisdiction to try and entertain any
and all suits or other proceedings in respect of, relating to or otherwise arising out of this Agreement.

Notwithstanding any reference to arbitration herein, the parties shall continue to perform their respective

obligations under the Agreement unless they otherwise agree.
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31 CIMTTATION OF CIABICITY

311 Except in cases of wilful negligence or wilful misconduct, and in the case of infringement, the
Contractor shall not be liable to the Owner, whether in contract, tort, or otherwise, for any indirect
or consequential loss or damage, loss of use, loss of production, or loss of profits provided that this
exclusion shall not apply to any obligation of the Contractor to pay PRS to the Owner and the
aggregate liability of the Contractor to the Owner, whether under the Contract, in tort or otherwise,
shall not exceed the total Contract Price, provided that this limitation shall not apply to the cost of
repairing or replacing defective equipment.

32 GOVERNING LANGUAGE

32.1 The Agreement shall be written in English language unless specified otherwise in the SCC.
All correspondence and other documents pertaining to the Agreement which are exchanged by the
parties shall be written in the same language. In case, any document/brochure etc. is written in any
other language then its English translation shall govern.

33 APPLICABLE LAW

33.1 The Contract shall be governed and interpreted in accordance with the applicable laws of India and
Courts at Indore shall have exclusive jurisdiction.

34 NOTICES

34.1 Any notice given by one party to the other pursuant to this Agreement shall be sent to the other party
in writing by registered mail or facsimile and confirmed in writing to the other party's address
specified in the Agreement.

34.2 A notice shall be effective when delivered or on the notice’s effective date, whichever is later.

35 INSURANCE

35.1 General

CONTRACTOR shall at his own expense arrange secure and maintain insurance with reputable
insurance companies to the satisfaction of the OWNER as follows:

CONTRACTOR at his cost shall arrange, secure and maintain insurance as may be necessary and
to its full value for all such amounts to protect the WORKS in progress from time to time and the
interest of OWNER against all risks as detailed herein. The form and the limit of such insurance, as
defined here in together with the under works thereof in each case should be as acceptable to the
OWNER. However, irrespective of work acceptance the responsibility to maintain adequate
insurance coverage at all times during the period of CONTRACT shall be that of CONTRACTOR
alone. CONTRACTOR’s failure in this regard shall not relieve him of any of his responsibilities
and obligations under CONTRACT.

Any loss or damage to the work/ material, during transportation, storage, erection and completion
of work till such time the WORK is taken over by OWNER, shall be to the account of CONTRACTOR.
CONTRACTOR shall be responsible for preferring of all claims and make good for the damage or
loss by way of repairs and/or replacement of the parts of the Work damaged or lost. CONTRACTOR
shall provide the OWNER with a copy of all insurance policies and documents taken out by him in
pursuance of the CONTRACT. Such copies of document shall be submitted to the OWNER
immediately upon the CONTRACTOR having taken such insurance coverage. CONTRACTOR shall
also inform the OWNER at least thirty days in advance regarding the expiry cancellation and/or
changes in any of such documents and ensure revalidation/renewal etc., as may be necessary well
in time.
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i)

All costs on account of insurance liabilities covered under CONTRACT will be to
CONTRACTOR's account and will be included in VALUE OF CONTRACT. However, the
OWNER may from time to time, during the currency of the CONTRACT, ask the
CONTRACTOR in writing to limit the insurance coverage risk and in such a case, the parties
to the CONTRACT will agree for a mutual settlement, for reduction in VALUE OF CONTRACT
to the extent of reduced premium amounts.

CONTRACTOR as far as possible shall cover insurance with Indian Insurance
Companies.

EMPLOYEES STATE INSURANCE ACT

The CONTRACTOR agrees to and does hereby accept full and exclusive liability for the
compliance with all obligations imposed by the Employee State Insurance Act 1948 and the
CONTRACTOR further agrees to defend, indemnify and hold OWNER harmless for any
liability or penalty which may be imposed by the Central, State or Local authority by reason
of any asserted violation by CONTRACTOR or SUB- CONTRACTOR of the Employees' State
Insurance Act, 1948, and also from all claims, suits or proceeding that may be brought against
the OWNER arising under, growing out of or by reasons of the work provided for by this
CONTRACTOR, by third parties or by Central or State Government authority or any political
sub- division thereof.

The CONTRACTOR agrees to fill in with the Employee’s State Insurance Corporation, the
Declaration Forms, and all forms which may be required in respect of the CONTRACTOR's
or SUB- CONTRACTOR's employees, who are employed in the WORK provided for or those
covered by ESI from time to time under the Agreement. The CONTRACTOR shall deduct
and secure the agreement of the SUB- CONTRACTOR to deduct the employee’s contribution
as per the first schedule of the Employee’s State Insurance Act from wages and affix the
Employee’s Contribution Card at wages payment intervals. The CONTRACTOR shall remit
and secure the agreement of SUB-CONTRACTOR to remit to the State Bank of India,
Employee's State Insurance Corporation Account, and the Employee's contribution as
required by the Act. The CONTRACTOR agrees to maintain all cards and Records as
required under the Act in respect of employees and payments and the CONTRACTOR shall
secure the agreement of the SUB-CONTRACTOR to maintain such records. Any expenses
incurred for the contributions, making contributions or maintaining records shall be to the
CONTRACTOR’s or SUB-CONTRACTOR's account.

The OWNER shall retain such sum as may be necessary from the total VALUE OF
CONTRACT until the CONTRACTOR shall furnish satisfactory proof that all contributions as
required by the Employees State Insurance Act, 1948, have been paid. This will be pending
on the CONTRACTOR when the ESI Act is extended to the place of work.

WORKMEN MPENSATION AND OWNER'S LIABILITY INSURANCE:

Workmen Compensation, Mediclaim policy and Owner’s Liability Insurance shall be taken by
the CONTRACTOR at its own cost covering all its employees (except those who are covered
in ESI scheme against submission of documentary evidence) policy, who are engaged in the
performance of this CONTRACT. If any of the work is sublet, the CONTRACTOR shall require
the SUB-CONTRACTOR to provide workman's Compensation and Owner’s liability insurance
for the latter's employees if such employees are not covered under the CONTRACTOR’s
Insurance.

The policy shall indicate:

1. Work Order No.

2. Complete scope of work
3. Site/ location details
4

Details of workmen to be insured

o

Validity period of the insurance coverage
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i) ACCIDENT OR INJURY TO WORKMEN:

iv)

Vi)

The PURCHASER shall not be liable for or in respect of any damages or compensation payable as
per law in respect or in consequence of any accident or injury to any workman or other person in
the Employment of the CONTRACTOR or any SUB-CONTRACTOR save and except an accident
or injury resulting from any act or default of the PURCHASER, his agents or servants and the
CONTRACTOR shall indemnify and keep indemnified the PURCHASER against all such damages
and compensation (save and except and aforesaid) and against all claims, demands, proceeding,
costs, charges and expenses, whatsoever in respect or in relation thereto.

IRANSIT INSURANCE

Open transit policy of all items to be transported by the CONTRACTOR to the SITE of WORK, shall
be taken by the CONTRACTOR and monthly declaration of the materials to be transported or
transported to be declared to the insurance agency. This will include the materials to be supplied by
the CONTRACTOR to AGL site and or any free issue materials issued by AGL, to be transported to
site for execution of work. The cost of transit insurance should be borne by the CONTRACTOR and
the quoted price shall be inclusive of this cost.

COMPREHENOSIVE AUTOMOBILE INSURANCE

This insurance shall be in such a form as to protect the Contractor against all claims for injuries,
disability, disease and death to members of public including PURCHASER’s men and damage
to the property of others arising from the use of motor vehicles during on or off the “site’ operations,
irrespective of the Ownership of such vehicles.

hensi | Liabili

This insurance shall protect the Contractor against all claims arising from injuries, disabilities,
disease or death of member of public or damage to property of others due to any act or omission
on the part of the Contractor, his agents, his employees, his representatives and Sub-Contractor’s
or from riots, strikes and civil commotion.

Contractor shall take suitable Group Personal Accident Insurance Cover for taking care of injury,
damage or any other risks in respect of his Engineers and other Supervisory staff who are
not covered under Employees State Insurance Act.

The policy shall cover third party liability. The third party (liability shall cover the loss/ disablement
of human life (person not belonging to the Contractor) and also cover the risk of damage to others
materials/ equipment/ properties during construction, erection and commissioning at site. The
value of third party liability for compensation for loss of human life or partial/full disablement shall
be of required statutory value but not less than Rs. 2 lakhs per death, Rs. 1.5 lakhs per full
disablement and Rs. 1 lakh per partial disablement and shall nevertheless cover such compensation
as may be awarded by Court by Law in India and cover for damage to others equipment/ property
as approved by the Purchaser. However, third party risk shall be maximum to Rs. 10(ten) lakhs to
death.

The Contractor shall also arrange suitable insurance to cover damage, loss, accidents, risks etc., in
respect of all his plant, equipments and machinery, erection tools & tackles and all other
temporary attachments brought by him at site to execute the work.

Any such insurance requirements as are hereby established as the minimum policies and
coverage’s which Contractor must secure and keep in force must be complied with, Contractor
shall at all times be free to obtain additional or increased coverage’s at Contractor’s sole expenses.

vii) CONTRACTOR’S ALL RISK INSURANCE POLICY (CAR)
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The contractor shall take all risk insurance policy at its own cost to cover physical
loss or damage to the works at the site occurring prior to acceptance of work or part
thereof taken over by the owner at its sole discretion with an extended maintenance
coverage for the contractor’s liability including Third Party Liability in respect of any
loss or damage during the warranty period. Endorsements to the policy shall include
coverage for faulty workmanship and materials.

Contractor will be required to take insurance coverage of minimum 1.5 times the
order value to cover the cost of free issue material/items issued by the Owner and
the cost of materials being procured by the CONTRACTOR. The policy shall be taken
for individual work order.

The policy shall indicate:

Work Order No.

Complete scope of work

1
2
3. Site/ location details
4. Type of risks covered
5

Validity period of the insurance
coverage

The policy shall indicate complete scope of work, site, location details of work, type
of risks covered and validity of the insurance

viii) ANY OTHER INSURANCE REQUIRED UNDER LAW OR REGULATIONS OR BY
OWNER:

CONTRACTOR shall also carry and maintain any and all other insurance(s), which he
may be required under any law or regulation from time to time without any extra cost
to OWNER. He shall also carry and maintain any other insurance which may be
required by the OWNER

36 DAMAGE TO PROPERTY OR TO ANY PERSON OR ANY THIRD PARTY

36.1 CONTRACTOR shall be responsible for making good to the satisfaction of the
OWNER any loss or any damage to structures and properties belonging to the
OWNER or being executed or procured or being procured by the OWNER or of other
agencies within in the premises of all the work of the OWNER, if such loss or damage
is due to fault and/or the negligence or wilful acts or omission of the CONTRACTOR,
his employees, agents, representatives or SUB-CONTRACTORS.

36.2 The CONTRACTOR shall take sufficient care in moving his plants, equipments and
materials from one place to another so that they do not cause any damage to any
person or to the property of the OWNER or any third party including overhead and
underground cables and in the event of any damage resulting to the property of the
OWNER or of a third party during the movement of the aforesaid plant, equipment or
materials the cost of such damages including eventual loss of production, operation
or services in any plant or establishment as estimated by the OWNER or ascertained
or demanded by the third party shall be borne by the CONTRACTOR. Third party
liability risk shall be Rupees One lakh for single accident and limited to Rupees Ten
lakhs.

36.3 The CONTRACTOR shall indemnify and keeps the OWNER harmless of all
claims for damages to property other than OWNER's property arising under or by
reason of this agreement, if such claims result from the fault and/or negligence or
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wilful acts or omission of the CONTRACTOR, his employees, agents, representative
of SUB-CONTRACTOR.

37 DATE OF COMING INTO EFFECT

37.1 The date of coming into effect shall be the date of Natification of Award unless
otherwise specified in SCC.

38 EXECUTION OF WORK

38.1 The CONTRACTOR shall be responsible for ensuring that works throughout are

executed in the most substantial, proper and workmanlike manner with the quality of
material and workmanship in strict accordance with the SPECIFICATIONS and to
the entire satisfaction of the ENGINEER-IN-CHARGE. The CONTRACTOR shall
provide all necessary materials equipment labour etc. for execution and maintenance
of WORK till completion unless otherwise mentioned in the CONTRACT

39 CONSTRUCTION AIDS, EQUIPMENTS, TOOLS & TACKLES

39.1 CONTRACTOR shall be solely responsible for making available for executing the
WORK, all requisite CONSTRUCTION EQUIPMENTS, Special Aids, Barges,
Cranes and the like, all Tools, Tackles and Testing Equipment and Appliances,
including imports of such equipment etc. as required. In case of import of the same
the rates applicable for levying of Custom Duty on such Equipment, Tools, & Tackles
and the duty drawback applicable thereon shall be ascertained by the
CONTRACTOR from the concerned authorities of Government of India. It shall be
clearly understood that OWNER shall not in any way be responsible for arranging to
obtain Custom Clearance and/or payment of any duties and/or duty draw backs etc.
for such equipment so imported by the CONTRACTOR and the CONTRACTOR
shall be fully responsible for all taxes, duties and documentation with regard to the
same. Bidder in his own interest may contact, for any clarifications in the matter,
concerned agencies/Dept./Ministries of Govt. of India. All clarifications so obtained
and interpretations thereof shall be solely the responsibility of the
CONTRACTOR

40 CARE OF WORKS

40.1 From the commencement to completion of the WORK, the CONTRACTOR shall take
full responsibility for the care for all works including all temporary works and in
case any damages, loss or injury shall happen to the WORK or to any part thereof
or to any temporary works from any cause whatsoever, shall at his own cost repair
and make good the same so that at completion the WORK shall be in good order and
in conformity in every respects with the requirement of the CONTRACT and the
ENGINEER-IN- CHARGE's instructions

41 ALTERATIONS IN SPECIFICATIONS, DESIGN AND EXTRA WORKS

41.1 The WORK covered under this CONTRACT having to be executed by the
CONTRACTOR on a lump sum firm price. The OWNER will not accept any
proposals for changes in VALUE OF CONTRACT or extension in time on account
of any such changes which may arise to the CONTRACTOR's scope of WORK
as a result of detailed Engineering and thereafter during the execution of WORK.
The only exception to this will be a case where the OWNER requests in writing to
the CONTRACTOR to upgrade the SPECIFICATIONS or the size of any major pieces
of equipments, plant or machinery beyond what is normally required to meet the scope
of WORK as defined in the CONTRACT DOCUMENT.
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41.2 In such cases, a change order will be initialed by the CONTRACTOR at the appropriate
time for the OWNER's prior approval giving the full back-up data for their review and
for final settlement of any impact on price within 30 (thirty) days thereafter

42 OWNER MAY DO PART OF WORK

42.1 Upon failure of the CONTRACTOR to comply with any instructions given in
accordance with the provisions of this CONTRACT the OWNER has the alternative
right, instead of assuming charge of entire WORK, to place additional labour force,
tools, equipments and materials on such parts of the WORK, as the OWNER may
designate or also engage another CONTRACTOR to carry out the WORK. In such
cases, the OWNER shall deduct from the amount which otherwise might become due
to the CONTRACTOR, the cost of such work and material with ten percent (10%)
added to cover all departmental charges and should the total amount thereof exceed
the amount due to the CONTRACTOR, the CONTRACTOR shall pay the difference
to the OWNER.

43 POSSESSION PRIOR TO COMPLETION

43.1 The ENGINEER-IN-CHARGE shall have the right to take possession of or use any
completed or partially completed WORK or part of the WORK. Such possession or
use shall not be deemed to be an acceptance of any work completed in accordance
with the CONTRACT agreement. If such prior possession or use by the ENGINEER-
IN- CHARGE delays the progress of WORK, equitable adjustment in the time of
completion will be made and the CONTRACT agreement shall be deemed to be
modified accordingly.

44 SUSPENSION OF WORKS

44.1 Subject to the provisions of sub-para (ii) of this clause, the CONTRACTOR shall, if
ordered in writing by the ENGINEER-IN-CHARGE, or his representative, temporarily
suspend the WORKS or any part thereof for such written order, proceed with the
WORK therein ordered to be suspended until, he shall have received a written
order to proceed therewith. The CONTRACTOR shall not be entitled to claim
compensation for any loss or damage sustained by him by reason of temporary
suspension of the WORKS aforesaid. An extension of time for completion,
corresponding with the delay caused by any such suspension of the WORKS as
aforesaid will be granted to the CONTRACTOR should he apply for the same provided
that the suspension was not consequent to any default or failure on the part of the
CONTRACTOR

44.2 In case of suspensions of entire WORK, ordered in writing by ENGINEER-IN-
CHARGE, for a period of more than two months, the CONTRACTOR shall have the
option to terminate the CONTRACT

45 CARE OF WORKS
45.1 Defects prior to taking over:
If at any time, before the WORK is taken over, the ENGINEER-IN-
CHARGE shall:
a) Decide that any works done or materials used by the CONTRACTOR or by any SUB-

CONTRACTOR is defective or not in accordance with the CONTRACT, or that the
works or any portion thereof are defective, or do not fulfil the requirements of
CONTRACT (all such matters being hereinafter, called "Defects' in this clause), and

b) As soon as reasonably practicable, gives to the CONTRACTOR notice in writing of
the said decision, specifying particulars of the defects alleged to exist or to have
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occurred, then the CONTRACTOR shall at his own expenses and with all speed make
good the defects so specified.

In case CONTRACTOR shall fail to do so, the OWNER may take, at the cost of the
CONTRACTOR, such steps as may in all circumstances, be reasonable to make good
such defects. The expenditure so incurred by the OWNER will be recovered from the
amount due to the CONTRACTOR. The decision of the ENGINEER-IN-CHARGE with
regard to the amount to be recovered from the CONTRACTOR will be final and
binding on the CONTRACTOR. As soon as the WORK has been completed in
accordance with the CONTRACT (except in minor respects that do not affect their
use for the purpose for which they are intended and except for maintenance thereof
provided in tender document and have passed the tests on completion, the
ENGINEER-IN-CHARGE shall issue a certificate (hereinafter called Completion
Certificate) in which he shall certify the date on which the WORK have been so
completed and have passed the said tests and the OWNER shall be deemed to have
taken over the WORK on the date so certified. If the WORK has been divided into
various groups in the CONTRACT, the OWNER shall be entitled to take over any
group or groups before the other or others and there upon the ENGINEER-IN-
CHARGE shall issue a Completion Certificate which will, however, be for such group
or groups so taken over only. In such an event if the group /section/ part so
taken over is related, to the integrated system of the work, notwithstanding date
of grant of Completion Certificate for group/ section/ part. The period of liability in
respect of such group/ section/ part shall extend 12 (twelve) months from the date of
completion of WORK.

45.2 Defects after taking over:

In order that the CONTRACTOR could obtain a COMPLETION CERTIFICATE he
shall make good, with all possible speed, any defect arising from the defective
materials supplied by the CONTRACTOR or workmanship or any act or omission of
the CONTRACT or that may have been noticed or developed, after the works or
groups of the works has been taken over, the period allowed for carrying out such
WORK will be normally one month. If any defect be not remedied within a reasonable
time, the OWNER may proceed to do the WORK at CONTRACTOR's risk and
expense and deduct from the final bill such amount as may be decided by the
OWNER.

If by reason of any default on the part of the CONTRACTOR a COMPLETION
CERTIFICATE has not been issued in respect of any portion of the WORK
within one month after the date fixed by the CONTRACT for the completion of
the WORK, the OWNER shall be at liberty to use the WORK or any portion thereof
in respect of which a completion certificate has not been issued, provided that the
WORK or the portion thereof so used as aforesaid shall be afforded reasonable
opportunity for completing these works for the issue of Completion Certificate.

46 REPLACEMENT OF DEFECTIVE PARTS AND MATERIALS

46.1 If during the progress of the WORK, OWNER shall decide and inform in writing to the
CONTRACTOR, that the CONTRACTOR has manufactured any plant or part of the
plant unsound or imperfect or has furnished plant inferior to the quality specified, the
CONTRACTOR on receiving details of such defects or deficiencies shall at his own
expenses within 7 (seven) days of his receiving the notice, or otherwise within such
time as may be reasonably necessary for making it good, proceed to alter, re-
construct or remove such work and furnish fresh equipments upto the standards of
the specifications. In case the CONTRACTOR fails to do so, OWNER may on
giving the CONTRACTOR 7 (seven) days’ notice in writing of his intentions to do
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so, proceed to remove the portion of the WORK so complained of and at the cost of
CONTRACTOR's, perform all such works or furnish all such equipments provided
that nothing in the clause shall be deemed to deprive the OWNER of or affect any
rights under the CONTRACT, the OWNER may otherwise have in respect of such
defects and deficiencies.

46.2 The CONTRACTOR's full and extreme liability under this clause shall be satisfied by
the payments to the OWNER of the extra cost, of such replacements procured
including erection/installation as provided for in the CONTRACT; such extra cost
being the ascertained difference between the price paid by the OWNER for such
replacements and the CONTRACT price portion for such defective plants and
repayments of any sum paid by the OWNER to the CONTRACTOR in respect of
such defective plant. Should the OWNER not so replace the defective plant the
CONTRACTOR's extreme liability under this clause shall be limited to the repayment
of all such sums paid by the OWNER under the CONTRACT for such defective plant.

47 DEFENCE OF SUITS

47.1 If any action is brought before a Court, Tribunal or any other Authority against the
Owner or an officer or agent of the OWNER, for the failure, omission or neglect on the
part of the CONTRACTOR to perform any acts, matters, covenants or things under
the CONTRACT, or damage or injury caused by the alleged omission or negligence
on the part of the CONTRACTOR, his agents, representatives or his SUB-
CONTRACTOR's, or in connection with any claim based on lawful demands of SUB-
CONTRACTOR's workmen or employees, the CONTRACTOR, shall in such cases
indemnify and keep the OWNER and/or their representatives harmless from all
losses, damages, expenses or decrees arising out of such action.

48 DEDUCTIONS FROM THE CONTRACT PRICE

48.1 All costs, damages or expenses which OWNER may have paid or incurred, which under
the provisions of the CONTRACT, the CONTRACTOR is liable/will be liable, will be
claimed by the OWNER. All such claims shall be billed by the OWNER to the
CONTRACTOR regularly as and when they fall due. Such claims shall be paid by the
CONTRACTOR within 15 (fifteen) days of the receipt of the corresponding bills and if
not paid by the CONTRACTOR within the said period, the OWNER may, then, deduct
the amount from any moneys due i.e., Contract Performance Security or becoming
due to the CONTRACTOR under the CONTRACT or may be recovered by actions of
law or otherwise, if the CONTRACTOR fails to satisfy the OWNER of such claims.

49 COMPLETION CERTIFICATE
49.1 Application For Completion Certificate:

When the CONTRACTOR fulfils his obligation under Clause 45.1 he shall be
eligible to apply for COMPLETION CERTIFICATE.

The ENGINEER-IN-CHARGE shall normally issue to the CONTRACTOR the
COMPLETION CERTIFICATE within one month after receiving any application
therefore from the CONTRACTOR after verifying from the completion documents and
satisfying himself that the WORK has been completed in accordance with and as set
out in the construction and erection drawings, and the CONTRACT DOCUMENTS.

The CONTRACTOR, after obtaining the COMPLETION CERTIFICATE, is eligible
to present the final bill for the WORK executed by him under the terms of CONTRACT.
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49.2 Completion certificate

Within one month of the completion of the WORK in all respects, the CONTRACTOR
shall be furnished with a certificate by the ENGINEER-IN-CHARGE of such
completion, but no certificate shall be given nor shall the WORK be deemed to have
been executed until all scaffolding, surplus materials and rubbish is cleared off the
SITE completely nor until the WORK shall have been measured by the ENGINEER-
IN- CHARGE whose measurement shall be binding and conclusive. The WORKS will
not be considered as complete and taken over by the OWNER, until all the
temporary works, labour and staff colonies are cleared to the satisfaction of the
ENGINEER-IN-CHARGE.

If the CONTRACTOR fails to comply with the requirements of this clause on or
before the date fixed for the completion of the WORK, the ENGINEER-IN-CHARGE
may at the expense of the CONTRACTOR remove such scaffolding, surplus materials
and rubbish and dispose off the same as he thinks fit and clean off such dirt as
aforesaid, and the CONTRACTOR shall forthwith pay the amount of all expenses
so incurred and shall have no claim in respect of any such scaffolding or surplus
materials as aforesaid except for any sum actually realised by the sale thereof.

49.3 Completion certificate documents

For the purpose of Clause 49.2 the following documents will be deemed to form the
completion documents:

i) The technical documents according to which the WORK was carried out.

i) Four (4) sets of construction drawings showing therein the maodification and
correction made during the course of execution and signed by the ENGINEER-IN-
CHARGE.

il COMPLETION CERTIFICATE for "embedded' and “covered' up
work.

iv)  Certificates of final levels as set out for various

works.

v) Certificates of tests performed for various WORKS.

vi) Material appropriation, Statement for the materials issued by the OWNER for
the WORK and list of surplus materials returned to the OWNER's store duly
supported by necessary documents.

50 FINAL DECISION AND FINAL CERTIFICATE

50.1 Upon expiry of the period of liability and subject to the ENGINEER-IN-CHARGE being
satisfied that the WORKS have been duly completed by the CONTRACTOR and that
the CONTRACTOR has in all respect duly made-up any subsidence and performed
all his obligations under the CONTRACT, the ENGINEER- IN-CHARGE shall
(without prejudice to the rights of the OWNER to retain the provisions of relevant
Clause hereof) otherwise give a certificate herein referred to as the FINAL
CERTIFICATE to that effect and the CONTRACTOR shall not be considered to have
fulfilled the whole of his obligations under CONTRACT until FINAL CERTIFICATE
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shall have been given by the ENGINEER-IN- CHARGE notwithstanding any previous
entry upon the WORK and taking possession, working or using of the same or any
part thereof by the OWNER.

51 CERTIFICATE AND PAYMENTS ON EVIDENCE OF COMPLETION

51.1 Except the FINAL CERTIFICATE, no other certificates or payments against a
certificate or on general account shall be taken to be an admission by the OWNER
of the due performance of the CONTRACT or any part thereof or of occupancy or
validity of any claim by the CONTRACTOR.

52 CONTRACTOR’S RESPONSIBILITY

52.1 The contractor shall depute his supervisor for supervision of the services, as per the
scope of services mentioned and to receive instructions from Engineer-In-Charge or
his representative.

52.2 Contractor shall make the salary payment to his personnel on or before 7th of every
month and provide acknowledgement of salary slip by his personnel to the Owner. In
case of default by the contractor, Owner will hold the release of contractor’s payment
till the contractor makes the payment of salary to his personnel or Owner may take
suitable action at the risk & cost of Contractor.

52.3  Accommodation/ Transportation/ Conveyance/ Medical: The Contractor shall make his
own arrangement for the accommodation & medical assistance to his personnel
at respective locations and subsequent transportation / conveyance arrangement
for them from their place of residence to work place or any other place as required
and Owner shall have no obligation in this respect. The Owner shall not be responsible
for providing any medical assistance to the contractor personnel.

52.4 Discipline: The Contractor shall be responsible for the discipline and good behaviour of
all his personnel deployed in the services and should any complaint be received
against any of his employee, he shall arrange to replace such person(s) within 24
hours of notice issued by the Engineer-in-Charge at his own cost. The decision of the
Engineer-in-Charge in this matter shall be final and binding on the Contractor.

52.5 Gate pass/ Identity Card/ Uniform: The Contractor shall arrange for the gate pass,
uniforms & requirement of supply/ renewal of identity cards to his workforce as per
design to be approved by OWNER at his own cost, if so required by OWNER for
security or for any other reasons. Contractor’'s personnel shall be required to carry
their respective Identity Cards while on duty and produce on demand.

53 MODIFICATION IN CONTRACT

53.1 All modifications leading to changes in the Contract with respect to technical and/or
commercial aspects shall be considered valid only when accepted in writing by Owner
by issuing amendment to the Contract. Issuance of acceptance or otherwise in
such cases, shall not be any ground for extension of agreed completion date
and also shall not affect the performance of contract in any manner except to the
extent mutually agreed through a modification of Contract.

53.2 Owner shall not be bound by any printed conditions or provisions in the Contractor’s
Bid Forms or acknowledgment of Contract, invoices, packing list or any other
documents, which imposes any conditions at variance with or supplemental to
Contract.

54 RIGHT TO GET SERVICES CARRIED OUT THROUGH OTHER AGENCIES
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54.1 Nothing contained herein shall restrict OWNER from accepting similar services from
other agencies at its sole discretion and at the risk and cost of the contractor, if the
contractor fails to provide the said services any time not up to the satisfaction of
Engineer-in-Charge.

55 SUB-LETTING OF CONTRACT

55.1 No part of this contract, nor any share or interest therein, in any manner or extent,
will be transferred or assigned or sub-let, directly or indirectly, to any person / firm or
organisation by the contractor without written consent of Owner.

56 EMPLOYMENT LIABILITY OF CONTRACTOR

56.1 The Contractor shall indemnify Owner & shall be solely and exclusively responsible for
any liability arising due to any difference or dispute between him and his employee
/ Third Party for the execution of this contract at any time during / after the contract
period is over. All workmen engaged by the contractor shall be on his roll and be paid
by him and Owner shall have no responsibility towards them.

56.2 The Contractor shall be directly responsible and indemnify the Owner against all
charges, claims, dues, etc. arising out of disputes relating to the dues and employment
of personnel deployed by him.

56.3 The Contractor shall indemnify the Owner against all losses or damages caused to it
on account of acts of the personnel deployed by the contractor.

56.4 The Contractor shall ensure regular and effective supervision of the personnel deployed

by him.

57 COMPLIANCE OF LAWS

57.1 The contractor deploying contract labour shall obtain license from appropriate

licensing authority as per prevailing rules & regulation and as modified from time to
time during contract period.

57.2 The contractor (which shall include the contracting firm / company) shall be solely liable
to obtain and to abide by all necessary licenses from the concerned authorities as
provided under the various Labour Laws / legislations including labour license from
the competent authority under the Contract Labour (“Regulation & Abolition”) Act 1970
and Acts made thereafter.

57.3 The Contractor shall also be bound to discharge obligations as provided under various
statutory enactments including the Employees Provident Fund and Miscellaneous
Provisions Act 1952, ESI Act 1948, Contract Labour (“Regulation & Abolition”) Act
1970, Minimum Wages Act 1948, payment of wages Act 1936, Workmen’s
Compensation Act 1923 and other relevant Acts, Rules & Regulations in force from
time to time.

57.4 The Contractor shall be responsible for necessary contributions towards PF, Family
Pension, ESIC or any other statutory payments to Government Agencies as
applicable under the laws in respect of the contract and of personnel deployed by
the contractor for rendering services to Owner and shall deposit the required amount
with the concerned statutory authorities on or before due dates. The contractor shall
obtain a separate PF number from the concerned Regional Provident Fund
Commissioner and submit necessary proof of having deposited the employees as
well as the Owner’s contribution to the Provident Fund. The contractor shall also be
responsible for payment of any administration / inspection charges thereof,
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wherever applicable, in respect of personnel deployed by him relating to the work of
Owner.

57.5 The Contractor shall not engage / deploy any person of less than 18 years under
this contract, and the person(s) to be deployed should be physically and mentally fit.

57.6 The installations where job is to be carried out are live and have hydrocarbon
environment. Contractor shall comply with all safety and security rules and regulations
and other rules laid down by Owner for its operation. Contractor shall follow best
Engineering practice and relevant international safety standards. It shall be duty /
responsibility of the Contractor to ensure the compliance of fire safety, security and
other operational rules and regulations by his personnel. Disregard to these rules
by the Contractor’s personnel will lead to the termination of the Contract in all respects
and shall face penal / legal consequences.

57.7 Personnel protective items like safety helmets, safety shoes, hand gloves, eye
protection, cotton working overalls / dresses (not synthetic materials) and other
required materials for the safety of the contractor’s personnel shall be arranged by
the contractor himself. However firefighting equipments shall be arranged by Owner.

57.8 The Contractor shall arrange for life insurance for all his personnel deployed on the job
as per the relevant Acts, rules and regulations, etc. In case by virtue of provisions of
Workers Compensation Act, 1923 or any other law in force, Owner has to pay
compensation for a workman employed by the Contractor due to any cause
whatsoever, the amount so paid shall be recovered from the dues payable to the
Contractor and/or security deposit with Owner. General third party insurance for CNG
Station shall be arranged by Owner.

58 THE ENGINEER-IN-CHARGE

58.1 Issue the contractor from time to time during the running of the Contract such further
instructions as shall be necessary for the purpose of proper and adequate execution
of the Contract and the Contractor shall carry out and bound by the same.

58.2 During the currency of this Contract, OWNER can increase and / or decrease the
number of the services required & quantity of work /services shown in from the
Schedule of Rates.

58.3 Order the Contractor to remove or replace any workmen whom the Owner considers
incompetent or unsuitable and opinion of the Owner representative as to the
competence of any workman engaged by the contractor shall be final and binding on
the Contractor. Key personnel can be deployed at site only after getting approval from

the OWNER.
59 REPATRIATION AND TERMINATION
59.1 OWNER shall reserve the right, at any time during the currency of the contract

without assigning any reason thereof to terminate it by giving 30 days’ notice to
contractor, and upon expiry of such notice period the contractor shall vacate the site
/ office provided to him by Owner immediately.

59.2 Goods procured by the Contractor, but not utilised till date of termination will be the
responsibility of the Contractor and no claim will be entertained by the Owner for the
same.

59.3 Also Owner will not be responsible for any cost incurred by the Contractor including

but not limited to repatriation of the workers, lease amount deposit for accommodation
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provided to the workers, etc. In case Owner has to incur expenses due to the same,
the same shall be recovered from the dues payable to the contractor and / or security
deposit held with OWNER.

60 INDEMNITY

60.1 Contractor shall exclusively be liable for non-compliance of the provisions of any act,
laws rules and regulations having bearing over engagement of workers directly or
indirectly for execution of Contract and the Contractor hereby undertake to indemnify
the Owner against all actions, suits, proceedings, claims, damages demands,
losses, etc. which may arise under Minimum Wages Act 1948, payment of wages
Act 1936, Workmen’s Compensation Act 1923, Personnel Injury (Compensation
Insurance) Act, ESI Act, Fatal accident Act, Industrial Dispute Act, Shops and
Establishment Act, Employees Provident Fund Act, Family Pension and deposit
Linked Insurance schemes or any other act or statutes not herein specifically
mentioned but having direct or indirect application for the persons engaged under this

contract.
61 CONTRACTOR’S SUB-ORDINATE STAFF AND THEIR CONDUCT
61.1 Contractor, on or after award of the Contract shall Name and Depute a qualified engineer

having sufficient experience in carrying out work of similar nature, to whom the
equipments, materials, if any, shall be issued and instructions for works given.
The Contractor shall also provide to the satisfaction of the Engineer-In-Charge.
sufficient and qualified staff to superintend the execution of the Contract, foremen and
leading hands including those specially qualified by previous experience to supervise
the types of works comprised in the Contract in such manner as will ensure work
of the best quality, expeditious working.

Whenever in the opinion of the Engineer-In-Charge additional properly qualified
supervisory staff is considered necessary, they shall be employed by the Contractor
without additional charge on accounts thereof.

61.2 If and whenever any of the Contractor's assistants, foremen, or other employees shall
in the opinion of Engineer-In- Charge be guilty of any misconduct or be incompetent
or insufficiently qualified or negligent in the performance of their duties of that in the
opinion of the Owner or the Engineer-In-Charge, it is undesirable for administrative
or any other reason for such person or persons to be employed in the works, the
Contractor, is so directed by the Engineer-In-Charge, shall at once remove such
person or persons from employment thereon. Any person or persons so removed
from the works shall not again be employed in connection with the Contract without
the written permission of the Engineer-In-Charge. Any person so removed from the
Contract shall be immediately re-placed at the expense of the Contractor by a
qualified and competent substitute. Should the Contractor be requested to repatriate
any person removed from the works he shall do so and shall bear all costs in
connection herewith.

61.3 The Contractor shall be responsible for the proper behaviour of all the staff, foremen,
workmen, and others, and shall exercise a proper degree of control over them and in
particular and without prejudice to the said generality, the Contractor shall be bound
to prohibit and prevent any employees from trespassing or acting in any way
detrimental or prejudicial to the interest of the community or of the properties or
occupiers of land and properties in the neighborhood and in the event of such
employee so trespassing, the Contractor shall be responsible therefore and relieve
the Owner of all consequent claims or actions for damages or injury or any other
grounds whatsoever. The decision of the Engineer-In-Charge upon any matter
arising under this clause shall be final. The Contractor shall be liable for any
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iability to Owner on account of deployment of Contractor's staff etc. or incidental or
arising out of the execution of Contract.

The Contractor shall be liable for all acts or omissions on the part of his personnel,
staff, foremen and workmen / labour and others in his employment, including
misfeasance or negligence of whatever kind in the course of their work or during their
employment, which are connected directly or indirectly with the Contract.

JURISDICTION

The contract shall be governed by and constructed according to the laws in force in
India and the Courts at Indore alone shall have jurisdiction to try and entertain any
and all suits or other proceedings in respect of, relating to or otherwise arising out of
this Contract.

FORCE MAJEURE

In the event of either party being rendered unable by Force Majeure to perform any
obligation required to be performed by it under this agreement, the relative obligation
of the party affected by such Force Majeure shall, after notice under this article be
suspended for the period during which such cause lasts.

The term Force Majeure as employed herein shall mean act of god, war/hostilities, riot/civil
commotion, earthquake, Tsunami, fire, flood, tempest, lightening or other natural
disaster, restriction imposed by the government or other statutory bodies, acts and
regulations or any of its authorised agencies.

Upon such occurrence, contractor shall immediately inform the Owner and only in case
Owner decides, contractor shall stop the Work. In case of any emergency,
contractor shall activate Emergency Response Plan (ERP) as per Owner’s approved
procedures.

Upon the occurrence of such cause and upon its termination, the party alleging that it
has been rendered unable as aforesaid thereby, shall notify the other party in
writing within forty eight (48) hours of the alleged beginning and ending thereof
giving full particulars and satisfactory evidence in support of its claim.

Time for performance of the relative obligation suspended by the Force Majeure shall
then stand extended for the period for which such cause lasts.

General Terms & Conditions of Works Contract
SUBMISSION OF TENDER

The contractor shall make all arrangements at his own cost to transport the
required materials outside and inside the working places and leaving the premises
in a neat and tidy condition after completion of the job to the satisfaction of Owner. All
materials except those agreed to be supplied by the Owner shall be supplied by the
contractor at his own cost and the rates quoted by the Contractor should be inclusive
of all royalties, rents, taxes, duties, statutory levies, if any, etc.

STATUTORY LEVIES

The Contractor accepts full and exclusive liability for the payment of any and all taxes,
duties, cess, levies and statutory payments payable under all or any of the statutes.
Variations of taxes and duties arising out of the amendments to the Central | State
enactments, in respect of sale of goods | services covered under this bid shall be to
AGL's account, so long as:
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They relate to the period after the opening of the price bid, but before the contracted
completion period ( excluding permitted extensions due to delay on account of the
contractors, if any) or the actual completion period, whichever is earlier; and

The vendor furnishes documentary evidence of incurrence of such variations, in addition to the

invoices/documents for claiming Input Tax credit, wherever applicable.

The rates quoted should be inclusive of all taxes. However, wherever the tax is to be
deducted at source, the same will be deducted from the bills of the Contractor and paid to
the concerned authorities. The proof of such payments of tax will be furnished to the
contractor.

The Vendor shall comply with all the provisions of the GST Act | Rules | requirements
like providing of tax invoices, payment of taxes to the authorities within the due
dates, filing of returns within the due dates etc. to enable AGL to take Input Tax
Credit. In case of imports, vendor shall provide import documents and invoice fulfilling the
requirement of Customs Act and Rules. Vendor will be fully responsible for complying with
the Customs provisions to enable AGL to take input Tax Credit.

In case, AGL is not able to take Input Tax Credit due to any
noncompliance/default/negligence of the seller of goods | service provider, the same shall
be recovered from the pending bills/dues (including security deposit, BG etc.).

Vendor shall be responsible to indemnify the AGL for any loss, direct or implied, accrued
tothe AGL on account of supplier/service provider failure to discharge his statutory
liabilities like paying taxes on time, filing appropriate returns within the prescribed time
etc.

General Terms & Conditions For Supply

PRICE
Unless otherwise agreed to in the terms of the Purchase Order, the price shall be firm and
not subject to escalation for any reason whatsoever till the execution of entire order, even

though it might be necessary for the order execution to take longer than the delivery period
specified in the order.

Price shall be exclusive of GST (CGST, SGST, IGST as applicable), Customs Duty

and applicable cess, which are leviable by law on sale of finished goods to AGL. The
nature and extent of such levies shall be shown separately

TAXES & DUTIES:

GST (CGST, SGST, IGST as applicable), Customs Duty and applicable Cess as
applicable shall be reimbursed for the materials consigned to AGL as per limits indicated
in the offer against documentary evidence to be furnished by the Supplier. AGL shall
pay only those taxes, duties and levies as indicated by Supplier at the time of
bid submission/as agreed subsequently (prior to opening of priced bids). Taxes I
Duties and/or Levies not indicated by supplier in Bid, but payable, shall be to Supplier's
account. In case of any increase/decrease applicable in GST (CGST, SGST, IGST
as applicable) Custom Duty and applicable Cess indicated with reference to limits
mentioned in the offer | bid or new taxes | duties | levies imposed by the Indian Government
through Gazette notification after the date of submission of last Price bid but prior to
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Contractual Delivery Date, the AGL shall reimburse/adjust the increase/decrease
in taxes & duties on satisfactory supporting documents.

Supplier shall be responsible for availing all applicable concessions in taxes, duties,
levies etc. as per terms of Purchase Order. Any loss, direct or implied, accrued to
AGL on account of supplier's failure to avail concessions shall be borne by Supplier.

CUSTOMS DUTY (CD) VARIATION

The prices mentioned in offer are subject to Customs Duty (CD) variation. In case of
any increase in rates of Customs Duty, IGST and applicable Cess by the Indian
Government through Gazette notification after the submission of last priced offer but within
the time schedule for import of materials, as mentioned. AGL shall reimburse the increase
in taxes & duties at actuals against satisfactory supporting documents.

All downward variations in the rates of all such duties shall be to AGL's account and
same shall be calculated on actual CIF value of imported materials. Supplier shall
submit all relevant documents to AGL for the proof of duty paid by them within one month
from the date of Bill of Entry (BOE).

Custom Duty variation shall be paid by AGL up to the limit of maximum CIF value of
imported components as indicated in the offer.

Rate of Custom Duty along with tariff number considered by Supplier in the prices shall
be indicated in the offer.

The Vendor shall comply with all the provisions of the GST Act | Rules | requirements
like providing of tax invoices, payment of taxes to the authorities within the due
dates, filing of returns within the due dates etc. to enable AGL to take Input Tax
Credit. In case of imports, vendor shall provide import documents and invoice fulfilling the
requirement of Customs Act and Rules. Vendor will be fully responsible for complying
with the Customs provisions to enable AGL to take Input Tax Credit.

In case, AGL is not able to take Input Tax Credit due to any noncompliance / default /
negligence of the seller of goods | service provider, the same shall be recovered from the
pending bills/dues (including security deposit, BG etc.).

Vendor shall be responsible to indemnify the AGL for any loss, direct or implied, accrued
tothe AGL on account of supplier/service provider failure to discharge his statutory
liabilities like paying taxes on time, filing appropriate returns within the prescribed time
etc.

General Terms & Conditions of contract for Consultancy Services

STATUTORY LEVIES, TAXES AND DUTIES

The Consulting-firm accepts full and exclusive liability for payment of all taxes under
any Statute as applicable in performance of the service and quoted price should include
all such taxes & duties, if applicable which will be quoted separately.

All Domestic Consulting-firm's should have GST registration and to provide a copy of such

registration certificate and classification of service along with bid document unless
exempted for which necessary document support is provided.
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(i)

(ii)

In case of Foreign Consultants, where the service is provided from the establishment
within India, clause 1 and as applicable to Indian Bidder in 2 would apply. Where the
service is provided from the establishment situated outside India, GST tax will be paid by
the Owner as recipient of service as per existing Act & Rules.

The Owner may claim Input Tax credit. The bidder should quote GST separately. Bidder
should provide tax invoice as per the act | rules to enable owner to claim Input Tax Credit.

All taxes & duties payable outside India in respect of performance of the contract shall be
borne & paid by the Consultant. The Consulting-firm shall bear and pay all the liabilities in
respect of non-observance of all legal formalities as per various statutory provisions.

Unless specifically provided for in the tender documents or any Special Conditions,
Variations of taxes i.e. GST quoted in price bid arising out of the amendments to the
Central | State enactment, in respect of services covered under this bid shall be to
Owner's account, so long as:

They relate tothe period from the date Itime of opening of the bid, but before the
contractual completion period ( excluding permitted extensions due to delay on account
of the Consulting-firm, if any) or the actual completion period, whichever is earlier; and

The consultant furnishes documentary evidence of incurrence of such variations, in
addition to the invoices and filing required returns for claiming Input Tax credit, wherever
applicable.

The Consultant shall bear and pay all liabilities in respect of statutory variations in taxes
and duties and imposition of new taxes and duties that may be imposed after the delivery
and payment schedule execution dates, as originally stipulated, in case the delivery dates
are extended due to reasons attributable to Consultant. .

The Vendor shall comply with all the provisions of the GST Act | Rules | requirements
like providing of tax invoices, payment of taxes to the authorities within the due
dates, filing of returns within the due dates etc. to enable AGL to take Input Tax Credit.

In case, AGL is not able to take Input Tax Credit due to any
noncompliance/default/negligence of the seller of goods / service provider, the same shall
be recovered from the pending bills/dues (including security deposit, BG etc.).

Vendor shall be responsible to indemnify the AGL for any loss, direct or implied,
accrued tothe AGL on account of supplier/service provider failure to discharge his
statutory liabilities  like paying taxes on time, filing appropriate returns within the
prescribed time etc.
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SECTION V

FORMS AND FORMATS
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FORM F-1
BIDDER’S GENERAL INFORMATION

To
Aavantika Gas Limited
202 — B, 2" Floor, NRK Business Park,

Vijay Nagar Square, A.B. Road,
Indore (M.P), Pin — 452010

1-1 Bidder Name:

1-2 Number of Years in Operation:

1-3 Address of Registered Office:

City District
State PIN/ZIP
1-4 Operation Address
if different from above:
City District
State PIN/ZIP

1-5 Telephone Number:

(Country Code) (Area Code) (Telephone
Number)

1-6 E-mail address:

1-7 W ebsite:

1-8 Fax Number:

(Country Code) (Area Code) (Telephone
Number)

1-9 ISO Certification, if any {If yes, please furnish details}

1-10 Bid Currency

1-11 Port of shipment / Dispatch Point

1-12 W hether Supplier / Manufacturer

Dealer/Trader/Contractor
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1-13 Type of Material Supplies :

1-14 Banker's Name :

1-15 Branch :

1-16 Branch Code :

1-17 Bank account number :

1-18 GSTN No.:

1-19 State /UT.:

1-20 PAN No. :

1-21 Whether SSI Registrant Or not :

1-22 EPF No.

(SIGNAT URE OF BIDDER WITH SEAL)

NOTE:

1. Bidders have to submit the supporting document confirming the above registrations.
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FORM-2
PROFORMAFOR BANK GUARANTEE FOR EARNEST MONEY DEPOSIT/BID SECURITY
(To be stamped in accordance with the Stamp Act)

To
Aavantika Gas Limited,
Second Floor 202-B, NRK Business Park,
Vijay Nagar Square, AB Road,
Indore-452010,

Dear Sir(s),
In accordance with |Invitation for Bid under your reference No_
M/s. having their Registered / Head Office at

(hereinafter called the Tenderer) wish to participate in the
said bidding for )

As an irrevocable Bank Guarantee against Earnest Money for the amount of

is required to be submitted by the Bidder as a condition precedent for
participation in the said bidding which amount is liable to be forfeited on the happening of
any contingencies mentioned in the Bidding Document.

We, the Bank at
having our Head Office
(Local Address) guarantee and undertake to pay immediately on demand without any
recourse to the bidder by AAVANTIKA GAS Ltd., the amount
without any reservation, protest, demur and recourse. Any
such demand made by AAVANTIKA GAS Ltd., shall be conclusive and binding on us
irrespective of any dispute or difference raised by the Bidder.

This guarantee shall be irrevocable and shall remain valid upto [this date
should be valid for 2 months in excess of bid validity]. If any further extension of this
guarantee is required, the same shall be extended to such required period on
receiving instructions from M/s.
whose behalf this guarantee is issued.

In witness whereof the Bank, through its authorized officer, has set its hand and stamp on

this day of 200 __at
WITNESS:
(SIGNATURE) (SIGNATURE)
(NAME) (NAME)
Designation with Bank Stamp
(OFFICIAL ADDRESS) Attorney as per Power of Attorney
No.

Date:
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INSTRUCTIONS FOR FURNISHING BANK GUARANTEE FOR EMD/BID SECURITY

1. The Bank Guarantee by bidders will be given on non-judicial stamp paper as per stamp
duty applicable. The non-judicial stamp paper should be in the name of the issuing bank.
In case of foreign bank, the said banks guarantee to be issued by its correspondent bank
in India on requisite non-judicial stamp paper.

2. The expiry date as mentioned in bid document should be arrived at by adding 2 months
to the date of expiry of the bid validity unless otherwise specified in the Bidding
Documents.

3. The bank guarantee by bidders will be given from bank as specified in ITB

4, A letter from the issuing bank of the requisite Bank Guarantee confirming that said bank

guarantee /all future communication relating to the Bank Guarantee shall be forwarded to
the Employer at its address as mentioned at ITB.

5. Bidders must indicate the full postal address of the bank along with the bank’s e-mail/
Fax no. From where the earnest money bond has been issued.

6. If a bank guarantee is issued by a commercial bank, then a letter to Employer confirming
its net worth is more than Rs. 1,000,000,000/- (Rupees one hundred crore) or equivalent
along with documentary evidence.

Bank details for BG/LC (SFMS) receiving through SFMS:

Bank Name: ICICI Bank Limited

Bank IFSC: ICIC0000041

Bank A/c No.: 004105013583

Bank Address: ICICI BANK LTD, MALAV PARISAR,4 CHOTI KHAJRANI,
A.B. ROAD.INDORE 452008 (M.P), INDORE
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FORM -3

LETTER OF AUTHORITY
PROFORMAFOR LETTER OF AUTHORITY FOR ATTENDING AND SUBSEQUENT
NEGOTIATIONS / CONFERENCES

No. Date:

Aavantika Gas Limited

202 — B, 2" Floor, NRK Business Park,
Vijay Nagar Square, A.B. Road,
Indore (M.P), Pin — 452010

Dear Sir,

We hereby authorize following
representative(s) to attend Bid opening and for any other correspondence and
communication against above Bidding Document:

Name & Designation Signature

Name & Designation Signature

We confirm that we shall be bound by all commitments made by aforementioned
authorized representatives.

Yours faithfully,

Signature

Name & Designation

For and on behalf of
Note: This letter of authority should be on the letterhead of the bidder and should be
signed by a person competent and having the power of attorney to bind the bidder.

Not more than two persons are permitted to attend techno —commercial un-priced and
price bid opening.
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FORM -4

NO DEVIATION CONFIRMATION

Aavantika Gas Limited

202 — B, 2" Floor, NRK Business Park,
Vijay Nagar Square, A.B. Road,

Indore (M.P), Pin — 452010

Dear Sir,
We understand that any deviation / exception in any form may result in rejection of bid.
We, therefore, certify that we have not taken any exceptions/deviations anywhere in the

bid and we agree that if any deviation / exception is mentioned or noticed, our bid may be
rejected.

(SEAL AND SIGNATURE OF BIDDER)

Note: This No Deviation Confirmation should be on the letterhead of the bidder and
should be signed by a person competent and having the power of attorney to bind the bidder
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FORM -5

PROFORMAFOR CONTRACT PERFORMANCE BANK GUARANTEE
(ON NON-JUDICIAL PAPER OF APPROPRIATE VALUE)

Ref: Bank Guarantee No................

To

Aavantika Gas Limited

202 — B, 2" Floor, NRK Business Park,
Vijay Nagar Square, A.B. Road,

Indore (M.P), Pin — 452010

Dear Sirs,

M/s have been
awarded the work of (Specify Tender Name & No.),

vide POMW O No.

(Specify the PO /WO No.)

for AAVANTIKA GAS Ltd.,

202 — B, 2nd Floor, NRK Business Park, Vijay Nagar Square, A.B. Road, Indore (M.P.) India.

The Contracts conditions provide that the CONTRACTOR shall pay a sum of (as full
Contract Performance Guarantee in the form therein mentioned. The form of payment of Contract
Performance Guarantee includes guarantee executed by Nationalized Bank, undertaking full responsibility
to indemnify AAVANTIKA GAS Ltd., in case of default.

The said _(name of the contractor’s firm) has
approached us and at their request and in consideration of the premises we having our office at
have agreed to give such guarantee as hereinafter mentioned.

1. We (name of the Bank)
hereby

undertake and agree with you that if default shall be made by M/s

in performing any of the terms and conditions of the tender or in
payment of any money payable to AAVANTIKA GAS Ltd., we shall on demand pay without any
recourse to the contractor to you in such manner as you may direct the said amount of
only or such portion thereof not exceeding the said sum as

you may from time to time require.

2. You will have the full liberty without reference to us and without affecting this guarantee, postpone
for any time or from time to time the exercise of any of the powers and rights conferred on you
under the contract with the said _and to enforce
or to forbear from endorsing any powers or rights or by reason of time being given to the said

which under law relating to the sureties would but for provision

have the effect of releasing us.
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3. Your right to recover the said sum of
( ) from us in manner aforesaid will not be
affected or suspended by reason of the fact that any dispute or disputes have been raised by the
said M/s. and/or that any dispute or disputes are pending before

any officer, tribunal or court.

4, The guarantee herein contained shall not be determined or affected by the liquidation or winding
up dissolution or changes of constitution or insolvency of the said but shall in all respects and for
all purposes be binding and operative until payment of all money due to you in respect of such
liabilities is paid.

5. This guarantee shall be irrevocable and shall remain valid upto , If any further
extension of this guarantee is required, the same shall be extended to such required period on
receiving instruction from M/s. on

whose behalf this guarantee is issued.

6. The Bank Guarantee’s payment of an amount is payable on demand and in any case within 48
hours of the presentation of the letter of invocation of Bank Guarantee. Should the banker fail to
release payment on demand, a penal interest of 18% per annum shall become payable
immediately and any dispute arising out of or in relation to the said Bank Guarantee shall be
subject to the jurisdiction of Indore Courts.

7. We have power to issue this guarantee in your favor under Memorandum and Articles of
Association and the undersigned has full power to do under the Power of Attorney dated
granted to him by the Bank.

Yours faithfully,
Bank

By its Constituted Attorney

Signature of a person duly authorized to sign on behalf of the Bank.

The bidders bank has to send the below details in the BG SWIFT message to
our Banker:

77C: Details of Guarantee

7035: ICIC0000041

7036: ICICI BANK LTD, INDORE AC NO 004105013583

7037: AG533170984 Unique Identifier Number (Mandatory)

7038: XXXXX

7039: XXXXXX(XX)DT XX.XX.2025
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INSTRUCTIONS FOR FURNISHING CONTRACT PERFORMANCE GUARANTEE

The Bank Guarantee by successful bidder(s) will be given on non-judicial stamp paper as
per stamp duty applicable. The non-judicial stamp paper should be in name of the issuing
bank. In case of foreign bank, the said bank guarantee to be issued by its correspondent
bank in India on requisite non-judicial stamp paper and place of bid to be considered as
Indore.

The bank guarantee by bidders will be given from bank as specified in ITB.

A letter from the issuing bank of the requisite Bank Guarantee confirming that said bank
guarantee and all future communication relating to the Bank Guarantee shall be
forwarded to Employer

If a bank guarantee is issued by a commercial bank, then a letter to Owner confirming its
net worth is more than Rs. 1,000,000,000/- (Rupees one hundred Crores) or its
equivalent in  foreign currency along with a documentary evidence.

TENDER NO. AGL/0524/MANUAL TENDER/CUSTOMER SATISFACTION SURVEY/12-2025
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ATTACHMENT VI

SCHEDULE OF RATES (SOR)
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SCHEDULE OF RATES (SOR)

Sr.

Total Amount

NoO Description UNIT Excluding
' GSTin Rs.
Customer Satisfaction Survey for AGL authorized GA's
having Customer universe as follows:
Indore GA (Including Ujjain & Gwalior
Pithampur) GA
PNG Domestic 132027 65465
Icr;dutstrlal 543 16
L e
Customer 441 99
CNG Vehicle 115000 30000
Base

Customer Survery will be conducted in accordance with the
PNGRB Guidelines and the scope of work mentioned in the
Tender.

Total Applicable GST %

Total Amount Including GST in Rs.

Name of Bidder :
Seal and Sign of Bidder :
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