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1 RFP Purpose 

The Ministry of Information and communication Technology (MoICT) and Jordan Enterprise Development Corporation (JEDco) (jointly “Sponsors”) soliciting proposals from qualified bidders for development, execution and support of a Call Center Training Program. The training program is the first phase of Work Force Development Project (WFDP) undertaken by to develop the skill sets of Jordanian work force and train them to fit the requirements of globalization industry. This program has strong backing from the highest level of the government in Jordan. 
Outsourcing Zone Framework 


          







1.1. The main objective of “The Contact Center Training Program” is to 

· Furnish the Jordanian market with candidates trained /certified to perform contact support   for projects in the local, regional or international markets.

· Provide the candidates with e-competencies necessary for contact center agents, team leaders, supervisors and mangers to perform their job in accordance to international standards.

· Design a solid career path for the development and growth of trainees in the contact center industry.

· Create new good paying jobs.

· Help grow the contact center industry in Jordan.

· Increase ICT related service exports.

1.1.1 The goal of undertaking this project is:

· To offer soft skill training program for trainees for call centers. This initiative is to jumpstart the development BPO/KPO in Jordan similar to other major outsourcing destinations. .

· The project will also enable the firms to scale up their operations.

· The program would result in reduced cost and time spent on training employees by the employer, which will make them focus on their core offerings rather than basic training.

The sponsors will seek a bidder capable of providing functional requirements and execution of training program. The bidder should also demonstrate a clear framework for developing and implementing the program. The bidder has to follow the agreed tasks and achieve desired goals, so that the project is managed efficiently and effectively. Responses to this Request for Proposal (RFP) must conform to the procedures, format and content requirements outlined in this document. Deviation may be grounds for disqualification.

1.2. RFP Organization

This RFP provides the information to enable bidders to submit written proposals for the sought solution. The organization of the RFP is as follows:

Section 1: Introduction

                  This section outlines the RFP’s purpose and its organization.

Section 2: Call Center Training Program Background Information 

                  This section provides background information on Work Force Development        

                  Project and implementation framework for the Project.

Section 3: Project Definition and Overall Solution Description

                  This section provides general definition of the project scope and a high level   

                  description of the solution to be implemented.

Section 4: Scope of the Project

                   This section defines scope of work, proposal requirements and deliverables 

                   for the Project.

Section 5: Administrative Procedures and Requirements

                  This section describes the administrative rules and procedures that guide the   

                  proposal and its processes.

2. Call Center Training Program- Background Information and Implementation Framework

2.1. WFDP Background Information

This section provides background material and information relating to this RFP. 
2.1.1. Call Center Training Program Background

The contact center is an emerging industry in international business space. Due to availability of skilled employees at low cost, major outsourcing destinations countries have demonstrated rapid growth in IT infrastructure, telephone lines, multi-lingual skills and other areas for business growth. These countries operate at lower cost when compared to European, American and some Gulf/Arab countries.

The sponsors have identified Contact Center Industry as a means to develop Jordanian business environment. Call Center Training Program is the initial step taken by governing authorities of Jordan towards building up a qualified resource pool in the country. This step has long-term benefits for the country in terms of providing more employment opportunities, improving citizen’s standard of living, providing opportunities to women and attracting foreign investment in future.

The scope of Call Center Training Program includes:

· The training program should include verbal and communication training, basic computer knowledge, customer service skills, interpersonal skills, industry orientation and team building skills. The program should also include sub-segments focused on individual development in terms of confidence, communication and leadership skills.

· Designing of training curriculum, development of training content, delivery methods and the courseware.

· Resource allocation plan for executing and managing the center efficiently (human resource, capital required and IT resources required to run a training center).

· Operational plan for running the day-to-day programs and activities.

· Develop and support the government initiative by updating the process requirements and efficiently managing the training program.
2.2. Implementation Framework

This section clearly states the process that has been followed while considering WFDP.It also outlines the implementation framework that can be followed by bidder to understand the requirement and propose his solution.







3. Project Definition and Overview of Processes and Modules

3.1. Work Force Development Project (WFDP)

WFDP aims at expanding employment opportunities in Jordanian businesses by focusing on Contact Center Industry. The government has undertaken WFDP to provide ready to work trained and skilled professionals for this emerging industry in Jordan. The ministry is keen on making this project as a Center for Producing Best of Call Center Professionals.

Proposed framework for the outsourcing project provides a high-level view of roles to be played by the participating parties in building the Training Center.




The proposed framework is based on the outsourcing model adopted by the sponsors, where the soft skills training program is aimed at providing the mechanism for training subsidy to the supplier/bidder. The medium for delivering training programs will be classroom training. The training delivery process should have modern training technology, the detail description for IT systems and architecture is in scope section.

The framework has following major components:

3.1.1. Role the sponsors in project workflow

The supplier will closely work in collaboration with the sponsors to set up a “Contact Center Training Program” in Jordan. The sponsors will be helping with covering subsidies especially in administering the program. It will also fulfill the infrastructural requirements proposed by the supplier. 

CCTP






3.1.2. Role of third party service provider in project workflow

The supplier is expected to provide end-to-end processes in respect of planning, managing and developing the Program.

CCTP




The supplier is expected to perform the above functions and implement the processes to provide Training Programs for 

· Agents

· Supervisors 

· Team Leaders

· Trainers

The training for above recipients should focus on the following broad headings; these are discussed in detail in Scope section:

· Verbal communication skills

· Customer service skills

· Basic computer literacy

· Interpersonal skills

· Language skills

· Industry orientation 

· Basic business writing skills

3.1.3. Training program schedule
The training programs will be conducted through classroom teachings. The course will be delivered in following phases:

Table 1: Training Program Schedule

	Categories
	Training Period ( In Weeks)
	Training Pattern
	Trainees per Batch

	Agents 
	3 or the best offers from the bidder
	2 weeks – Basic soft skills training 

1 week – role-play and phone simulations, inbound / outbound call handling.
	25

	Training to trainers 
	1 Week 
	Class room 
	5

	Supervisors 
	1 Week 
	Class room
	5

	Team Leaders 
	1 Week 
	Class room
	5


3.1.4. Major Stakeholders (jointly “sponsors”)
· Ministry of Information and Communication Technology
· Jordan Enterprise Development Corporation
· Other stakeholders
3.1.5. Legal aspects of delivering the services

The laws considered by bidder in design, development and delivery of training program should be furnished while giving the response to the RFP.

3.1.6. Sourcing 

The fund steering committee including the winning bidder will approach the BPO /Call centers to send their employees for training in the Call Center Training Program.

3.1.7. Expected value generation by setting up a Call Center Training Program

The training program will expand and improve the employment opportunities in Jordan and this would improve the standard of living by providing employment. The program would offer high standards of training and certification, which will attract national / international call centers and BPO firms.   This would accelerate the position of Jordan in global BPO market space and would open new sources of earnings for the country. The training program can further be developed into a center for outsourced training in high-end areas of BPO/IT space. This will enable Jordanian government to scale up skilled and cost effective professionals in IT/BPO space and make the sector attractive for business community globally.

4. Scope of Project

The following section describes the services and processes considered in the RFP. 

A broad description for the role of supplier would be to provide end-to-end call center training and support services to the government in order to setup a state-of-art call center training program in Jordan. The supplier is also expected to offer the services described in the following lines.

The training module is divided into four levels

· Agent training

· Train the trainer

· Supervisor training
· Team leaders

4.1. Agent training 

This level mainly focuses on the soft skills training provided to a fresher in a call center. The module would cover the end-to-end skills and information needed by an agent to enter a vertical specific BPO. The training modules in this document mainly focus on the development of soft skills for a call center 
The modules are as under:

4.1.1. Module 1 – Orientation to Call Center

This Module would provide the trainees with a clear understanding of the call center industry & the road ahead. It will cover the following:
· Generic Industry Knowledge, this would imbibe the introduction to economies of US, Europe and Gulf/Arabic market, the current state of BPO in these countries, the future growth  scenarios and the pros and cons of being a part of BPO industry. Illustration from top and emerging BPO destinations like India, China, Philippines, Vietnam, Romania and others can be provided to know the current market conditions.

· Orientation to sub verticals of BPO like F&A, telemarketing and sales, legal processing, recruitment processing, data entry and others. This would also make the trainees familiar with the future job roles and responsibilities; this will make the trainees more focused and motivated towards learning the soft skills.

· Role of Customer Service Representative, importance of customers and customer services. Understanding of Moment of Truth, impact of bad services and customer relationship dynamics.

4.1.2. Module 2 – Verbal Communication and Language Skills
A training Module designed to enable the trainees to write and speak cogent and grammatically correct English(USA/Europe) and Arabic, to enrich their communication skills and neutralize their accent in English (USA/Europe) and Arabic. This would include the following sub-offerings:

· Accent familiarity
· Accent neutralization (Country Specific English & Arabic) 

· Accent augmentation 

· Vocabulary enrichment

· Fluency workshops/ pronunciation

· Blending ,phrasing and intonation

· Common words and common names in English (USA/Europe) and Arabic.

· Slang and lazy phrasing

· Country, state and major city names in USA/Europe/Gulf.

· Speaking and confidence building exercise

4.1.3. Module 3 - Communication Module
The Module covers Customized Skills training to enhance telephone & communication Skills. The module works on individual’s voice clarity which makes the agent familiar with the gadgets used in call center  and builds a comfort zone for the agent while performing the call center tasks. The supplier is expected to offer the following training services:

· Barriers to communication – physical and non-physical.

· Microphone adaptability

· Basic computer literacy

· Keyboard skills

· Pitch of the voice

· Developing the listening skills and understanding of customer queries, aided by audio equipment and English (USA/Europe) comprehension exercises.

· Voice Enhancement 

· Telephone etiquette 

· Role plays and phone simulations.

· Active listening

· Incident documentation and writing skills.

· Special sales training modules

· Understanding of basic sales techniques, sales mistakes and sales lifecycle.

· Effective call handling – inbound and outbound calls 

· Questioning skills

· Building rapport with customers.

· Telesales and Lead generation 

· Handling conflict and incidence management.

· Closing the sale 

4.1.4. Module 4 – Cultural Familiarity with USA, Europe and Arabic/Gulf countries

This module would enable the trainees to understand the culture of their target market. The module will keep them informed about the likes and dislikes of the people in USA/Europe and Gulf / Arab countries. This knowledge will further enhance their communication skills, and will add effectiveness to the conversation between the agent and customer (as trainee can ask the right question in the right way in the right time). 

· Festivals and holidays

· Popular events

· Sports

· Leisure time and lifestyle 

4.1.5. Module 5 – Value Add Training services

The offering under this module is divided into two sets. 

Set 1- All the trainees will be taught about group dynamics, benefits of working in a team, ways to handle issues related to team and peer of a team. The training offerings would be:

· Team Building and Organization of individual goals with team goals.

· Building emotional intelligence

· Personality Development and Positive Attitude
· Stress Management and Ergonomics ( Relaxation techniques)

· Soft Skills Enhancement programs 

· Individual and group discussions, assessment, video and audio tapes, energizers and games.

· Planning individual activities.

Set 2- Women Career Workshop

 This set of training will be for women counterparts. This would focus on developing confidence and skills to handle work related issues. The contents would be:

· Building confidence

· Successful attitude: the section may include a brief on meaning of attitude and its importance in corporate life. This may include the following:

· Identifying actions, beliefs, reactions and thinking pattern.

· Skills to cope up with negative thinking.

· Building 360 degree thinking attitude

· Out of box thinking

· Strength of positive thinking and attitude.

· How to effectively manage personal and corporate life?

4.1.6. Module 6 – Assessment and Certification

This module focuses on the pre-floor assessment of the trainee, following are be the steps involved in it:

· Handling simulated calls for 50% of the day, where the other 50% is spent on feedback/training. Team coach and agents under observation will handle any escalations.

· This process can be continued for 1 Week, where 50% of the time on simulated calls can be increased to 75% in later half of the week.

· If required supplier should offer Need Based Planning for the trainee.

At the end of Training Period, the bidder should provide the trainees with Certificate of Agent Training associated with an Internationally Recognized Body. The certificate should state that the trainee has undergone the following Agent Training Program:

· Fundamental soft skills training for verbal communication in English (USA/Europe) and Arabic languages.

· Basic communication training complying with the roles and responsibilities of a Customer Service   Representative.

4.2. Train the trainer

This is the second level of training program, which focuses on the training contents required for a training the trainer. This should contain the modules necessary for building the knowledge and coaching skills of a trainer. The supplier may include modules could be adding value to the content given below:

4.2.1. Module 1 – Basic Training

· Introduction and overview of training skills and types

· Adult Vs Child learning

· Motivators and barriers to learning

· Approaches to learning: various stages in learning

· Structure and Development of instructional system

· Components and development of lesson plan

· Verbal communication and accent skills.

· Empathy 

· Cultural sensitivity

· Procedures for call handling. 

· Questioning skills

· Problem solving skills

4.2.2. Module 2- Training Delivery Techniques

· Medium of delivery

· Identifying relevant training material.
· How to use video / audio tapes for effective training?

· Use and benefits of energizers and games in training.

4.2.3. Module 3- Team Building Techniques

· Behavioral roles of the trainer

· Questioning skills and Interpersonal skills

· Team building skills
· Handling dysfunctional behavior
4.2.4. Module 4- Review and Evaluation Techniques

· Evaluation techniques

· Developing effective feedback skills.

· Parameters for effective and appropriate performance evaluation.

4.3 Supervisor training

The supervisor training would have two objectives; one would be to harness their existing management skills and other would be to prepare them for the next level of hierarchy.  

The supplier’s offerings in this segment should include the following: 

4.3.1. Module 1- Introduction: This will introduce the job roles, responsibilities and objectives to be achieved by supervisors.

4.3.2. Module 2- Management Principles 

This would focus towards improving the management skills of the trainee.

· Strategic and organizational leadership.
· Instructional objectives and assessment
· Leadership approaches

· Assessing and improving leadership skills

· Work group dynamics.

· Principles of workforce management

· Strategic goal setting

· Developing a call center strategy

· Conflict management

· Best practices for call center management

· Human Resource Management 

· Performance management

· Sourcing and hiring human resource

· Training and development budgetary requirements.

· Employee motivation programs and techniques.

· Development process

· Understanding of overall processes

· Guidelines and standards for each processes

· Alignment of functions with processes

· Capacity Planning and Forecasting Organizational Needs

· Sources for data gathering

· Analytical and statistical tools for forecasting – forecasting models, average and peak demand forecasting, 

· Workforce scheduling process 

· Reports and worksheets

· Capacity planning – ensuring workforce accuracy, enlarge traffic theory, trunk load and agent load.

· Contact Planning and Impact on Workforce Scheduling

· Define workforce scheduling and terminologies

· Resource Vs Load

· Resource requirement for capacity planning and planning process.

· Optimizing agents load and contact center scheduling techniques- intraday planning.

· Identifying a Roaster Staff Factor

· Monitoring and adjusting the schedule

· Call volume planning

· Brand management – different ways of looking at brand, factors influencing brand value.

4.3.3. Module 3 – Contact Center Technology: This module would focus on increasing the awareness of trainees towards the technology used in call centers

· Contact  Center  Architecture

· Network technology – network management  tools

· Premise equipments- 

· Premise technology,

· Middleware applications

· Computer telephony integration

· Knowledge management systems

· Customer relationship management systems

· Systems integration

· Intelligent call processing and intelligent call routing platform.

· Software used in call center

4.3.4. Module 4 – Self Service Access Channels: The module will cover the need for e-business, meaning and challenges faced while shifting towards e-business technology. It will deal with the fact that processes can be streamlined by using technological applications and individual can focus more on decision-making and management rather than operational issues.

· Spectrum of self-services personalization.

· Interactive voice response

· IVR’s  /  Speech  Recognition  

· IVR  Design  Parameters  

· IVR  Design  Process  and  Guidelines  Exercise  

· Internet self-service technology and its effect on call center.

· Web integration technical implications.

· What is e-contact?

· Software’s for sorting email and other purposes in call center

· Email interaction guidelines 

· Infrastructural challenges while shifting towards new technology

· Best practices

4.3.5. Module 5- Benchmarking 

· Definition of Benchmarking

· Reasons for benchmarking

· Benchmarking process.

· Key performance indicators

4.3.6. Module 6- Self-development: This module would develop the individual’s skill in corporate communication and team building skills. The module would cover the following:

· Corporate Etiquettes

· Culture sensitization

· Business Writing Skills

· PowerPoint  presentation  for  each  participant  based  on  applied  modules  

· Motivation skills. 

· Tools and techniques to recognize positive contributions of employees towards achieving goals of the organization.

· Ways of providing effective feedback to the subordinates.

· Influencing tactics & problem solving attitude of the trainee.

· Encouraging the delegation skills of the trainee in this segment.

· Developing the interpersonal skills of the trainee.

· Enhancing the interviewing skills of the trainee-undertaking supervisor’s training course.

· Conducting time management workshop for supervisors.

Note: Modules should be supported by case studies and other possible training techniques.
4.4 Team leader Training

The objective of providing training to the team leaders will be to make them understand the principles of managing operations, people and quality. The purpose will be to provide them an insight of various relationships that exists between planning, people, process and performance.
4.4.1 Module 1- Operations Management

· Understanding Metrics
· SLA and Productivity Management 

· Floor management
· Operational Data Analysis 

· Specifics of Voice (In and Outbound), email, chat & Transaction Processing 

· Managing Absenteeism 

· Time Management 
· Process audits

4.4.2 Module – 2- Management Principles

· Principles of workforce management

· Strategic goal setting

· Developing a call center strategy

· Conflict management

· Best practices for call center management
· Vendor management and negotiation skills
· Strategic and organizational leadership.

· Leadership approaches

· Assessing and improving leadership skills

· Work group dynamics.
· Human Resource Management 

· Performance management
· Effective feedback process
· Mentoring 

· Training and Development

· Team building 

· Retention techniques

· Quality Management
· Design: Form, Methodologies, Sampling 
· Execution: Scoring, Calibration, Feedback 
· Analysis: Trends, Systemic Issues 

· Capacity Planning, Forecasting and Improvement Methodologies 
· Sources for data gathering

· Analytical and statistical tools for forecasting – forecasting models, average and peak demand forecasting, 

· Process Mapping and Redesign 

· Reports and worksheets
· Project Management
· Change Management 

· Contact Planning and Impact on Workforce Scheduling

· Define workforce scheduling and terminologies

· Resource Vs Load

· Resource requirement for capacity planning and planning process.

· Optimizing agents load and contact center scheduling techniques- intraday planning.

· Identifying a Roaster Staff Factor

· Monitoring and adjusting the schedule

· Call volume planning

· Brand management – different ways of looking at brand, factors influencing brand value.

4.4.3 Module 3- Benchmarking 

· Definition of Benchmarking

· Reasons for benchmarking

· Benchmarking process.

· Key performance indicators

4.4.4 Module 4- Technology 

· Workflow systems

· Dialers and call loggers

· Management Information Systems(MIS)

· Basic technology training – Excel(Pivot table)

Certificate specifications:

The bidder should specify the details related to the Certification Standards provided to the agents, trainers and supervisors. All the details in relation of the Certifying Body should be disclosed.

Technical proposal requirement

The bidder is required to provide the following information in technical proposal:

· Describe the approach and methodology in implementing the IT systems and architecture required for setting up call center training or explain how it has been set up currently. 

· Describe bidder’s qualifications in similar project including references

Financial proposal requirement
The bidder is required to provide the following information in the financial proposal:

"The bidder is required to provide the cost per trainee based on table 1 under section 3.1.3. Training Programme Schedule" 

Deliverables 

This sub-section outlines the IT, Telecom and Infrastructural requirements to be delivered by the bidder.

· A low level logical document stating the availability of following line elements:

· Hardware - desktops, telephone ports (data ports/voice ports), projector.

· Telecom -

· Telephone connections(EPBX and IP phone connectivity)

· Access control systems –security badges, access control sensors and monitoring devices).

· Land connectivity

· Printer, fax machines

· Intercom within training room

· Wireless environment

· Audio-visual services-speakers, microphones.

The bidder is expected to have the following infrastructural amenities in executing the training program, and is expected to disclose his capacity in fulfilling these requirements.
· Power back-up

· Internal cabling

· Signage-interior and exterior

· Noise level-sound proof rooms

· Fire detection equipments

· Furniture /equipments

· Interior lighting

· Voice training /quality assessment booths

· White board

· Stationery
· Training material (Soft Copy, Hard Copy, Web Based, etc.)
4.4 Project Planning and Management

Winning bidder activities

In order to provide project planning and management services, the winning bidder is required, as the minimum, to perform the following activities:

· Appoint a designated Project Manager (full-time) to oversee the project execution together with project teams to execute all designated tasks and activities

· Ensure close cooperation with the Project team as well as the service provider and dependencies representatives

· Provide and maintain a full and comprehensive plan that covers all project management (i.e., time, scope, quality, HR, communication, risk, etc.)

· Develop project structure to underline all possible resources needed from engaged parties including their roles and responsibilities as well as their involvement at different stages of the Project 

· Establish and execute a process of Quality Assurance (planning, assurance and control) for all components included in the scope of work

· Establish and execute a process for reporting project progress including deadlines; delays, issues and critical paths to ensuring deliverables are met within resource constraints

· Establish and execute a process for project risks and issues management and mitigation

· Implement submission and acceptance procedures for approving project deliverables

· Close the project and document lessons learnt.

Note: Project management committee will be providing the winning bidder with a project management kit that is mandatory to comply with.

Technical proposal requirements 

The bidder is required to provide the following information in the technical proposal in relation to the Project Planning and Management:

· Describe ideas how the overall project coordination should be tackled in order to assure proper time and effective use of resources and information

· Provide Project management organization structure describing roles and responsibilities

· Describe approach to Quality Assurance for all components and processes of the scope and relevant qualifications in this field.

· Describe approach for communication on the project.

· Describe approach to report project progress

· Describe approach to risks and issues management and mitigation

· Provide a list of deliverables for the Project Planning and Management.

· Describe methodology for the overall Project Management and bidder’s professional qualifications (like PM certificates) in project management field.

Financial proposal requirements

"The bidder is required to provide the cost per trainee based on table 1 under section 3.1.3. Training Programme Schedule" 

Deliverables 

· Kick-off presentation (in English/ Arabic)- If requested
· Comprehensive project definition document covering project management knowledge areas, especially:

· Key project stakeholders

· Project Management organization structure

· Roles and responsibilities

· Project policies and standards, including quality assurance

· Detailed project execution plan and work breakdown structure outlining all tasks, milestones and resource needs

· Project progress reporting

· Project communication

· Issues and risk management

· Deliverables acceptance

· Complete Quality Assurance documentation (including monthly QA reports)

· Issues and risk log

· Weekly and monthly status and progress reports

· Project closing presentation (in English(USA/Europe) and Arabic)

· Project conclusion document outlining work completed, lessons learned and recommendations for “next steps”
5 ADMINISTRATIVE PROCEDURES AND REQUIREMENTS

5.1. Response procedures

All inquiries with respect to this RFP are to be addressed to the sponsor’s project management office in writing by mail, e-mail with the subject “CALL CENTER TRAINING PROGRAM”. Technical inquiries can only be addressed to NCCTP@sabeq-jordan.org 5/10/2009. Questions and answers will be shared with all Bidders’ primary contacts. All other inquiries, procedural and otherwise, must be addressed to info@jedco.gov.jo by e-mail.

5.2. Response format

Bidders responding to this RFP should demonstrate up-to-date capabilities and experience in providing similar consultancy services and similar engagements of the same scope, size and nature especially in the public sector. These services and engagements are expected to be performed by the bidder during the last 5 years.

Bidders should demonstrate the following specific capabilities:

· Experience in designing, developing and implementing a call center training program for agents,   trainers and supervisors.

· Experience in hardware, telecom and software requirements related to setting up a call center training program.

 General knowledge in Jordanian governmental laws and by-laws

Note: Where some skills are not available, the bidder should join venture, with a reputable consulting firm to cover for this specific skill provided that all partners to any formation will be jointly and severally responsible towards the sponsors to perform all services included in the contract and all partners should duly sign the enclosed joint venture form. All inquiries with respect to this RFP are to be addressed to the sponsor’s project manager in writing by e-mail

With the subject “CALL CENTER TRAINING PROGRAM”, Tender no. JESABEQMOICT/CCTR/1/2009. Technical inquiries can only be addressed to NCCTP@sabeq-jordan.org .  Responses will be sent in writing no later than 12/10/2009. Questions and answers will be shared with all Bidders’ primary contacts on 12/10/2009. All other inquiries, procedural and otherwise, must be addressed to JE, email: info@jedco.gov.jo  or the CCSD department by fax, or mail.

Bidders’ written response to the RFP must include:

Part I: Technical Proposal

A. Corporate capability statement: Corporate capability statement must include all the following:

· Corporate technical capabilities and experience in implementing the program together with detailed description and reference to each component underlined in Scope of the project.

· Detailed proposed Team Resumes (each resume will be subjected to the approval of the sponsors, in case of replacements the winning bidder has to abide by the sponsors requirements for replacements and approvals. In the implementation phase sponsors reserves the right to replace any resource that cannot fulfill the job)

· Description and references to similar projects performed

· Reference to appropriate work samples

· If a bidder is a joint venture, partners need to be specified with the rationale behind the partnership. Corporate capability statement should be provided for all partners

· Current client list, highlighting potential conflict of interest

· Submit work plan allocation resources with their percentage of involvement

· Project Organizational Structure

B. Technical proposal: The technical proposal should include the approach to achieving the scope of work defined in this RFP and delivering each of the major components as specified in the Deliverables section. 

Part II: Financial Proposal

The financial proposal should include a cost summary and a detailed cost analysis section. The cost summary must provide a fixed lump sum price in Jordan Dinars for the overall scope of work and deliverables including all fees, taxes including sales tax. The supporting detailed cost analysis should provide a breakdown and details of the pricing should be provided. The day rates and expenses for any consultants should be included separately along with the time for which they will be required. The bidder will provide separately all professional fees and expenses (travel, project equipment, accommodation and subsistence, etc) for the duration of the project. The pricing should show the

proposed linkage between deliverables and payments. Financial proposal should include the Form of Bid attached in the Arabic Sample Agreement under duly filled signed and stamped by the bidder. The Financial proposal should be submitted in separation of the technical proposal. 

Part III: Bid Security

This part includes the original Bid Guarantee.
5.3. Response submission

Bidders must submit proposals to this RFP to the CCSD at JE, 1 Ikrimah Al-Qurashi Street, Abdali, Amman or P.O.Box 7704, Amman 11118, Jordan no later than 12:00 PM on Sunday, 01/11/2009 (Jordan Local Time). 
Proposals should be submitted as 3 separate parts each part in a separate well sealed and wrapped envelope clearly marked, respectively, as follows:

· Part I “CALL CENTER TRAINING PROGRAM”. This part (envelop) should contain 3 hard copies (1 original and 2 copy) and 1 softcopy (CD) [in Microsoft Office 2000 or Office 2000 compatible formats]. This part should not contain any reference to cost or price. Inclusion of any cost or price information in the technical proposal will result in the bidder’s proposal being disqualified as irresponsive.

· Part II “CALL CENTER TRAINING PROGRAM –– Financial Proposal”. This part (envelop) should contain 3 hard copies (1 original and 2 copy) and 1 softcopy (CD) [in Microsoft Office 2000 or Office 2000 compatible formats.

· Part III “CALL CENTER TRAINING PROGRAM – Bid Bond" This part (envelope) should contain 1 hard copy. This part should not contain any reference to cost or price. Inclusion of any cost or price information in the technical proposal will result in the bidder’s proposal being disqualified as

      irresponsive.

Note: Each CD should be enclosed in the relevant envelop. Late submissions will not be accepted nor considered and in case of discrepancy between the original hard copy and other hard copies and/or the soft copy of the proposal, the hard copy marked as original will prevail and will be considered the official copy. Proposals may be withdrawn or modified and resubmitted in writing any time before the

submission date. 

Regardless of method of delivery, JE on behalf of the sponsors must receive the proposals no later than 12: 00 PM on Sunday, 01/11/2009 (Jordan Local Time). The sponsors will not be responsible for premature opening of proposals not clearly labeled.

5.4. Response evaluation

All responses to the RFP will be evaluated technically and financially and the winning proposal will be selected based on “best value” in terms of training delivery and results achieved as well as cost effectiveness. Technical and financial proposals shall be reviewed by the assigned Tendering Committee at JE and evaluated in accordance with the following procedure:

The overall proposal will be evaluated according to the following criteria:

· Overall Technical Proposal 70%

· Overall Financial Proposal 30%

Technical proposal shall be first evaluated according to the following criteria:

· Past Experience in similar projects and track records 15%

· Capabilities of Firm/Staff 25%

· Proposed Approach and Methodology, including approach as it corresponds to the RFP, technical approach and capability 60%

Only those bidders that qualify in the technical proposal will have their financial offers reviewed. The Financial proposal will be evaluated only for companies who qualify, based on a minimum acceptable score that will be defined by the tenders committee. The financial offer of those who do not qualify will not be opened and will be returned. JE  reserves the right not to select any offer. JE also assumes no responsibility for costs of bidders in preparing their submissions.

5.5. Financial terms

Bidders should take into consideration the following general financial terms when preparing and submitting their proposals:

· All prices should be quoted in Jordanian Dinars inclusive of all expenses, governmental fees and taxes, including sales tax

· The type of contract will be a fixed lump sum price contract including both professional fees, profits and over heads and all other expenses

· A clear breakdown (table format) of the price should be provided including price for consulting time, other expenses, etc.
· The bidder shall bear all costs associated with the preparation and submission of its proposal and the sponsors will in no case be responsible or liable for these costs, regardless of the conduct or outcome of the proposal process.

· The bidders shall furnish detailed information listing all commissions and gratuities, if any, paid or to be paid to agents relating to this proposal and to contract execution if the bidder is awarded the contract. The information to be provided shall list the name and address of any agents, the amount and currency paid and the purpose of the commission or gratuity.

· The Bidder shall submit a (Tender Bond entitled JESABEQMOICT/CCTR/1/2009) proposal security on a form similar to the attached format in Jordanian Dinars for a flat sum of (20,000 J.D) Twenty Thousand Jordanian Dinars in a separate sealed envelope. The bond will be in the form of a certified cheque or bank guarantee from a reputable registered bank, located in Jordan, selected by the bidder. The bidder shall ensure that the (tender bond) proposal security shall remain valid for a period of 90 days after the bid closing date or 30 days beyond any extension subsequently requested by the tendering committee, and agreed to by the bidder.

· Any proposal not accompanied by an acceptable proposal security (tender bond) shall be rejected by the tendering committee as being non-responsive pursuant to RFP.

· The proposal security of a joint venture must be in the name of all the participants in the joint venture submitting the proposal.

· The proposal security of the unwinning bidders will be returned not later than 30 days after the expiration of the proposal validity period.

· The winning bidder is required to submit a performance bond of 10% of the total value of the contract.

· The proposal security of the winning bidder will be returned when the bidder has signed the contract and has furnished the required performance security.

· The proposal security may, in the sole discretion of the tendering committee, be forfeited:

· If the bidder withdraws its proposal during the period of proposal validity as set out in the RFP; or

· In the case of winning bidder, if the bidder fails within the specified time limit to sign the contract; or

· Furnish the required performance security as set out in the contract.

· The winning bidder has to pay the fees of the RFP advertisement issued in the newspapers.

· The sponsors are not bound to accept the lowest bid and will reserve the right to reject any bids without the obligation to give any explanation.

· Bidders must take into consideration that payments will be as specified in the tender documents and will be distributed upon the winning submission and acceptance of the scope of work and of the deliverables and milestones of the scope of work defined for the project by the first party.

· The sponsors take no responsibility for the costs of preparing any bids and will not reimburse any Bidder for the cost of preparing its bid whether winning or otherwise.

5.6. Legal terms

Bidders should take into consideration the following general legal terms when preparing and submitting their proposals:

· If the Bidder is more than one company they must sign a joint venture, each member shall be a business organization duly organized, existing and registered and in good standing under the laws of its country of domicile. The Bidder must furnish evidence of its legal structure as a single company or as a joint venture including, without limitation, information with respect to:

· The legal relationship among the joint venture members that should include joint and several liability to execute the contract; and 

· the role and responsibility of each joint venture member

· A certified copy of the complete joint-venture agreement (as attached in Annex x), signed by all parties, must be submitted with the Technical Proposal, together with powers of attorney authorizing the execution of such agreement which shall be authenticated by the consular authorities of the Hashemite Kingdom of Jordan. The Bidder must nominate a managing member (leader) for any joint venture which managing member will be authorized to act and receive payments and instructions on behalf of all the joint venture members.

· The bidders shall not submit alternative proposal. Alternative proposals will be returned unopened or unread. If the bidder submits more than one proposal and it is not obvious, on the sealed envelop(s), which is the alternative proposal, in lieu of returning the alternative proposal, the entire submission will be returned to the bidder and the bidder will be disqualified. 

· The proposal shall be signed by the bidder or a person or persons duly authorized to bind the bidder to the contract. The latter authorization shall be indicated by duly-legalized power of attorney. All of the pages of the proposal, except un-amended printed literature, shall be initialed by the person or persons signing the proposal.

· Any interlineations, erasures or overwriting shall only be valid if the signatory (ies) to the proposal initials them. 

· The bid shall contain an acknowledgement of receipt of all Addenda to the RFP, the numbers of which must be filled in on the Form of Bid attached to the Arabic Sample Agreement

· The sponsors require that all parties to the contracting process observe the highest standard of ethics during the procurement and execution process. The assigned Tenders Committee will reject a proposal for award if it determines that the Bidder has engaged in corrupt or fraudulent practices in competing for the contract in question.

Corrupt Practice means the offering, giving, receiving or soliciting of any thing of value to influence the action of a public official in the procurement process or in contract execution.

Fraudulent Practice means a misrepresentation of facts in order to influence a procurement process or the execution of a contract to the detriment of The sponsors, and includes collusive practice among Bidders (prior to or after proposal submission) designed to establish proposal prices at artificial non-competitive levels and to deprive The sponsors of the benefits of free and open competition. - No bidder shall contact The sponsors, its employees or the Special Tenders Committee or the technical committee members on any matter relating to its proposal to the time the contract is awarded. Any effort by a bidder to influence The sponsors, its employees, the Special Tenders Committee or the technical committee members in the tendering committee’s proposal evaluation, proposal comparison, or contract award decision

will result in rejection of the bidder’s proposal and forfeiture of the proposal security

· The remuneration of the Winning Bidder stated in the Decision of Award of the bid shall constitute the Winning Bidder sole remuneration in connection with this Project and/or the Services, and the Winning Bidder shall not accept for their own benefit any trade commission, discount, or similar payment in connection with activities pursuant to this Contract or to the Services or in the discharge of their obligations under the Contract, and the Winning Bidder shall use their best efforts to ensure that the Personnel, any Subcontractors, and agents of either of them similarly shall not receive any such additional remuneration.

· A business registration certificate should be provided with the proposal.

· If the bidder is a joint venture, then the partners need to be identified with the rationale behind the partnership. Corporate capability statement should also be provided for all partners.

· The laws and regulations of The Hashemite Kingdom of Jordan shall apply to awarded contracts.

· The sponsors takes no responsibility for the costs of preparing any bids and will not reimburse any bidder for the cost of preparing its bid whether winning or otherwise. 

· If the winning bidder is an international company, it must provide a local representative in Jordan.

· Bidders must review the Sample Contract provided with this RFP and that will be the Contract to be signed with the winning bidder. Provisions in this Sample Contract are not subject to any changes; except as may be amended by The sponsors before tender submission; such amendments are to be issued as an addenda.

· Proposals shall remain valid for period of (90) days from the closing date for the receipt of proposals as established by the Special Tenders Committee.

· The assigned Tenders Committee may solicit the bidders’ consent to an extension of the proposal validity period. The request and responses thereto shall be made in writing or by fax. If a bidder agrees to prolong the period of validity, the proposal security shall also be suitably extended. A bidder may refuse the request without forfeiting its proposal security; however, in its discretion, the assigned Tenders Committee may cease further review and consideration of such bidder’s proposal. A bidder granting the request will not be required nor permitted to modify its proposal, except as provided in this RFP. 
· The sponsors reserves the right to accept, annul or cancel the bidding process and reject all proposals at any time without  any liability to the bidders or any other party and/withdraw this tender without providing reasons for such action and with no legal or financial implications to the sponsors.

· The sponsors reserves the right to disregard any bid, which is not submitted in writing by the closing date of the tender. An electronic version of the technical proposal will only be accepted if a written version has also been submitted by the closing date.

· The sponsors reserves the right to disregard any bid, which does not contain the required number of proposal copies as specified in this RFP. In case of discrepancies between the original hardcopy, the other copies and/or the softcopy of the proposals, the original hardcopy will prevail and will be  considered the official copy.

· The sponsors reserves the right to enforce penalties on the winning bidder in case of any delay in delivery defined in accordance with the terms set in the sample contract. The value of such penalties will be determined in the Sample contract for each day of unjustifiable delay.

· Bidders may not object to the technical or financial evaluation criteria set forth for this tender.

· The winning bidder will be expected to provide a single point of contact to which all issues can be escalated. The sponsors will provide a similar point of contact.

· The sponsors are entitled to meet (in person or via telephone) each member of the consulting team prior to any work, taking place. Where project staff is not felt to be suitable, either before starting or during the execution of the contract, the sponsors reserve the right to request an alternative staff at no extra cost to sponsors.

· Each bidder will be responsible for providing it s own equipment, office space, secretarial and other resources, insurance, medical provisions, visas and travel arrangements. The sponsor will take no responsibility for any non- Government of Jordan resources either within Jordan or during travel to/from Jordan.

· Any source code, licenses, documentation, hardware, and software procured or developed under ‘The Project’ are the property of the sponsor upon conclusion of ‘The Project’. Written consent of sponsor must be obtained before sharing any part of this information as reference or otherwise.

· Bidders are responsible for the accuracy of information submitted in their proposals. The sponsor reserves the right to request original copies of any documents submitted for review and authentication prior to awarding the tender.

· The bidder may modify or withdraw its proposal after submission, provided that written notice of the modification or withdrawal is received by the tendering committee prior to the deadline prescribed for proposal submission. Withdrawal of a proposal after the deadline prescribed for proposal submission or during proposal validity as set in the tender documents will result in the bidder’s forfeiture of all of its proposal security (bid bond).

· A bidder wishing to withdraw its proposal shall notify the  assigned Tenders Committee in writing prior to the deadline prescribed for proposal submission. A withdrawal notice may also sent by fax, but it must be followed by a signed confirmation copy, postmarked not later than the deadline for submission of proposals.

· The notice of withdrawal shall be addressed to the assigned Tenders Committee at the address in RFP, and bear the contract name “Request for Proposal to Call Center Training Program for Jordan” and the words “Withdrawal Notice”.

· Proposal withdrawal notices received after the proposal submission deadline will be ignored, and the submitted proposal will be deemed to be a validly submitted proposal.

· No proposal may be withdrawn in the interval between the proposal submission deadline and the expiration of the proposal validity period. Withdrawal of a proposal during this interval may result in forfeiture of the bidder’s proposal security.

· The Bidder accepts to comply with all provisions, whether explicitly stated in this RFP or otherwise, stipulated in the Public Works By-Law No. 71 of 1986 and its amendments, the Government Tendering Instructions of 1987, and any other provisions stated in the Standard Contracting Contracts, issued pursuant to said Public-Works By-Law and Tendering Instruction and the attached Sample Arabic Contract.

· Bidders are responsible for the accuracy of information submitted in their proposals. The sponsor reserves the right to request original copies of any documents submitted for review and authentication prior to awarding the tender.

· The winning bidder shall perform the Services and carry out their obligations with all due diligence, efficiency, and economy, in accordance with the highest generally accepted professional techniques and practices, and shall observe sound management practices, and employ appropriate advanced technology and safe methods. The Winning Bidder shall always act, in respect of any matter relating to this Contract or to the Services, as faithful advisers to The

· The sponsor, and shall at all times support and safeguard The sponsor’s legitimate interests in any dealings with Subcontractors or third parties.

· If there is any inconsistency between the provisions set forth in the Sample Arabic Contract attached hereto or this RFP and the proposal of Bidder the Sample Arabic Contract and /or the RFP shall prevail

· The sponsor reserves the right to furnish all materials presented by the winning bidder at any stage of the project, such as reports, analyses or other any other materials, in whole or part, to any person. This shall include publishing such materials in the press, for the purposes of informing, promotion, advertisement and/or influencing any third party, including the investment community. The sponsors shall have a perpetual, irrevocable, non-transferable, paid-up right and license to use and copy such materials mentioned above and prepare derivative works based on them.

· Nothing contained herein shall be construed as establishing a relation of principal and agent as between the sponsor and the Winning Bidder. The Winning Bidder have complete charge of Personnel and Sub-contractors, if any, performing the Services and shall be fully responsible for the Services performed by them or on their behalf hereunder.

· The Winning Bidder, their Sub-contractors, and the Personnel of either of them shall not, either during the term or after the expiration of the Contract, disclose any proprietary or confidential information relating to the Project, the Services, the Contract, or The sponsor’s business or operations without the prior written consent of The sponsor. The Winning Bidder shall sign a Non Disclosure Agreement with sponsor as per the standard form adopted by the sponsor. 

PROHIBITION OF CONFLICTING ACTIVITIES

Neither the Winning Bidder nor their Sub-contractors nor the Personnel shall engage, either directly or indirectly, in any of the following activities: 

· During the term of the Contract, any business or professional activities in Jordan or abroad which would conflict with the activities assigned to them under this bid; or

· After the termination of this Project, such other activities as may be specified in the Contract.

INTELLECTUAL PROPERTY RIGHTS PROVISIONS

· Intellectual Property for the purpose of this provision shall mean all copyright and neighboring rights, all rights in relation to inventions (including patent rights), plant varieties, registered and unregistered trademarks (including service marks), registered designs, Confidential Information (including trade secrets and know how) and circuit layouts, and all other rights resulting from intellectual activity in the industrial, scientific, literary or artistic fields.

· Contract Material for the purpose of this provision shall mean all material (includes documents, equipment, software, goods, information and data stored by any means):

a) Brought into existence for the purpose of performing the Services;

b) incorporated in, supplied or required to be supplied along with the Material referred to in paragraph (a); or

c) Copied or derived from Material referred to in paragraphs (a) or (b);

· Intellectual Property in all Contract Material vests or will vest in the sponsor. This shall not affect the ownership of Intellectual Property in any material owned by the Winning Bidder, or a Sub-contractor, existing at the effective date of the Contract. However, the Winning Bidder grants to the sponsor, or shall procure from a Sub-contractor, on behalf of the sponsor, a permanent, irrevocable, royalty-free, worldwide, non-exclusive license (including a right of sub-license) to use, reproduce, adapt and exploit such material as specified in the Contract and all relevant documents.

· If requested by the sponsor to do so, the Winning Bidder shall bring into existence, sign, execute or otherwise deal with any document that may be necessary or desirable to give effect to these provisions.

· The Winning Bidder shall at all times indemnify and hold harmless the sponsor, its officers, employees and agents from and against any loss (including legal costs and expenses on a solicitor/own client basis) or liability incurred from any claim, suit, demand, action or proceeding by any person in respect of any infringement of Intellectual Property by the Winning Bidder, its officers, employees, agents or Sub-contractors in connection with the performance of the Services or the use by the sponsor of the Contract Material. This indemnity shall survive the expiration or termination of the Contract.

· The Winning Bidder not to benefit from commissions discounts, etc. The remuneration of the Winning Bidder stated in the Decision of Award of the bid shall constitute the Winning Bidder sole remuneration in connection with this Project and/or the Services, and the Winning Bidder shall not accept for their own benefit any trade commission, discount, or similar payment in connection with activities pursuant to this Contract or to the Services or in the discharge of their obligations under the Contract, and the Winning Bidder shall use their best efforts to ensure that the Personnel, any Sub-contractors, and agents of either of them similarly shall not receive any such additional remuneration.

THIRD PARTY INDEMNITY

Unless specified to the contrary in the Contract, the Winning Bidder will indemnify the sponsor, including its officers, employees and agents against a loss or liability that has been reasonably incurred by The sponsor as the result of a claim made by a third party:

· Where that loss or liability was caused or contributed to by an unlawful, negligent or willfully wrong act or omission by the Winning Bidder, its Personnel, or sub-contractors; or

· Where and to the extent that loss or liability relates to personal injury, death or property damage.

LIABILITY

· The liability of either party for breach of the Contract or for any other statutory cause of action arising out of the operation of the Contract will be determined under the relevant law in Hashemite Kingdom of Jordan as at present in force. This liability will survive the termination or expiry of the Contract. Winning bidder’s total liability relating to contract shall in no event exceed the fees Winning bidder receives hereunder, such limitation shall not apply in the following cases (in addition to the case of willful breach of the contract):

· Gross negligence or willful misconduct on the part of the Consultants or on the part of any person or firm acting on behalf of the Consultants in carrying out the Services,

· An indemnity in respect of third party claims for damage to third parties caused by the Consultants or any person or firm acting on behalf of the Consultants in carrying out the Services,
· An Infringement of Intellectual Property Rights

- Sample Arabic Contract Approval:

Bidders must review the Sample Arabic Contract version provided with the RFP, which shall be binding and shall be signed with winning bidder.

Bidders must fill out, stamp and duly sign the Form of Bid attached to the Arabic Sample Agreement under and enclose it in their financial proposals.

Bidders must fill out the payment schedule form, which is part of the Arabic Sample Contract version provided with the RFP, sign, stamp it, and enclose it with the Financial Proposal. 

Proposals that do not include these signed forms are subject to rejection as being none responsive. 

5.7. Conflict of interest

· The Winning bidder warrants that to the best of its knowledge after making diligent inquiry, at the date of signing the Contract no conflict of interest exists or is likely to arise in the performance of its obligations under the Contract by itself or by its employees and that based upon reasonable inquiry it has no reason to believe that any sub-contractor has such a conflict.

· If during the course of the Contract a conflict or risk of conflict of interest arises, the Winning bidder undertakes to notify in writing the sponsor immediately that conflict or risk of conflict becomes known.

· The Winning bidder shall not, and shall use their best endeavors to ensure that any employee, agent or sub-contractor shall not, during the course of the Contract, engage in any activity or obtain any interest likely to conflict with, or restrict the fair and independent performance of obligations under the Contract and shall immediately disclose to the sponsor such activity or interest.

· If the Winning bidder fails to notify the sponsor or is unable or unwilling to resolve or deal with the conflict as required, the sponsor may terminate this Contract in accordance with the provisions of termination set forth in the Contract.

5.8. Secrecy and security

The Winning bidder shall comply and shall ensure that any sub-contractor complies, so far as compliance is required, with the secrecy and security requirements of the sponsor, or notified by The Sponsor to the Winning bidder from time to time.

5.9. Document property

All plans, drawings, specifications, designs, reports, and other documents and software submitted by the Winning bidder in accordance with the Sample Arabic Contract shall become and remain the property of the sponsor, and the Winning bidder shall, not later than upon termination or expiration of the Contract, deliver all such documents and software to The Sponsor, together with a detailed inventory thereof. Restrictions about the future use of these documents, if any, shall be specified in the Special Conditions of the Contract.
5.10. Removal or/and replacement of personnel

· Except as the sponsor may otherwise agree, no changes shall be made in the key Personnel. If, for any reason beyond the reasonable control of the Winning bidder, it becomes necessary to replace any of the key Personnel, the Winning bidder shall provide as a replacement a person of equivalent or better qualifications and upon the sponsor’s approval. 

· If the sponsor finds that any of the Personnel have (i) committed serious misconduct or have been charged with having committed a criminal action, or (ii) have reasonable cause to be dissatisfied with the performance of any of the Personnel, then the Winning bidder shall, at the sponsor’s written request specifying the grounds thereof, provide as a replacement a person with qualifications and experience acceptable to the sponsor.

5.11. Other project-related terms

· The Sponsor reserves the right to conduct a technical audit on the project either by their resources or by third party.
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