REQUEST FOR PROPOSAL (RFP)

FOR

ONLINE PENSION PORTAL OF OFFICE OF THE
PR. ACCOUNTANT GENERAL (A&E), BIHAR, PATNA

Pr. Accountant General (A&E), Bihar,

Birchand Patel Path,

Patna - 800001



Disclaimer

This Tender is not an agreement and is not an offer by the Office of the Principal Accountant
General (A&E), Bihar, Patna but an invitation to receive offer (bid) from parties/vendors, who are
gualified to submit their proposals (bids). No contractual obligation whatsoever shall arise from
the tender process unless and until a formal contract is signed and executed by duly authorized
officer of PAG(A&E), Bihar, Patna with the vendor.

The information contained in this online Open Tender Document or subsequently provided to
Bidder/s, whether verbally or in documentary form by or on behalf of any of their
representatives, employees or advisors (collectively referred to as PAG(A&E), Bihar, Patna
Representatives), is provided to Bidder(s) on the terms and conditions set out in this Open Tender
Document and any other terms and conditions subject to which such information is provided.

The purpose of this Open Tender Document is to provide the Bidder with information to assist
the formulation of their Proposal. This Open Tender Document does not purport to contain all
the information each Bidder may require. This Open Tender Document may not be appropriate
for all persons, and it is not possible for the PAG(A&E), Bihar, Patna Representatives to consider
the investment objectives, financial situation and particular needs of each party who reads or
uses this Open Tender Document. Bidders should conduct their own investigations and analysis
and should check the accuracy, reliability and completeness of the information in this Open

Tender Document and wherever necessary, obtain independent advice from appropriate sources.

The PAG(A&E), Bihar, Patna Representatives, make no representation or warranty and shall incur
no liability under any law, statute, rules or regulations as to the accuracy, reliability or

completeness of the Open Tender Document.

The PAG(A&E), Bihar, Patna Representatives may in their absolute discretion, but without being
under any obligation to do so, update, amend or supplement the information in this Open Tender

Document.

SECTION -1

Request for Proposal (RFP)

1. Office of the Pr. Accountant General (A&E), Bihar, Patna is in the process of awarding the
work of design, development, maintenance and support of Pension Portal. The complete
scope of the project is detailed below in Section Il & IV of the document.

2. Afirm will be selected under Quality cum Cost Based System (QCBS) Method and procedures
described in this RFP.



10.

11.

i.  Section I- Request for Proposal (RFP) P-2 of RFP
ii.  Section IlI- Instruction to Bidders P-4 of RFP
. . . . . P-23 of RFP
iii.  Section lll- Functional Requirements iv. Section IV- Scope of Work and P-29 of RFP

Deliverables P43 of REP
V. Section V- Conditions of the Contract P-49 of RFP
Vi. Section VI- Bid Formats P-64 of RFP
vii.  Section VII- Annexure-l: - Service Level Requirements

. The tender document may be downloaded from Central Public Procurement Portal

(CPPP)https://eproc.gov.in/eprocure/app. The tender document will also be available in
http://www.cag.gov.in for information.

Bids shall be submitted online only at CPP  portal:
https://eprocure.gov.in/eprocure/app. Manual bids will not be accepted.

Bidders are advised to visit the CPP portal regularly to keep themselves updated as any
addendum/ corrigendum in the tender will be intimated through this portal only.

The Bidder shall not tamper/modify the tender form including downloaded price bid
template in any manner.

Bid documents may be scanned with 100 dpi with black and white option which helps in
reducing size of the scanned document.

Tenderers are advised to follow the instructions provided in the ‘Instructions to the
Contractors/Tenderer at https://eprocure.gov.in/eprocure/app’.

This RFP is extended only to agencies of CMMi Level 3 (development) or above.

Bidder should have local office in Bihar, Patna, if local office is not in Bihar, Patna, then an
undertaking will be given stating that the development will be done side by side by their
developer at the premises of PAG(A&E), Bihar, Patan and after go-live, their firm shall
provide an onsite developer during warranty period of Six months.

The following table provides a quick overview of the key activities and important dates about
this RFP.

S.No Particular Details

1

RFP Reference Tender No. - SAIPBR/01

Design & Development of Pension Portal
for Pr. Accountant General (A&E), Bihar,
Patna

2 L ) Office of the Pr. Accountant General (A&E),
RFP issuing Authority .
Bihar, Patna
3 . Development and Maintenance of new
Name of the Project i
Pension portal
4 Cost of Tender Document Nil
Earnest Money Deposit Rs.1,00,000/- (Rupees one lakh only)



https://eproc.gov.in/eprocure/app
http://www.cag.gov.in/
http://www.cag.gov.in/
https://eprocure.gov.in/eprocure/app
https://eprocure.gov.in/eprocure/app
https://eprocure.gov.in/eprocure/app

6 Date of issue of RFP 09.10.2025 3.00 PM

7 Bid Document download date 24.10.2025 3.00 PM

8 Pre-Bid Meeting As per CPP

9 Last date and time for submission of
suggestions/ recommendations  and

. e .. | As per CPP
seeking clarifications on the RFP by email
correspondence only.

10 Last date & time for issue of clarifications |As per CPP

11 Start date of submission of bids As per CPP

12 End date and time for submission of

As per CPP
proposals
13 Date of i f Pre-qualificati d
ate ? op_enmg of Pre-qualification an b7 10,2025 3.30 PM
Technical Bid

14 Date of Presentation by bidders at O/o the| . )

i . Will be communicated later.
Comptroller and Auditor General of India

15 Declaration of Technical Evaluation Will be communicated later.

16 Opening of Commercial Bids Will be communicated later.

17 o o Principal Accountant General (A&E), Bihar,
Address of communication/Submission of Birchand Patel Path, Patna - 800001
Proposals

18 E-mail Id kumars@cag.gov.in (PAG)

19 Shri Manish Kumar, data Manager
Contact Person O/o the PAG(A&E), Bihar, Patna, Email

kumarm1.kol.pdac@cag.gov.in
Sd/-
Santosh Kumar
Principal Accountant General,
O/o the Pr. Accountant General (A&E), Bihar,
Birchand Patel Path, Patna - 800001
SECTION - Il
INSTRUCTION TO BIDDERS
1. Bidder Related Conditions

a) The bidder should confirm unconditional acceptance of full responsibility of executing the
‘Scope of Work’ of this RFP. This confirmation should be submitted as part of the Technical
Bid. The bidder shall also be the sole point of contact for all purposes of the Contract.

b) The bidder shall be responsible for the execution of the scope of work.




c)

d)

f)

g)

h)

j)

k)

The bidder should not be involved in any litigation that may have an impact of affecting or
compromising the delivery of services as required under this contract.

The bidder should not have been black-listed by any Central / State / Union Territory
Government, autonomous bodies working there under or Public Sector Undertakings. If at
any stage of the bidding process or during the currency of the Contract, any suppression /
falsification of such information is brought to the knowledge of the PAG(A&E), Bihar, Patna,
the PAG(A&E), Bihar, Patna shall have the right to reject the bid or terminate the contract, as
the case may be, without any compensation to the bidder.

The Proposal shall be based on the number of Professional staff-months estimated by the
Bidders. While making the proposal, the Bidder must ensure that it possesses the minimum
number and type of experts as sought by the PAG, Bihar Patna, failing which the proposal shall
be considered as non-responsive. Only one curriculum vitae (CV) may be submitted for each
position of Professional staff sought by the PAG(A&E), Bihar, Patna for the purpose of Technical
Evaluation.

Time and Quality is of essence. The Authority reserves the right to go ahead with the bid in
case of single bidder.

The bidder must be a company registered in India under Indian Companies Act 1956/ Indian
Companies Act 2013.

The bidder should have been in operation for a period of at least 5 (five) years in India at the

date of submission of bid.

The Bidder must have valid certificate of minimum CMMI Level — 3 (Development). The CMMI
certificate will be checked on CMMI website, if name of company not found on CMMI website,

bid will be considered as disqualified.

The Bidder should have an average annual turnover of at least 50 Lakh INR during the last 3
financial years from ICT (information and communication technologies) based business.
Turnover from supply of Hardware / IT infrastructure and their associated maintenance

servers shall not be considered.

The Bidder should have a positive net worth in the last financial year as evidenced by the

audited accounts of the company and should be profitable for each of the last three years.

Queries/clarifications relating to the Online Tender Enquiry will be attended in the Pre-Bid
Meeting to be held on the date(s) mentioned in the RFP uploaded on CPP Portal. For any
clarification relating to the Tender, the prospective bidders should attend the Pre-Bid Meeting.

The consolidated reply will be uploaded as per discussion held with bidders.

* PAG (A&E), Bihar, Patna will hold a pre-bid meeting with the prospective Bidders. The
date and address for the meeting is mentioned in the Key activity under Section-I.

* The Bidders will have to ensure that their queries for pre-bid meeting should reach
the point of contact (Nodal Officer). The details for submitting the pre bid queries is
mentioned in Key activity under Section-I.



* PAG (A&E), Bihar, Patna shall not be responsible for ensuring that the Bidders’ queries
have been received by them. Any requests for clarifications post the indicated date
and time may not be entertained by the PAG (A&E), Bihar, Patna Office.

* The representatives of the interested bidders may attend the pre-bid meeting at their
own cost.

* Inorderto provide prospective Bidders reasonable time for making additional queries,
PAG (A&E), Bihar, Patna may, at its discretion, extend the last date and time for the
receipt of queries.

m) The Bidder must have experience of Design, Development, implementation / Support and

p)

2.

Maintenance of e-governance project with any Government (Central /State/ PSU) department
in India during the last Five years as on bid submission date with minimum 5 GIGW compliant

projects worth at least INR 25 Lacs.

While every effort has been made to provide comprehensive and accurate background
information and requirements and specifications, Bidders must form their own conclusions

about the solution needed to meet the requirements.

All information supplied by Bidders may be treated as contractually binding on the Bidders,

on successful award of the assignment by the PAG (A&E), Bihar, Patna based on this RFP.

No commitment of any kind, contractual or otherwise shall exist unless and until a formal
written contract has been executed by PAG (A&E), Bihar, Patna or on behalf of the CAG of
India. Any notification of preferred Bidder status by the PAG (A&E), Bihar, Patna shall not give
rise to any enforceable rights by the Bidder. The PAG (A&E), Bihar, Patna may cancel this public
procurement at any time prior to a formal written contract being executed by or on behalf of
the CAG India.

Bid Rejection Criteria

Even though the Bidders may meet the above qualifying criteria, they may be disqualified if they
have:

a.

Made misleading or false representations in the forms, statements and attachments
submitted in proof of the qualification requirements; and/or

Record of poor performance such as abandoning the work, not properly completing the
contract, inordinate delays in completion, litigation history, or financial failures etc.

Any change made in the structure or formation of the Bidder after submission of the bid
which will have material effect of altering the documents submitted.

Not submitted all requisite supporting documents.
Technical proposals should not contain any financial information.

The proposals shall be valid for a period of Six (6) months from the last date of submission
of the bid/proposals. A proposal valid for a shorter period shall be rejected as non-
responsive.



Dispute Resolution

If during the subsistence of this Contract or thereafter, any dispute between the Parties
hereto arising out of or in connection with the validity, interpretation, implementation,
material breach or any alleged material breach of any provision of this Contract or regarding
any question, including as to whether the termination of this Contract by one Party hereto
has been legitimate, the Parties hereto shall endeavor to settle such dispute amicably and/or
by Conciliation to be governed by the Arbitration and Conciliation Act, 1996 or as may be
agreed to between the Parties. The attempt to bring about an amicable settlement is
considered to have failed as soon as one of the Parties hereto, after reasonable attempts;
which attempt shall continue for not less than thirty (30) days, gives thirty (30) days’ notice
to refer the dispute to arbitration to the other Party in writing.

In case of such failure as is referred to above, the dispute shall be referred to an authority
chosen by the two parties by mutual agreement for the purpose of the above clause who
shall act as the sole Arbitrator for settlement of such dispute.

The Arbitration and Conciliation Act, 1996, shall govern the Arbitration proceedings.

The Arbitration proceedings shall be held in Bihar, Patna, India.

The substantive laws of India shall govern the Arbitration proceeding.

The proceedings of Arbitration shall be in English language.

Continuance of the Contract: Notwithstanding the fact that settlement of dispute(s) (if any)
under arbitration may be pending, the parties hereto shall continue to be governed by and

perform the work in accordance with the provisions under this Contract.

Bidders’ companies who have or had business relations with Employer are advised not to
employ serving Employers’ employees without prior permission.

4, Bidder Evaluation Criteria
4.1 Pre-Qualification Criteria
a. Pre-Qualification Criteria: The interested Bidders should meet the below pre-qualification
criterion:
# Pre-Qualification Criteria Supporting Documents to be
submitted
The bidder must be an individual company registered Valid company registration
in India under the Companies Act, as amended from certificate

time to time, and should have been in existence in
India for at least 5 (years) completed financial years
2020-21, 2021-22, 2022-23, 2023-24 & 2024-25).




2 | The bidder should have GST Registration and must Valid GST Registration
have a minimum turnover of| certificate, audited Financial
Rs.2 crore in each of the last three financial years| Statements duly certificated
(2022-23, 2023-24 & 2024-25). with CA
3 | The bidder should have PAN Card and must have filed | Scan copy of PAN Card and
Income Tax Return for the Assessment Years | Income Tax Return
(202223, 2023-24 & 2024-25). Acknowledgement
4 EMD Scanned copy of EMD
5 CMMi Level 3 (development) or above certificate Certificate of CMMi Level 3
(development) or above

6 Bidder should have Local office ( i.e. in Bihar, Patna) | An undertaking in this regard
as on date of bidding, if local office is not in Bihar, | should be submitted by the
Patna, then an undertaking shall be given stating that | Bidder on letter head.
the development will be done side by side by their
developer at the premises of PAG(A&E), Bihar, Patna
and after go-live, their firm shall provide an onsite
developer during warranty period of Six months.

7 Blacklisting: The bidder should not be | Tender Acceptance Letter in the
blacklisted/debarred by any Central/State Govt. | prescribed format (Form 4
Department/Ministry, Public Sector Undertaking,

Autonomous Bodies during last five years as on the
date of bid submission.

8 Proof of authorization for signing on behalf of the Copy of the
Bidder authorization

letter/power of Attorney

9 The Bidder shall have sufficient technical expertise, | An undertaking in this regard
relevant experience to quote for the project. Bidders | should be submitted by the
have to ensure that the IT professional incharge of | Bidder on letter head.
development / maintenance of application will be
off- site available on call during 9.30 AM to 6 PM
during warranty period.

10 | The Bidder shall not have conflict of interest that may| An undertaking in this regard
affect the bidding process or the Bidder. should be submitted by the

Bidder on letter head.

Note:

i. Any Bidder who offers discounts/ benefits suomoto after opening of commercial bid(s)
will be automatically disqualified from the current bidding process without any prior
notification.



ii.  All the documents in support of the above must invariably be indexed and properly
linked so as to facilitate quick verification. The Technical bid of bidders those who

qualified the pre-qualification criteria will be considered.

b. Bidder should have a local office ( i.e. in Bihar, Patna) as on the date of bidding. if local office
is not in Bihar, Patna, then an undertaking shall be given stating that the development will
be done side by side by their developer at the premises of PAG(A&E), Bihar, Patan and after
go-live, their firm shall provide an onsite developer during warranty period of Six months.
An undertaking in this regard should be submitted by the Bidder.

c. Bidder has to ensure that the IT professional in-charge of development / maintenance of
portal will be available on call at any time.

d. Bids can be submitted by the Bidder only and all the prequalification and technical criteria
to be met by the Bidder with sufficient proof.

e. Representations received from the Bidders within 2 days from the date of opening of
technical bids on the issues related to Pre-qualification/Technical bids evaluation and within
a day from the date of opening of commercial bids on the issues related to the commercial
bid evaluation will only be accepted. Representations received beyond this period will not
be considered and strictly rejected.

f. The Bidder should submit all the required documents with clear visibility, avoid missing
documents and avoid bidding mistakes. In such cases, PAG(A&E), Bihar, Patna reserves its
right in seeking clarification from the Bidder and may disqualify the Bidder for the bidding
mistakes, missing documents and for the documents that are not clear.

g. The Bidder shall have sufficient technical expertise, relevant experience to quote for the
project.

h. Earnest Money Deposit shall be submitted by the Bidder.

i. Once the contract is awarded to the Bidder, the composition of the Bidder organization
including the ownership and individual stakes in it cannot be changed fill
completion/extended period including maintenance period.

j.  An applicant shall not have conflict of interest that may affect the bidding process or the
Bidder. Any applicant found to have a conflict of interest shall be disqualified.

4.2 Technical Evaluation Criteria

The Technical proposal evaluation process would focus on the ability of bidder to satisfy
technical requirements of the project, quality assurance procedures and ability to meet the
project timelines. Technical proposals will be evaluated based on the following criteria:

TECHNICAL BID EVALUATION



Sl. Criteria Marks Allotment Maximum| Relevant
No. Marks Certificate
Required
Bidder’s average annual | <50 Lakhs-0 Marks | 5Marks | Duly signed &
turnover from IT projects | From INR 50 Lakhs stamped CA

during each of the last 3
financial years from 202223,
2023-24, & 2024-25.

(Turnover from supply of
Hardware / IT infrastructure
and their associated
maintenance services shall
not be considered)

to INR 1 crores - 3
Marks

From INR >1 Cr. and
above - 5 Marks

certificate from the
business accounted
in the FY’s.

Clearly
mentioning the
turnover from IT
services.

Previous Experience:

should
experience in

Agency have
design &
development of similar
Portal/Web Application with
Dashboard and MIS Reports
as per Guidelines for Indian

Government Websites

(GIGW).

of minimum 05

hosted
applications  related to
HRMS/Pension/Finance
Modules etc for any
Government Departments
/PSUs/Corporate of work
order value not less than 25
Lacs in last 5 years to be
provided.

Details

publicly web

Each work order will
have maximum 4
Marks subject to
maximum 20 Marks

20 Marks

Bidder should
submit the
following:

Bidder should
submit the PO /
Work orders.

Work completion
certificates /
projects duly
signed by the
authorized
signatory from the
Client end.

The Marks would be
awarded based on the
quality of work quoted as
previous experience.
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The bidder must have |0 1SO9001:2015 (5 Marks Bidder should
minimum two of the and ISO submit copies of
following document: 27001:2013-0 the said
ISO  9001:2015 & ISO Marks certifications which
27001:2013 or above & |[ 1509001:2015 itis claiming.
CMMI level 3 / CMMI 5 and ISO (The certificate will
certified for development. 27001:2013 and be checked on
CMMlI level 3 CMMI website, if
certified name of company
(development)- not found on
3 Marks CMMI website, Bid
0 1SO9001:2015 will be disqualified)
and ISO
27001:2015 and
CMMI level 5
certified
(development)-
5 Marks
Overall IT staff strength of | o <50: 1 Marks o |5 Marks Undertaking from
the Agency i.e. Total No of IT | 50 to 100: 3 HR of the bidder
Professionals strength of the Marks o along-with each
bidder. >100: 5 Marks Employee’s Id
number,
Designation,
Project Name for
which deployed.
Technical Presentation on 65 Marks | Technical
Scope Requirement: Marks will be given Presentation

1. Understanding of scope
of requirement, pension
workflow, digitization &
integration of digitized
record. (10 Marks)

2. Data migration &
validation strategy from
physical to digital
records (10 Marks).

focusing on ability of
bidder to
technical

satisfy

requirement of the

project. Quality
assurance
procedure and

ability to meet the
project timelines

11



3. Solution architecture,land presentation of
scalability, security,|the bidders.
interoperability (APIs with
HRMS/PFMS). (15
Marks)

4. Approach &
Methodology for design

& development,
Proposed Technology &
Platform,

Implementation plan with
milestones, training &
change management. (25
Marks)

5. Coverage of security
aspects (05 Marks)

Total Marks 100 100

*  Minimum 70 Marks are mandatory in technical evaluation & for financial opening.

* QCBS will be followed for further evaluation, with 70% technical weightage and 30%
financial weightage.

* QCBS - 70:30(Quality (70%) cum Cost (30%) Based Selection)

The price Proposal of only those bidders who qualify technically will be opened.

Only the bidders who score 70(Seventy) or more marks in Technical Evaluation process will
qualify for Commercial Evaluation process. Manpower work order will not be considered for
evaluation.

4.3 Commercial Evaluation Criteria

COMMERCIAL BID EVALUATION

Financial Bid in the form of BoQ should indicate the cost (inclusive of GST) for the services required
under the Scope of Work. The bidder is required to quote the cost for:

S.No. Particular .. .
Pricein | GSTin | Total Cost

) ) in ()

12



One Time 3™ party cost ( Security Audit + SSL with 2
years validity)

S.No. Particular
Pricein | GSTin | Total Cost

) ) in ()

Cost of 1-year on-site warranty support with deployment

of one technical resource at PAG(A&E) Bihar, Patna office

(Warranty period of Six months starts from the date on
which all phases of the contract have been delivered
successfully i.e. after the website is made Go Live- Year
1).

Cost of Operation & Maintenance support (refer
postwarranty) for pension portal for 2 years after
completion of 1 year warranty support.

Total cost Component A+B

Note: The consolidated bid price for component A + B as shown in para 4.3 of Section-Il to be
submitted as per BoQ which includes entire cost of development, implementation, Six
months warranty and one time third party cost and on-site support personnel during
warranty. Post warranty 2 years O&M,

Important: Selection of vendor and contract is on the basis of entire cost of Component A+B
including taxes.

Total cost Component A+B



The final commercial quote shall be calculated as per the following:

Final Commercial Quote = Commercial Quote for Component A+ Commercial Quote for
Component B

The commercial evaluation would be based on the cost of the services provided by the Bidder

in the commercial bid. The evaluation will be done taking the following components into
consideration.

The commercial scores will be calculated as

Fn = Fmin / Fb * 100, where

Fn = Normalized financial score of the Bidder under consideration
Fb = Evaluated cost for the Bidder under consideration

Fmin = Minimum evaluated cost for any Bidder

If the bidder proposes to use any proprietary / COTS software, the same shall be disclosed in the
financial bid. The financial proposal shall not include any conditions attached to it and any such

conditional financial proposal shall be summarily rejected.

The bidder’s score in the Commercial Evaluation will be determined by dividing the lowest financial
guote arrived on the basis of comparison of the financial quote of each of the bidders. For
example, if four agencies A, B, C and D have quoted Rs. 40/-, Rs. 30/-, Rs. 50/- and Rs. 60/-
respectively then the bidders’ score will be 75, 100, 60 and 50 respectively (30/40%*100,
30/30*100, 30/50*100 and 30/60*100).

4.4 Overall Evaluation

The overall score will be calculated as follows:

Bn=0.70 * Tnh + 0.30* Fn, where

Bn = overall score of Bidder under consideration

Tn = Pre-qualification cum Technical score for the Bidder under consideration Fn
= Normalized financial score of the Bidder under consideration.

The Bidder with the highest marks is the L1 Bidder. or
The Overall score of each bidder will be determined by assigning a weightage of 70% to the

Technical Evaluation Score (Para 4.2 & para 18 of section-Il) and 30% to the Commercial Evaluation
score (Para 4.3 & para 19 of section-Il). The work will be awarded to the bidder with the highest

Overall score.
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5. Payment Terms

The payment shall be made commensurate with the timeline mentioned in Project Delivery
stages mentioned in Para 4.1 of Section IV.

i Software design, development, implementation

a) 10% on the first phase System Study and Design Approval

b) 40% on the second phase Development Completion

c) 30% on the third phase successful UAT and Security Audit

d) 20% on the fourth phase successful Deployment and Go-Live, handing over of source code
and all relevant documents.

ii. Application warranty & O&M support post warranty o Payment for O&M phase (including
warranty period) shall be made on a quarterly basis at the end of each quarter on receipt
of invoice from the vendor.

o On-site payment of staff stationed in PAG(A&E) Bihar, Patna shall be made on actuals
days attended by the stationed staff including substitute provided in absence of

stationed staff on a monthly basis at the end of each month on receipt of invoice from
the vendor.

Note: For payment component wise summary of cost details to be submitted by the
selected firm as given in Form-12A & 12B

6. Substantially responsive Bids
* A substantially responsive bid is one, which conforms to all the requirements, terms,
conditions and specifications of the Request for Proposal.

* Any attempt by a Bidder to influence the bid evaluation process may result in the
rejection of the Bidder's bid.

7. Preparation of Bids

a. Language of Bid

The bid prepared by the Bidder, as well as all correspondence and documents relating
to the bid exchanged by the Bidder and the Tendering Authority shall be in English only.
b. Bid Currency

Prices shall be quoted in Indian Rupees only.
c. The Bidder is expected to examine all instructions, forms, terms and specifications in the
bidding documents. Failure to furnish all information required by the bidding documents

15



or submission of a bid not substantially responsive to the bidding documents in every
respect will be at the Bidder’s risk and may result in rejection of the bid.

d. Conditional tenders shall not be accepted on any ground and shall be rejected
straightway.

8. Cost of Bidding

i. The Bidder shall be responsible for all costs incurred in connection with participation in the
RFP process, including, but not limited to, costs incurred in conduct of informative and other
diligence activities, participation in meetings/discussions/presentations, preparation of
proposal, in providing any additional information required by PAG(A&E), Bihar Patna to
facilitate the evaluation process, and in negotiating a definitive contract or all such activities
related to the bid process. ii. PAG(A&E), Bihar Patna will in no event be responsible or liable
for those costs, regardless of the conduct or outcome of the bidding process.

9. Bidding Document

The Bidder is expected to examine all instructions, forms, terms and specifications in the
bidding documents. Failure to furnish all information required by the bidding documents or
submission of a bid not substantially responsive to the bidding documents in every respect will
be at the Bidder’s risk and may result in rejection of the bid.

10. Clarification of Bidding Documents
If any clarification is required, the same should be obtained before submission of the bids.

All enquiries / clarifications from the bidders, related to this RFP must be directed in writing
exclusively to the contact person notified by in section | above. The preferred mode of
delivering written questions to the aforementioned contact person would be through email.
Telephone calls will not be accepted. In no event will the PAG(A&E), Bihar Patna be responsible
for ensuring that bidders’ inquiries have been received by the PAG(A&E), Bihar Patna.

Tendering Authority will endeavor to provide a full, complete, accurate, and timely response
to all queries/questions. However, Tendering Authority makes no representation or warranty
as to the completeness or accuracy of any response, nor does the tendering authority
undertake to answer all the queries that have been posed by the Bidders. The responses to
the queries from all Bidders will be published on the CPP portal and PAG(A&E), Bihar Patna
website on the date mentioned in Section | above. No request for clarification from any Bidder
shall be entertained after deadline for submission of bids.

11. Amendment of Bidding Documents

a. At any time prior to the deadline for submission of bids, the Tendering Authority may, for
any reason, whether on its own initiative or in response to the clarification requested by a
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prospective Bidder, modify, change, incorporate or delete certain conditions in the bidding
document.

b. All amendments will be hosted in the CPP portal as corrigendum and shall be binding on all
the Bidders.

c. In order to allow prospective Bidders reasonable time to take into consideration the
amendments while preparing their bids the Tendering Authority, at its discretion, may
extend the deadline for the submission of bids.

12. Proposal Format and Submission of Bid Procedure

The Bidders are required to submit soft copies of their bids electronically on the CPP Portal
using valid Digital Signature Certificates. The instructions in Section Il are meant to assist the
Bidders in registering on the CPP Portal, preparing their bids in accordance with the

requirements and submitting their bids online on the CPP Portal.

The proposal should be prepared in the following three parts containing the documents
mentioned in the table below:

Reference Form (refer
S.No ltem .
Section VI)
Envelope/folder — A EMD
A & Bidder details
) Proof of payment of
1. Demand Draft for Earnest Money Deposit (EMD) EMD
2. Bid Proposal sheet Form1(BPS.pdf)
3. Bidder’s Authorization Certificate Form 2(BAC.pdf)
4, Work Experience Certificate Form 3(EQ.pdf)
5. Self-Declaration certificate as required Form 4(SDC.pdf)
6. Certificate of Conformity as required Form 5(CC.pdf)
7. Bidder’s financial details Form 6(Fl.pdf)
PDF documents of:
8. Proof of Legal entity 0 GST registration
0 PAN card
9. Proof of CMMi Level 3 (development) or above Copy of certificate
B Envelope/folder - B Technical
Proposal
1. Technical Proposal in the required structure Form 7 (tp.pdf)
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2. Resumes of key professional staff Form 8
3 Documents on proposed solution and approach and| Forms7,9, 10,11
' methodology for implementation (TP_Sol.pdf)
Reference Form (refer
S.No Item .
Section VI)
Envelope/folder - C Commercial
c Proposal
The consolidated bid price for component A + B as shown
1 in para 4.3 of Section-Il to be submitted as per BoQ on CPP | Price in BoQ.xls

portal.

Note: In addition to above information/document, additional information, undertaking etc. as
indicated in the RFP also to be submitted with the bid proposal.

a. Bid Proposal Sheet

b. Bid Prices

Bid Proposal sheet (Proforma in Form-1, Section VI) duly filled in and signed and complete
in all respects.
The Bid shall be typed or written in indelible ink and shall be signed by the Bidder or a
person or persons duly authorized to bind the Bidder to the contract. An Authorization
certificate to this effect shall be submitted along with the bid. (Please refer Form-2,
Section VI for the format).

The consolidated bid price for component A + B as shown in para 4.3 of Section-Il to be

submitted as per BoQ on CPP portal.

The tendering authority may at a later stage (i.e.

after the finalization of the contract or at the time of agreement) ask for a component
wise breakup of the price in Form-12A, 12B, Section VI

13. Earnest Money Deposit

a.

The Bidders are required to deposit Earnest Money of Rs. 1,00,000 (Rupees One Lakh only)
in the form of Insurance Surety Bonds, Account Payee Demand Draft, Fixed Deposit Receipt,
Banker’s Cheque or Bank Guarantee from any of the commercial banks in favour of Pay and
Accounts Officer, Office of Principal Accountant General (Audit), Bihar, Patna. In case of
Demand Draft, FDR etc., the validity being three months due to banking rules, the bidder
must ensure that a fresh instrument is submitted before expiry of the original one.

EMD is required to be submitted by all the bidders. However, if a bidder falls under the

Micro, Small & Medium Enterprises Development Act, 2006 (as amended from time to time),

the concessions applicable can be availed. A scanned copy of the relevant registration

certificate must be provided along with the proposal to the PAG(A&E) Bihar Patna. Further,
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14.

15.

a)

the bidder must keep the PAG(A&E) Bihar Patna informed of any change in the status of the
company. The Statutory concessions will be only applicable on production and verification
of requisite documents. Incomplete Documents will render the bid invalid.

In addition to above exemption, all other documents for claiming EMD exemption
relating to this project & services as applicable under CPPP & other government of India
order issued from time to time would need to be submitted.

The original documents of EMD, in an envelope, should be posted/couriered to Principal
Accountant General, office of the Pr. Accountant General (A&E), Bihar, Patna - 800001 before
the bid submission deadline given in Section I.

No request for transfer of previous deposit of Earnest money or security deposit or
adjustment against the pending bills held by the Department, if any, in respect of any
previous work will be entertained.

The Earnest Money Deposit (EMD), without any interest accrued, will be refunded as
follows:

* In the case of those Bidders who are not awarded the contract, the Earnest Money
Deposit (EMD) will be refunded without any interest accrued within 30 days after the
award of the contract to successful bidder.

* EMD of successful Bidders will be returned only after signing the contract with
PAG(A&E), Bihar, Patna and upon receipt of Performance Guarantee.

EMD shall be in Indian Rupees only.
The EMD shall be forfeited:

O |If a Bidder withdraws its bid during the period of Bid validity specified by the Bidder on
the Bid Form.

O In case of a successful Bidder, if the Bidder fails to sign the contract; or fails to furnish
the performance security.

Period of Validity of Bids

a. Bids shall be valid for 180 days after the date of bid opening. A bid valid for a shorter
period shall be rejected as non —responsive.

b. In exceptional circumstances, the PAG(A&E), Bihar, Patna may solicit the Bidders consent
to an extension of the period of validity. The request and response thereto shall be made
in writing.

c. Bid evaluation will be done on the bid prices without taking into consideration the above
changes.

Deadline for Submission of Bids
Bids must be received by the Tendering Authority not later than the time and date specified

in the Invitation for bids (Please refer section I) The tendering authority may, at its
discretion, extend this deadline for submission of bids by amending the bid documents, in
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which case all rights and obligations of the tendering authority and Bidders subject to the
deadline will thereafter be subject to the deadline as extended.

b) Withdrawal of Bids

i) The Bidder may withdraw its bid after the submission, provided that written notice of
withdrawal is received by the PAG(A&E), Bihar, Patna prior to the deadline prescribed
for submission of bids.

ii) No bid may be withdrawn in the interval between the deadline for submission of bids
and the expiration of the period of the 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
EMD.

16. Bid Opening and Evaluation of Bids

Proposals will be reviewed by a Committee of Officers (the “Committee”) appointed by the
Tendering Authority or its designated representative(s). The Tendering Authority, or such other
authority designated by the Tendering Authority, as the case may be, is also referred to herein
as the Committee of Officers (or “Committee”). The committee may be comprised of, or receive
assistance from, several teams conducting parallel evaluations.

Evaluation of the bids will be done in three stages and at the end of every stage short listed
bidders will be informed of the result. Evaluations will be based on the proposals, and any
additional information requested by the PAG(A&E), Bihar, Patna.

17. Evaluation of pre-qualification bids

a. The documentation furnished by the Bidder will be examined prima facie to see if the
technical skill base and financial capacity and other Bidder attributes claimed therein are
consistent with the requirements of this project and meet the pre-qualification criteria as
specified above in this section of RFP.

b. The evaluation committee may ask Bidder(s) for additional information, visit to Bidders site
and/or arrange discussions with their professional, technical faculties to verify the claims
made in bid documentation.

c. Any proposal not complying with the requirements of the pre-qualification criteria will not
be processed further.

d. To verify the submission of EMD as per the tender.

18. Evaluation of Technical bids
The technical proposals of only those Bidders, who qualify in the evaluation of the

prequalification proposals, shall be opened. The evaluation of the Technical bids is carried out
in the following manner:
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a. The Bidders' technical solutions proposed in the bid document will be evaluated as per the
requirements specified in the RFP.

b. The committee may invite each Bidder to make a presentation to the tendering authority at
a date, time and location determined by the Tendering Authority. The purpose of such
presentations would be to allow the Bidders to present their proposed solutions to the
committee and the key points in their proposals.

c. The committee reviewing the proposals may undertake oral clarifications with the Bidders.
The primary function of clarifications in the evaluation process is to clarify ambiguities and
uncertainties arising out of the evaluation of the bid documents. Oral clarifications provide
the opportunity for the committee to state its requirements clearly and for the Bidder to
more clearly state its proposal. The committee may seek inputs from their professional,
technical faculties in the evaluation process.

d. Depending on the evaluation methodology mentioned in points a, b and c, each Technical
Bid will be assigned a technical score out of a maximum of 100 points.

e. The Bidders who score a technical score 70 or more mark will qualify for the evaluation in
the commercial process.

19. Evaluation of Commercial bids and Overall Evaluation

The evaluation of commercial bids and final evaluation will be done by adopting the formula in
Bidder evaluation criteria.

20. Clarification of Bids

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

21. Contacting the Tendering authority

a. No Bidder shall contact the Tendering Authority on any matter relating to its bid, from the
time of opening to the time the contract is awarded. If it wishes to bring additional
information to the notice of the Tendering Authority, it should be done in writing. The
Tendering Authority reserves the right as to whether such additional information should be
considered or otherwise.

b. Any effort by a Bidder to influence the Tendering Authority in its decision on bid
evaluation, bid comparison or contract award may result in disqualification of the Bidder’s
bid and also forfeiture of his bid security.

22. Award of Work
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a. The finalization of the tender will be done by a competent authority on recommendation
of committee constituted by the competent authority for this purpose.

b. The Tendering Authority will award the work to the successful Bidder whose bid has been
determined as the lowest evaluated bid provided further that the Bidder is technically
eligible.

c. The Tendering Authority may vary the scope of contract at the time of award. If there is a
necessity to varying the scope of contract after the time of award due to some exigent
circumstances, it can be resorted to through a change order after obtaining the approval of
competent authority.

23. Tendering Authority Right to Accept / Reject Any or All Bids

The Tendering Authority reserves the right to accept or reject any bid, or to annul the bidding
process and reject all bids at any time prior to the award of Contracts, without thereby
incurring any liability to the affected Bidder or Bidders or any obligation to inform the affected
Bidder or Bidders of the grounds for the Tendering Authority action.

24. Notification of Awards

Prior to the expiry of the period of the bid validity, the Tendering Authority will notify the
successful Bidder in writing. The Bidder will confirm the same in writing.

25. Signing of Contract

After the Tendering Authority notifies the successful Bidder that its bid has been accepted, the
PAG(A&E), Bihar, Patna will sign the contract on non-judicial stamp paper within 15 days as per
the Contract Form provided by PAG(A&E), Bihar, Patna. The successful bidder should sign the
Integrity Pact agreement and Non-Disclosure Agreement.

26. Performance Guarantee

Within 15 days after receipt of notification of award of the Contract from PAG(A&E), Bihar,
Patna, the successful Bidder shall furnish performance guarantee bond to PAG(A&E), Bihar,
Patna, which shall be equal to 5 percent of the value of the contract and shall be in the form
of a bank guarantee bond from a Nationalized/scheduled Bank in the Proforma given in
Form14, Section VI. The performance bank guarantee shall remain in full force and effect
during the period that could be taken for satisfactory performance and fulfillment in all
respects of the said Contract by the Bidder till the date up to 2 months after the date of closure
of the Contract. (i.e. after completion of warranty and operation & maintenance period of 1+2
years)

27. Post-warranty support for operations, maintenance and modification
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As part of the commercial bid (see Component B of the commercial bid evaluation above, Para
4.3), bidders are required to quote for two years (post-warranty) support to undertake
operations, maintenance, support, and modification of the website, if the maintenance
contract is awarded and the period of maintenance beyond two years may be extended on
mutually agreed terms and conditions.

28. Corrupt or Fraudulent Practices

The PAG(A&E), Bihar, Patna requires that the Bidders/agency under this RFP observe the
highest standards of ethics during the procurement and execution of such contracts. In
pursuance of this policy, the PAG(A&E), Bihar, Patna:

a. Will reject a proposal for award if it determines that the Bidder recommended for award has
engaged in corrupt or fraudulent practices in competing for the contract in question;

b. Will declare a firm ineligible, either indefinitely or for a stated period of time, to be awarded
a contract if it at any time determines that the firm has engaged in corrupt and fraudulent
practices in competing for, or in executing, a contract.

c. The past performance of the Bidder will be cross checked, if necessary. If the facts are
proven to be dubious the Bidders Proposal will be ineligible for further processing.

d. The bidder should submit a declaration as provided in the Annexure-3 of Section VII

29. Conciliation

i. If adispute arises out of or in connection with this contract, or in respect of any defined
legal relationship associated therewith or derived there from, the parties agree to seek
an amicable settlement of that dispute by Conciliation under the ICADR Conciliation Rules,
1996 for conciliation in accordance with Arbitration and Conciliation Act, 1996.

ii. The Authority to appoint the Conciliator(s) shall be the India International Arbitration
Centre.

iii. The International Centre for Alternative Dispute Resolution will provide administrative
services in accordance with India International Arbitration Centre Act, 2019.

30. Decision Taken
The decision taken by the PAG(A&E), Bihar, Patna in the process of RFP evaluation shall be final.

Section — Il
Functional Requirements

1. Requirements Overview

The existing pension portal in use in PAG(A&E) Bihar Patna may be shown to selected firm

in which most of the pension calculations, diarising, processing, generation of PPO &
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other benefits are being calculated and generated through the system. Since, it was
developed long back, and its technology is outdated. Hence, the office indents to develop
sophisticated application with latest technology & Platform, with some new features and

integration of State HRMS etc.

Pr. Accountant General (A&E), Bihar Patna intends to develop its web applications as per
the modern requirements and in compliance with Government norms for official web
application i.e. Guidelines for Indian Government Web applications (GIGW). The new web
application of Pension should be developed with new user-friendly features, new design,
latest technology stacks and new look & feel for the user. Restricted access through login
to be provided by creating super admin, admin and user with rollbased excess for content

updating and access.

New web applications should be secure, user-friendly navigation, robust & scalable. The
web application should be integrated with the content management facility to manage
the bilingual page, content, menu and sub-menu dynamically from the backend. The web
applications should have a fully functional Content Management System (CMS) through
which users according to the roles assigned to them and manage content from backend.

New web applications should be developed in bilingual (Hindi/English).

The New web applications should be responsive and accessible from any handheld device
(i.e. PC, laptop, Mobile, Tablet). The new web applications should have interactive home

page such as tip over mouse-hover, relevant icons.

* The web applications should have a modern look and feel

* There are some webpages, where the PAG(A&E), Bihar Patna admin users would have
to assign/modify role, add, upload/ modify content frequently. These pages should be
designed in a user-friendly fashion.

« Some of the contents/modules could be restricted to designated admin/users only.

» There is a requirement to have email integration to send notifications. The email ID
would be provided by Patna Office/in the personal profile of pension personnel.

« The web applications/portal would be hosted on PAG(A&E) Bihar Patna office premises
/ NIC Cloud/ data Centre etc. PAG(A&E) Bihar Patna would facilitate the arrangement.

« Administrator, sub-admin and members/users roles to be configured by PAG(A&E) Bihar

Patna admin.
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* The web applications should be mobile compatible.
* Open-source platform to be used.

» All security certifications to be done by the Bidder.

1.1 Proposed Solution, among others, should cover the below requirement and functionality

Minimum features and functionalities required in pension application is given below and detailed
scope of work explain the requirements is given in Annexure-“A”.

The fundamental principles governing the design of New Pension Application are:

1. Streamlined Processing with Minimal Manual Intervention: The application will enable a
simplified and efficient pension approval process, minimizing manual handling of cases to
ensure faster and error-free processing.

2. User-Friendly Access for Pensioners: The platform will provide an intuitive and hassle-free
interface for pensioners to submit their applications, track the status of authorization, and
seek resolution of grievances.

3. Integration with Bihar State Government Systems: The application will support integration
with existing pension processing systems of State Governments Bihar(HRMS), acknowledging
the varying levels of technological maturity across States.

4. Bilingual, GIGW-Compliant User Interface: The user interfaces of the application—including
the backend-office module, pensioner portal, and mobile app—will support both English and
Hindi, in compliance with GIGW (Guidelines for Indian Government Websites). Data and form
entries will be Unicode-compliant, with Devanagari script used for Hindi.

5. Pensionary benefits: Pension is a monthly sum of money admissible to a government servant
after retirement from active service. It is payable throughout the lifetime of the retiree and,
in the event of their death, extends to eligible family members. The amount of pension is
primarily based on the length of service and the pay drawn at the time of retirement.

6. Pensionary benefits available to government servants (subject to state-specific rules) includes
Service pension, Enhanced Family Pension, Family Pension, Service Gratuity, Retirement
Gratuity, Death Gratuity, Commuted value of pension, Compassionate Pension,

Compassionate Allowance.

7. The majority of cases processed by this office fall into the following categories:
* Regular Retirement Cases are typically entitled to: Service Pension, Retirement
Gratuity, Commuted Value of Pension.
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9.

10.

11.

* Death-in-Service Cases the family is entitled to: Death Gratuity, Enhanced Family
Pension (up to the notional date of retirement), Family Pension at normal rates
thereafter

* Compassionate Pension/Allowance Cases: In exceptional circumstances, the
government may sanction compassionate pension or allowance, which are
processed on a case-by-case basis.

* Pension Revision Cases arise due to: Amendments in pension rules affecting service
length or pay and Judicial or administrative orders correcting anomalies.

Role of the AG (A&E) Office:

* Pre-processing is Performed by the respective Government Departments (e.g., Head of
Office/Head of Department. Processing of Entitlements are calculated, and pension
orders are generated by the AG (A&E) office. Post-processing, Final approval and payment
are done by the State Government.

* Forall major pension case types mentioned above, the output generated by the AG (A&E)
Office is the Pension Payment Order (PPO).

Types of Pension Cases Received by AG (A&E), Bihar:

e Regular Service Pension for individual officials retiring from government service

e Regular Family Pension for family members upon the demise of a serving or retired
official.

e Revision of Service Pension are based on rule changes or judicial/administrative
orders

e Revision of Family Pension: For existing family pensioners.

Categories of Officials whose pension cases are processed for verification and authorization
includes State Government Officers, All India Services Officers, High Court Judicial Officers,
Officers of State Government Corporations and MLA/MLC/Ministers of Bihar State
Government Note: A standard set of rules is applicable to most officials, certain categories—
such as the ones listed above—may be governed by distinct pension rules.

Key Terms and functionalities related to Pension Processing are:

Pensioner — An individual who has retired from government service or is eligible to receive
pensionary benefits from the government. Types of pensioners include State Government
pensioners, High Court Judges, All India Services (AIS) pensioners, freedom fighter pensioners,

etc.
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DDO - An official authorized to draw and disburse funds on behalf of a department or
government. The DDO verifies service records and sanctions pensionary benefits before
forwarding the case to the Pension Sanctioning Authority (PSA) or the Accountant General
(AG) for authorization.

Pension Proposal (Pension Case) — A collection of documents submitted to the AG (A&E) Bihar
office for the purpose of authorizing pensionary benefits. It typically includes the application
form(s), service book, and a forwarding letter from the state government. Some States may
use a single consolidated form or a set of forms with annexures and attachments.

Original case — A pension proposal submitted for the first time for authorization. A new
Pension Payment Order (PPO) number is issued for such cases.

Family pension Case - A pension proposal submitted by a nominee or legal heir in the event
of the death of a government servant under the following circumstances:

1. Death of Government servant while in service

2. Death of a pensioner and/or spouse after retirement

A new PPO number is issued in the name of the eligible family member in such cases.
Commuted Value of Pension (CVP) - A lump-sum payment offered in lieu of a portion of the

monthly pension. If the retiring employee opts for commutation, they receive a onetime

payment while the remaining pension continues on a monthly basis.

Revision of pension -Amendment of existing pension or family pension authorizations due to:
Implementation of revised pay scales (e.g., Pay Commission recommendations) o
Conclusion of disciplinary proceedings resulting in change of pay o Rectification of
clerical errors

Judicial or administrative orders altering the length of qualifying service or pay
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Pension Sanctioning Authority (PSA): The Head of Office/Department/Ministry where
the government servant last served or died (death in service). The PSA is responsible for
calculating and sanctioning the pension before sending it to the AG office for
authorization.

Pension Disbursing Authority: Refers to the Treasury, Sub-Treasury, or authorized Bank
responsible for disbursing pension, gratuity, and commuted pension. Treasuries and
subtreasuries operate under the Integrated Financial Management System (IFMS).

PSAl (Pension System Automation Initiative): A decentralized pension software
application used in some field offices of the CAG for processing and authorizing
pensionary benefits for state government employees.

IFMS (Integrated Financial Management System): A technology-based platform for
managing budgeting, expenditure, payment processing, and financial reporting for state
governments. Known by various names such as CFMS, IFMIS, or IFHRMS across different
States. The system includes functionalities for DDOs, PSAs, and Treasuries.

HRMS/Exit Module: HRMS (Human Resources Management System) is an IT-based
module used for managing personal and service-related data of state government
employees. The Exit Module handles retirement and separation processes.

Business Rule Engine (BRE): A software component is needed that executes predefined
business logic related to pension calculations. It allows rules to be updated without the
involvement of IT professionals, making the system more flexible and adaptable to
frequent rule changes.

Pay Order: A financial instrument issued by the Pension Disbursing Authority to effect
payment to pensioners. It is non-negotiable and is delivered to authorized treasuries or

banks. Note: Pension payments are outside the scope of the New Pension Application.

Authorities (Authorizations): The Pension Payment Order (PPO), Gratuity Payment Order
(GPO), and Commutation Payment Order (CPO) issued by the AG office to relevant
departments, treasuries, and pensioners. These documents serve as the formal

authorization for the disbursement of pensionary benefits.

An employee should get notification whenever a new event occurs in his/her profile. An
event can be a receipt of new case in the inbox, successful dispatch of a case processed

by the user, additional charge assignment etc.
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Dashboard services in an employee’s profile shall facilitate an employee to monitor the

pending work, and to self-evaluate their performances.

Dashboard services are needed for No. of cases processed (date wise) in the past 30
days, Average time taken to process a case, Active time during office hour, Comparative
performance of an employee against average performance of other employees within a

section/branch or across an office.

Available dashboard services may vary for different users based on their posts and

permissions.

Pension section deals with how to receive a pension proposal from the state government

and to create a case id. A complete set of pension proposal consists of 5 documents.

Initially, entire proposal would be received either through API or Manage File Transfer
(MFT), including e-SR (Service Record). A separate digitally signed XML and digitally
signed pdf file for each application is envisaged in New Pension Application. This received
data or data file will go through ETL process and loaded into New Pension Application.
After loading the received data, a case id/File number will be created against successfully
loaded cases and reason for failure during porting may be analysed and be fixed
internally. Cases which are not fixable are to be sent back to the department for
reprocessing

Partial Digital case request received in two types: Electronic data received before SR or
SR received before electronic data.

Till the complete implementation of e-SR in State governments, service records will be
received manually, whereas the pension proposal will be received digitally.

The office Pulls data from State Government application and applies ETL process on the
pulled data and further Segregates data into successful and unsuccessful after ETL.
Pushes unsuccessful data into State Government application.

Level 1 processor after running the allocation business rule and allocates the case and
Generates case id for successfully allocated case.

Application administrator/O&M team, Analyses and finds out reason for failure during

porting and Routes solvable cases to office administrator.
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The entire pension proposal package, including service book (e-SR), forms, etc., was
received digitally. In this scenario all forms and service book are available for viewing.
The pension proposal request was received digitally. But the associated documents such
as, service book was received through post or to be received through post.

The entire pension proposal package was received manually through post or in person.

It is important to note that scenario of manual receipt of eSR and other associated aspect
will continue until development of interface with State and complete integration. The
physical records would arrive through inward communication arrangement. Registering

a case and generating a case id would be different in all the above scenarios.

In New Pension Application, there shall be provision to receive a case digitally and/or
manually. The pension proposal thus received then goes through several steps such as,
allocation of pension case, scrutiny of pension application, authorization of pension

benefits, delivering authorities and recording of information on payment of pension, etc.

Inward section Diarises the received pension proposal and Performs data entry in New
Pension Application. Runs allocation logic for allocation to section and Sends SR to Level
1 as per allocation logic. if case is to be returned then sends SR to coordination branch

for Capturing reason category for return.

Coordination branch on receipt pension proposal from inward section, verifies the
reason captured at inward and returns the case, if found incomplete. Overrides the
decision of inward section, if found complete, and then runs allocation logic for allocation

to section.

After receiving and registering a case, it would be received by a unit (Level 1 processor —
L1) in a section as per allocation logic of AG(A&E) Bihar office. The pension proposal
package (Document set) is a bundle of various documents, such as, forwarding letter,
application form, descriptive roll (contains photograph, signature, identification mark

etc.), annexures, service book.

The processing of a case begins with verification of pension proposal vis-a-vis the service
book. After carrying out the eligibility checks, a recommendation would be given on

whether to authorize the case or to return the case to the state Government. The
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recommendation of L1 processor is to be captured in the system, forwarded to Level 2
processor (L2). After verification of the case and L1’s recommendation, L2 proposes a

recommendation and send case to Level 3 processor (L3) for further scrutiny.

After carrying out necessary checks and verification by L3, final decision would be taken
to either authorize a case or to return a case with a return memo (document). If
authorized, authorities would be generated in triplicate, sighed and dispatched to

department, treasury and pensioner.

If the case is to be returned for want of more information or document or for rectification
of mistakes in the application, the fact would be communicated to the department (after
L3 seeks approval of his Group officer) through return memo with intimation to

pensioner. The entire proposal package would be sent back along with a return memo.

Generation of e-PPO and digital signing: If Level 3 user does not detect any discrepancy,
and the case is found appropriate for authorization of pension benefits (‘Authorize the
case’), then authorities (PPO/CPO/GPO) are to be generated based on templates (in
triplicate) with QR code built in, and JSON files are to be generated. These authorities are

to be digitally signed by the Level 3 processor.

An entry of authorized pensionary benefits would be made in the service register. In the
digital scenario, the entry in eservice book needs to be done through integration. The

detailed process has been explained in Annexure-A.

Once a case is forwarded to Dispatcher, the case would be moved from ‘Inbox’ to ‘Sent
items’ in the L3’s user profile. Once a case is allocated to Dispatcher, notifications are to
be sent to relevant stakeholders through alerts and/or SMS and/or email. Further, the
authorization orders are communicated to state government and dig locker (upon

completion of integration).

New Pension Application shall have the facility to generate batch file (consisting of
multiple payment authorities) and dispatch it to State government through APl or MFT.
The output of the generated batch files shall be in PDF and XML/JSON formats. This
facility shall be customizable across States in terms of size of batch file and interval at

which these batch files are dispatched.
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e-PPO shall be processed as sanction order, against which payments can be directly made
by treasury, without waiting for clearance from department (as no recoveries can be
made from pension and recoveries can be made only from gratuity (GPO). Application
shall have the capability to generate e-sanction (customizable for State) and push it into

the State’s payment authority through interface.

If authorities are to be dispatched digitally to treasury and department, then digitally
signed xml files and digitally signed authorities in pdf are to be generated. These files are
to be pushed into State government application to respective treasury and department.
Files which are successfully loaded into State government application will only be made
available in pensioner portal. If upload files to State government application has failed,

then file will be reprocessed.

Group officer: The cases verified by Level 3 and are submitted to Group officer with a
decision of ‘Propose to return’ are available in the inbox for further verification and
processing. All cases which are proposed to return would be selected from a list of values

(reasons) and a pre-determined subset of this will be sent to Group officer for approval.

The Group Officer verifies the case and work done by Level 1, 2 and 3. The features
described in 6.2.4 (i.e., option to return a case or authorize) are also available to Group

Officer. After scrutiny, the Group officer can choose to ‘Send to authorize the case’ or
‘Approve to return the case’. In the case where the Group Officer decides to ‘Send to
authorize the case’ (with remarks), the case is allocated back to Level 3 processor. For
the return cases that don’t go to Group Officer automatically, the latter would be having
a dashboard view of such cases Deptt-wise/ Section-wise and can review them by drilling

down. A functionality for G.O’s review needs to be designed in the system.

The case is authorized, the PPO/CPO/GPO would be generated, dispatched digitally
through New Pension Application-IFMS interface to be made accessible to various

stakeholders as follows:

e-payment orders and e-descriptive roll (scanned copy) would be made available to
single payment authority/treasury for payments.

Service book would be dispatched to department manually or through interface (in case
of e-SR).
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e-payment orders would also be accessible to department. Department can pass the
information on Non Drawal Certificate (NDC) to treasury for payments in IFMS.

Pensioner can also access the e-payment order and the order would be made available

in pensioner portal for view and download.

A digital interface between New Pension Application and IFMS/Treasury application of

State would be developed in phase 1. Till the time digital interface is completely enabled,
Pension Application shall have provision to dispatch the authorized PPO/CPO/GPO manually.

Return memo, monitoring 1% payment, correction of authority due to any reasons,
cancelling of authority etc. will also have well defined process workflow as explained in

the Annexure-A.

Special Seal Authority cases is to be issued when a pensioner wants to get his PPO
transferred to another state (from the original state in which he retired), then a special
authority is issued called Special Seal Authority (SSA). The request for issuing SSA comes
from treasury along with the original PPO authorized. In New Pension Application, there
shall be provision to receive this request both manually (as letter through post) and
digitally. This functionality will have to be made available in new application with

workflow.

New Pension Application shall have the provision to receive the request for revalidation
of authority both manually (through post) and as digital service request. If received
manually, it shall be diarized, case history retrieved, allocated to Level 1 following the
allocation logic. Once the request is processed, the output could be re-validated the
authority or sanction to draw pension arrear or both. These shall be sent to dispatch
section for dispatch to department with copy to pensioner. The case history shall be
updated accordingly and marked as processed. The workflow form inward to dispatch

with approval process at various level to be provided as described in scope of work.

RTI, Legal cases and Adalats will also be part of the pension case binder, it is important
to associate RTl cases, legal cases through the system application and any Adalat requests
for easy reference. These are explained in detail in Scope of work under 7.1 to 7.3.
Module shall have provision to record each event from initiation to final closing of the

case with defined workflow process.
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Business rule management: Since the rules and calculations that determine pension
eligibility and benefit are complex and these rules changes as laws of the State
governments change. Hence it is desirable to have configurable business rules, with
ability to configure the rules by business users, without having the need for vendors to
change the rules. The business rule engine in New Pension Application should be simple

for a non-technical employee to manage business rules without having to write code.

Module wise provision for Business rules, allocation rules, entitlement accounting rules,

etc. are to be made available.

Application should have provision for Automated checks, Data validation rule,

Prioritization of cases, as per the requirements of office and case processing.

Application  should have provision for cases received from various
communications/mode and sent to as described in RFP and its data entry, recording cases

and processing through workflow.

Dak and Dispatch Module are to be provided in which all types of inward cases and
dispatch cases can be registered through the pension application and MIS reports can be

generated with pending and disposed case.

Integration with HRMS/IFMS:  Bihar office requires both APl based and MFT based
integration for inward and outward communications. In some cases, the integration will

start with MFT (JSON) and later transition into an APl based migration.

The selected firm will have to provide SMS/Email integration, Integration with UIDAI and

Integration with Digi locker, in addition to APl integration as explained in RFP.

Grievance redressal: Workflow based Grievance redressal module to be developed in
which entire process from receiving the grievance from various communication to
disposal of grievances will have to be made available/recorded. The detailed process

required has been explained in point no.11 in the scope of work under Annexure-A.

Internal Test Audit module: The internal test audit is done by internal ITA Section in
PAG(A&E) Bihar office. They select and conduct audits of individual sections of pension

groups. It is an activity that happens every year. This sub-module provides a platform to
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plan and execute internal audit of pension groups, issue and follow-up of internal test

audit observations.

Head of the ITA team would run MIS report and section(s) would be selected based on
the deficiencies noticed in the report. Cases in the selected section(s) would be selected
based on sampling. Sampling cases for scrutiny is out of the scope of New Pension

Application. The list of selected cases shall be imported into the New Pension

Application. The format will contain 7-8 fields in which data / event is to be recorded.

Any observation made will have to be recorded in the ITA module. During the review of
observation, it may be dropped or further modified. It would be finally sent for approval
before issuing it to the section. After approval by the head of the inspection team an
observation may be dropped or modified or approved for issue to the concerned branch.

If reply is not received, the observation would become part of the Inspection report (IR).

IR would be issued to group officer after approval of HOD. The module shall have
provision to record the events including replies as per the prescribed form for this

module which is described in RFP.

Reference documents: The bidder will have to make provision to provide the related
documents/rules/orders which are required during the verification of pension cases
so that a lot time employee will refer to Acts, various Government Orders, internal
manuals etc. These documents guide employees about procedures; instructions
related to processing a pension case is saved. New Pension Application would need to
provide a platform to have a repository of all relevant documents, manage these

documents in a structured manner with ease of access

Reports and dashboards: The objective of the module is to provide a platform for
selfserviced and managed service delivery of MIS reporting and dashboard for the
information that is stored as part of New Pension Application. The platform used in

New Pension Application should be flexible and user friendly.

MIS reports: The management information system reports aid the managers at all

levels in evaluating the activities of employees, make decisions and monitor progress.
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The IAAD is presently achieving this by compiling various periodical returns and

reports (mostly
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manually) and communicating to relevant stakeholders/managers at various levels. The
types and no. of reports required have been described in the RFP will have to be

provided.

Indicative business data dictionary: The indicative business dictionary for Phase 1 is
detailed in this RFP. The list is indicative and other fields required will be defined during the
development phase of the application. Some of the fields are look up fields, i.e., they
display a list of pre-defined list of values from which the user can select one item. The
feature of maintaining pre-defined list of values of lookup fields must be delegated to
application administrator. System should enable the administrator to maintain lookup code
and lookup label. Apart from the code and label, the system should allow to maintain states

to which it is applicable of “All”.

It includes, forms/format in which data field and description output table to be generated
through the system having relevant information as per requirement of office activities
related to “Pensioner, Family nomination details, Pension entitlement share, Personal
identification marks of family member, Details of non-qualifying service, Details of dues
to Government, Eligibility of entitlement, Quantity of entitlement (view), Receipts
(Inward) view, Dispatch (Outward) view, Pension payments (view), Pension case, Pension
case processing (view), Pension case entitlement, Pension case entitlement (Cut),
Pension case entitlement accounting, Pension case payment, Receipts (Inward) view for
pension case, Dispatch (Outward) view for pension case and Master data”. Formats with

details of respective functionality wise have been given RFP under Annexure-A.

Legacy data migration: To ensure business continuity of the activities of AG(A&E) Bihar
office, it is essential to migrate legacy data and the scanned pension case documents would
need to be migrated, wherever relevant. New Pension Application is expected to provide a

platform for smooth migration of legacy data.

Migration of SAl pension application legacy data and preparation of data entry for
registering scanned pension case records shall be carried out in parallel with Phase 1
development and to be completed before testing the core pension processing module.
Migration of legacy case records (scanned files) would be taken up as part of Phase 2

development.
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Organization and Employee master data: AG user master, Post hierarchy master, Case and
case documents master, Pensioner master and case detail, Pension case documents are also

to be provided.

Looking at the scope, the firm will suggest developing both new web applications using
open source in Framework, Database & open-source content management system (CMS).
The web application will display various content static pages like About us, Contacts Us.
Feedback/Grievances etc. The content displayed at the frontend web application will be
managed by backend administrator and/or sub administrator user.

Web applications will be developed in bilingual (Hindi/English version) only

The newly developed web applications will display all the information in convenient and

user-friendly manner. The web applications will be developed aiming,

- New Web applications look & feel Should be design and developed with latest
technologies & International standard Look and Feel

- User-friendly and Easy to navigate interface with Proper Hierarchical Structure

- Content control mechanism (Approval from high-level before publishing on Web
application)

- Enhanced Security (Authentication Data to be stored in encrypted format)
- Structured wise menu display

- Development using Government Standards. Follow the GIGW compliance standard.
Web applications will comply with GIGW guidelines 3.0.

- Compatible to all the latest browsers versions of Internet Explorer, Firefox, Chrome
etc.

- Responsive Design - So web applications will also be compatible with mobile
browsers and should be Cross Browser & Cross Platform Compatible

- Better Advance Search capability

- Proper data and information management on web application to display variety of
information.

- Document Management System (DMS) architecture are to be maintained for storing
data as per requirements of PAG(A&E), Bihar Patna office.

- Dynamic features with Content Management System (CMS)

- Statistics regarding Web applications Visitors and Guiding Sitemap
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- Configuring of server and hosting web applications in co-ordination with NIC &
PAG(A&E), Bihar Patna office.

- Email integration and setting SMTP gateway for email & SMS and 2- factor
authentication.

- Security audited by Cert—In empaneled agency (One Time). During O&M the
contract selected firm will also have to comply with the Security Auditors’
observation without any extra cost. However, charges for security audit will be borne
by the office.

- Required SSL Certificate — 2 Years

- On-site support during warranty and Offsite maintenance and support for 2 years.

1.2 Role-based access

The solution will have following types of user roles:

1. Super Administrator: Super Administrator will be managing the Sub-admins, Roles &
Responsibility, contents and can manage all modules from the admin panel. Admin

will have access to all the modules from backend.

2. Sub Administrator: Sub admin will be able to manage the content as per their roles &
responsibilities. They get access to admin panel from backend through given login

credentials.

3. Web application Visitors: This application is for departmental use and after logging in
it should be accessed by the authorized users of pension wing of PAG(A&E) Bihar
Patna. The excess to user of pension wing will be as per the role and accesses assigned
by the system admin. Hence, at present the newly developed application is proposed

to be hosted on the private IP (NICNET) of PAG(A&E) Bihar Patna office. Final decision

will be taken in consultation with selected firm whether we may host it on NICNET or

Public IP with login prompt option.

The web application will have backend administrator, who will be able to manage the
content needs to display at the frontend web application. The content of web application

will be updated as per the updating made from the backend system.
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Super admin will have all the access to manage information displayed at frontend as well
as also manage roles and access rights of the other backend users. Admin will be able to
manage CMS Pages, About Us, Contact Us, Sitemap, etc. for Pension portal.

Super-Admin will be able to manage sub-admin profiles & assign role base access.
SubAdmin will be able to access the modules & manage (Add / Update) data as per their
access rights. Any content posted by sub-admin will be approved by Super-admin of the
system before publishing on web application. Therefore, the backend will be developed

with an approach of proper approvals before publishing any content to live.

The web application data will be updated & managed via content management system
from backend. The system will have multiple admins. The content will be managed by the
admins. The Super-admin & Sub-admin should be able to login into the CMS using their
authenticated username / password. After login, they will be able to view the modules
for which they are granted permission to manage the content. Super admin will be able

to view all the modules of the system with complete control over the information.

The web application content will be updated & managed via Content Management

System (CMS). The content will be managed by Web application Administrator or Sub
Administrator. The system will have multiple authorized users. Super-admin will have all
the access to manage all information displayed at frontend as well as also manage
authorized user’s profiles & assign role base access to them. The Super-admin &
authorized users will be able to login into the CMS using their authenticated username /
password. Authorized users will be able access the modules & manage their profile and

(Add / Edit / Delete) data as per their access right.

1.3 List of Minimum Functionalities to be provisioned.
1. Designing:

1.1. Logo / Branding and Graphics will be provided by the office.
1.2. Proposed Web application needs to be designed in combination with the logo.

1.3. The firm will provide 2-3 concept and 2 revisions on approved concept for Home
Page and Inner Page.

1.4. The Web application needs to be Web GIGW 3.0 complaint.
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2. Navigation & Sitemap:

2.1.

2.2.

The Navigation to be defined before design initiation in consultation with
PAG(A&E) Bihar Patna office.

Navigation structure with mouse-over effects to be provided.

3. User Management:

* User Administration Module

User Administration module shall facilitate for creation of user accounts, assigning
role and privileges, user account management like reset password, unlock
password, user password history, view audit trail etc.

3.1.
3.2

3.3.

3.4.
3.5.

3.6.
3.7.

3.8.

3.9.

System will have one Super Admin

Super Admin would be able to create roles for all other Admn. and override the
privileges created by them.

User credentials would be communicated to user on the instance of creation
by system generated email and user creation and log in will be authenticated
by email OTP and phone OTP.

Super Admin and Admins will be able to change their passwords.

System would facilitate Super Admin to create Admin accounts for Pension
Sections

System should facilitate Admins to create users for Pension Sections.

System should facilitate Admins to define roles and privileges for the created
user.

System should have the provisions to search users, view their roles and
privileges and administer users.

Administrator can manage the internal users from backend.

3.10. Administrator can add, edit or inactive users from backend.

4. Roles & Responsibility Management

4.1. Administrator can assign roles & responsibility to the backend users from
admin panel.
4.2. Based on the role assigned by the administrator, respective users have access
to that functionality only.
4.3. Administrator will be able to modify the roles & responsibility from the
backend as and when required.
5. Sitemap
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5.1. Web application Visitor Functionality: This will display sitemap of the web
application. Users can view the particular page by clicking on page link.
5.2. This will be an auto generated page, so admin need not do any functionality

related to sitemap.

6. Search:

6.1. The user will be able to search content by entering required keyword.

6.2. Search features will have auto suggestion features, so user can easily search
the required content with less effort.

6.3. The system will do extensive searches and get the result from CMS content.

6.4. Combo text search functionality to be provided so that search data can be seen
by click to call action.

6.5. The search facility will be provided for both languages
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Section — IV

SCOPE OF WORK AND DELIVERABLES

1. Project Background

The Comptroller and Auditor General (CAG) is the sole authority prescribed in the Constitution
entrusted with the responsibility of audit of the Union and of the States. In addition to this
C&AG is also responsible for preparing the Accounts of State Governments and is entrusted

with Entitlement Functions of State Government employees, like Pensions and GPF.

The Comptroller and Auditor General of India (C&AG) discharge his constitutional functions
through the Indian Audit and Accounts Department (IA&AD). In addition to providing audit and
accounting services, certain field formations of the C&AG, located across various states, also
perform entitlement functions for state government employees. These offices are designated
as the Accountants General or the Principal Accountants General (Accounts and Entitlements)
and are collectively referred to as AG (A&E) offices. The entitlement services provided by these

offices are delivered on behalf of the respective State Governments.

The pension entitlement services for government employees in Bihar and SSA pensioners are
currently managed by the Accountant General (A&E) Bihar Patna office. This office serves
approximately six lakh pensioners, with nearly thirty thousand new pensioners added each
year. These services are presently delivered through locally developed pension application

hosted within the AG (A&E) office.

The proposed New Pension Application aims to replace these disparate systems with a unified,
integrated, enterprise-level platform specifically designed for the State of Bihar. This
transformation will ensure a seamless and standardized pension processing system,
guaranteeing that every retiring employee receives their retirement benefits promptly on the

day of retirement.

Furthermore, this initiative seeks to re-engineer the existing manual and semi-automated
workflows into a fully digital, efficient, and transparent system, thereby enhancing the
effectiveness of pension administration in Bihar and aligning it with modern digital governance

standards.
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IAAD has its offices (around 19 field offices) at many locations in India having Pension Functions
in that State. The CAG office in Delhi is the headquarters for all the field offices. There is
Government Accounts wing in CAG HQ dealing with different functions of entitlement. All the

AG(A&E) offices are reported to Dy. Comptroller & Auditor General (GA).

On successful completion of project, the same application can be considered for replication
in other A&E Offices by recasting as per mutually agreed rates. However, sole decision for

replication is to rest with CAG headquarters office and there will be no binding.

2. Project Objectives

The objective of this project is to improve IA&AD’s online presence by developing a new and
improved website which is expected to function as an effective tool for the following:

o Improve IA&AD’s outreach to stakeholders

o Inform stakeholders about IA&AD’s professional achievements o Facilitate interactions
with all stakeholders and users o To develop a robust, end-to-end digital platform for
pension application and processing. o To digitize and migrate legacy pension records for
secure storage and easy retrieval.

o To enable automation of PPO generation with digital signatures in compliance with
Government of India standards.

o To ensure seamless integration with:

o HRMS (for State employee data exchange),

o Document Management System (DMS) (for storage, retrieval, and indexing of
records), O Digi locker (for secure document sharing with pensioners). o To enhance data
security, compliance, and auditability as per CAG/Gol IT frameworks. Comply with web
standards and guidelines for Indian Government websites 3.0.

o To build capacity within AG (A&E) Bihar through training, documentation, and on-site
support during warranty of six months.

o Toreduce dependency on manual workflows, thereby improving efficiency and turnaround
time for pensioners.

o Allow designated PAG(A&E) Bihar Patna staff to update content quickly and efficiently o

Enhancement in Search interface for searching/filter reports.
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3. Project Scope & Exclusions

This project will cover the design and development of a pension portal for the office of the
PAG(A&E), Bihar, Patna. The expected project deliverables should align with the detailedscope
work, minimum feature & functionalities required are shown in Annexure-“A”".

The documents issued, created or executed in connection with the Project, including, but not
limited to, the Requirements document, Designs, Quality document and other documents
should be prepared in standard format and handled over to PAG(A&E), Bihar, Patna at the time
of User Acceptance Test.

The project will deliver web application with the features specified in this document. Some minor

changes in placement of heading, reports, query reports, input data fields etc., may be required
or suggested by the developer during UAT which will have to be accommodated (not more than

5- 7% of total functional features). The scope of work is given in Annexure-“A”.

P-84
to 170
of
RFP

The work also includes:

o Study and designing web application prototype o Developing the web application as
per FRS/SRS o Maintenance and Support for 03 years post Go-Live o Obtaining

security certifications and managing security during contract period.

The functionality/features required in the upgraded system have been described hereafter.

o

3.1 Functional specifications

o Todevelop Hindi/ English versions and to ensure that content is universally accessible.

o Web application should provide facilities to upload the content i.e. Web application
should integrate with Content Management System & API integration with State
HRMS.

o The web application will have search & advance search options. o The web
application should be printer friendly.

o Provision of an FAQ (Frequently Asked Questions) page to address common user

queries.
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o User dashboard and required reports for Admin users. o Any user input system must
have a captcha system.

o The content uploading functionality on the web application would be completely
isolated and would have restricted access. Only admin users with certain rights to

add/edit/update the content would be able to manipulate the content they own.

o Monthly Web Analysis Report with page views, sessions / visits, unique visitors etc.

for pension portal.

o There should be a location access through map in contact web page.

3.2 Non-functional specifications

o Open-source technology/platform will be preferred.
o Web application should be Mobile/Tablet Responsive, so it adapts and fits design as

per user resolution.

o Web application should be Compatible to all latest browsers (i.e. Firefox, Internet

Explorer, Microsoft Edge, Opera, Mozilla, Google Chrome, Safari etc.) o All
Information & pages will be managed through CMS

o The web application should be integrated with 3rd party services like email/SMS
service etc. PAG(A&E) Bihar Patna team in co-ordination with NIC/State,

Treasuries/Departments would assist in obtaining the required APlIs, if required.

o To provide information to citizens with minimum number of clicks.

o Web application must be optimized for Search Engines (Meta-tags, User-friendly SEO
links and Easy to Read Titles etc.)

3.3 Security specifications

o Guidelines and instructions related to data protection and cyber security law issued

by Government of India from time to time have to be complied.

o Sufficient Security Measures should be applied against vulnerabilities, e.g. hacking/

SQL- injection-attack, other OWASP threats etc.
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3.4

3.5

L.

o No Installation of third-party scripts to track user activity ad-scripts, hidden back links

to other irrelevant Web application.

o Security Audit should be done before Go-live by CERT-In agency.

Other requirements

o The web application has a Copyright Policy, Terms & Conditions and Privacy Policy,

prominently displayed on the homepage to be provided on the Web application.

o Developer must ensure that, no copyright laws are violated concerning to images,

templates, code etc.

Other key system requirements

Two-factor authentication: As the proposed IT solution involves processing pension

cases and submission of report and information. The existing user IDs of the
department will be linked through LDAP/Parichay. User roles and authentication in
respect of selected User of Patna office, PAG(A&E) Bihar, Patna office and concerned
State Departments/Ministries must be created and maintained in the database. Based
on these roles, password will be generated, and a second layer of authentication
through One Time Password sent to the registered mobile number or email of
employees will be required. For Admins as well the users, two factor authentication
with standard password management protocol with OTP authentication will be
required.

Status Report Consolidation & Tracking: The proposed solution should enable the field
office to easily fill out and submit the reports to Pension Wing. Staff section can track
status of these customized report from these input forms/format.

MIS reports: The IT solution should enable wusers to view/print/export
(monthly/Quarterly/Annual/specific period or current date report) MIS reports
relating to consolidated report etc. Further, there should be provision for querybased
reports on each field. In addition to reports as prescribed, the system should have
provision for filtering/sorting/searching on various fields. The reports should be

exportable to MS Excel/MS Word/MS Access/Adobe PDF.
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Note: In addition to reports as prescribed, the system should have provision for query

reports in each type of case based on metadata in respective modules.

>

The application should have provision for search option and print facility with export
report in excel format to be provided.

5. Portability: The proposed solution must be portable, and the users (employees) must
be able to access it from desktop, laptop, smartphones, notebooks etc. The web

applications should be endpoint device responsive.

6.  Security Audit: The proposed system would be accepted for implementation only after
security audit as required by Government of India is completed successfully.

7. Security audited by Cert—In empaneled agency (One Time). During the O&M contract
period, the selected firm must comply the Security Auditors observation without any
extra cost. However, charges for security audit will be borne by the office.

8. Required SSL Certificate — 2 Years

9.  On-site support during warranty and Offsite maintenance and support for 2 years.

3.6 Dashboards

* Dynamic Dashboards with required reports should be designed on the basis of the Data
Input. This should also work as MIS and tool for Data Analysis. Different reports / graphs
/ charts should be available with Print & export facility according to user, wing
requirements.

* There should be a provision for availability of reports related to the integrated software
including the CARE & CEAAS modules according to different periods, like monthly,
quarterly, yearly reports / query report, specific period report and report on other
specific attributes etc.

* The main page of the Dashboard should mention pending tasks and recent submissions.

* History of all submission should be accessible from Dashboard itself.

* Itshould be interactive.

* Drilled down from country level to Wing level (like Railways, Defense etc.) to the office
level to designation level.

* It should be interactive, and the reports can be exported to excel/word file/pdf.

3.7 IAAD Team

This web application is to be developed & implemented for O/o the Pr. Accountant General
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(A&E), Bihar, Patna. PAG(A&E), Buhar, Patna of this office will be the overall in-charge of
IAAD Team for this project. The necessary training must be provided to Pension wing by the

firm for all the modules of the package along with dashboards.

4. Project Deliverables (Products)

The project will deliver a pension portal for PAG(A&E), Bihar, Patna with the features specified
in this document (Annexure-A).

4.1. Project Delivery Stages

Pension application portal for the PAG(A&E), Bihar, Patna should be developed and made live
within Five months of signing contract. The Project milestone along with payments associated
with them are listed below. Completion of all milestones would need PAG(A&E), Bihar, Patna
approval.

1 Study and design of the web T+ 04 weeks 10% of Development Cost
application including review of
existing pension application in use.

2 Completion of web T+ 12 weeks 40% of Development Cost
application development

2 Completion of fixing issues raised in T + 16 weeks 30% of Development Cost
UAT

3 Security certification and Web T + 20 weeks 20% of Development Cost +
application Go Live Security Audit Charges

T = Date of Work Order

1. Security audit of the web application by CERT-In empanelled agency should be done before
web application Go-Live. STQC audit charges will be paid to the agency only after getting
the STQC Certificate, if required by the office. However, all processes relating to pension
application STQC certification and STQC compliance in pension application will have to be
made by the selected firm without any extra cost during warranty and O&M support.

2. Six months Warranty support would start from date of go-live of the web application.
During warranty on-site support personnel to be provided.

3. Two Years’ Offsite Technical support (O&M phase) would be required from date of
completion of warranty period.
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Note: Payment for O&M phase (including warranty period) shall be made on a quarterly basis at
the end of the quarter and onsite support personnel payment shall be made on monthly

basis.

The Project would have following delivery stages:

Phase I: System Study and Design Approval

The agency will have to understand the requirement in detail before the project development.
The various activities to be performed by the System Partner (SP) during this phase will be
mentioned as below but are not limited to:

1) The SP shall prepare & submit an Integrated Project Plan for the entire project that covers
detailed tasks which are intended to be performed as part of the project along with the
scope and duration of each of the activities.

2) The minimum indicative requirements for the required content management system in
terms of broad level Functional Expectations have been provided in this document.

3) The SP shall ensure to conduct a detailed Functional Requirements gathering and prepare
a Functional Requirements Specifications (FRS) document incorporating State HRMS
functionalities required through API integration. The SP shall have to get a sign-off
separately for the Functional Requirements Specifications (FRS) document.

4) The selected SP will be free to suggest re-engineered processes as per the Standard Market
Practices. But any such processes will be effective only after due approval from PAG(A&E),
Bihar, Patna.

5) The SP shall perform its own individual assessment, conduct comprehensive discussion
with PAG(A&E), Bihar, Patna and subsequent analysis to ensure that each of the
requirements captured during the FRS are covered in the system/software requirements
analysis done as part Software Requirement Specifications (SRS) and are later captured in
the Portal. The SP shall have to get a sign-off separately for the Software Requirement
Specifications (SRS) document.

6) The SP shall have to ensure that both the Functional Requirements Specifications (FRS)
document as well as Software Requirement Specifications (SRS) document for website,
shall detail the requirements of the complete solution up to the last possible detail.

7) The SP shall prepare & submit comprehensive Systems design documents for the website
based on the FRS & SRS document signed off from PAG(A&E), Bihar, Patna. This design
should include Solution Architecture/Designing, user interface designs, Hardware Sizing,
Bandwidth Utilization etc. for the Pension website.
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8)

9)

The SP shall be entirely responsible for the architecture of the system implemented to
satisfy all features, functions, performance and especially the security of the website &
shall ensure that the Systems design documents should adhere to the industry widest
practices.

During the system design, the SP shall make necessary provisions for administrator
/management reports (if any), dashboards for report extraction, etc, SMS/email gateway
and integration in line with the expectations from website provided in the functional
requirements (Whether the vendor is supposed to develop all these features or to keep the
provisions only). It is very important that the website should be able to support all latest
common browsers (like Internet explorer, Mozilla, Chrome etc.). (mobile compatibility)

10) The SP shall ensure that the website would also require the use of unique user IDs and

passwords for authentication purposes as applicable. (to access which part of the website?)

Phase II: Development Completion

The various activities to be performed by the System Partner during this phase will be
mentioned as below but are not limited to:

1)

2)

3)

4)

The SP shall deploy a dedicated team experienced in development, configuration,
customization, integration and testing, implementation, deployment of the website.

The SP shall perform the web portal development/configuration based on the Functional
& Software requirement specifications and solution design finalized thereof. The
development/configuration process should ensure that the standards specified during the
design phase are adhered to during the entire cycle.

The entire development of the website for the PAG(A&E), Bihar, Patna is planned at the
premises of the PAG(A&E), Bihar, Patna office. However, the development of the website
for the PAG(A&E), Bihar, Patna can be performed at the premises of the SP, if required, for
which the SP should have the following minimum supporting infrastructure on their
premises -

a) Website Staging Server
b) Database Staging Server
c) Version control & management server

e) Developer Machines

PAG(A&E), Bihar, Patna shall have total and exclusive Intellectual Property Rights over the
source code written for developing the website.
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5)

6)

7)

8)

The SP must ensure that granularity is built in the website modules, sub modules and
individual functionalities so that these functionalities can be enabled or disabled through
the website administrator as per requirement.

The system must possess easy-to-use user interfaces, able to perform tasks with minimum
clicks, maximum select options and provide suitable short-cuts wherever possible and
guided through screens.

The SP shall ensure adherence to all relevant standards as defined, applicable and notified
by Government of India (Gol)/ Information Technology Act, 2000 from time to time.

The SP must ensure that any changes made to database are captured centrally and securely
stored, such that the audit trails cannot be manipulated by anyone including super users
and DBAs. There should also be facility to send alerts for suspicious activities or attempts
to policy violations.

Phase IlI: UAT and Security Audit

User Acceptance Testing has to be there in Phase lll after completion of development. Assigned
Users of PAG(A&E), Bihar, Patna will be able to review the website functionality with respect
to asked requirement, SP has to assign resources for demonstration of website functionalities
mapping with requirement. Users will give their feedback after User Acceptance Tests (UAT).

The various activities to be performed by the System Partner during this phase will be
mentioned as below but are not limited to:

1)

2)

3)

4)

5)

The SP shall provide Plans for UAT to department.

SP shall provide and ensure all necessary support to PAG(A&E), Bihar, Patna conducting the
Acceptance Testing including sharing necessary project documentation, source code, and
systems designed & developed, credentials (if required) etc. The SP would be required to
facilitate this process and it would be incumbent upon the SP to meet all the criteria.

PAG(A&E), Bihar, Patna would perform detailed acceptance testing over the application
deployed, from where the system is expected to be accessed i.e. test from the web portal.

Each issue/bug should be closed by SP, functional level feedback will be addressed by
developer after approval from PAG(A&E), Bihar, Patna. Any functionality/requirement
which will be completely out of the scope can be treated as Change Request, where SP will
share their effort and PAG(A&E), Bihar, Patna will process the change request for approval.

The acceptance of website would be essential before security audit and Go-Live.

Phase IV: Deployment and Go-Live
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The various activities to be performed by the System Partner during this phase will be
mentioned as below but are not limited to:

1. The SP shall have to make deployment of website on current hosting environment i.e. on
PAG(A&E), Bihar, Patna premises locally /NIC/Meity Cloud/Third Party cloud.

2. This includes installation/configuration of required system software, SSL certificate,
application software, relevant database, OS etc.

3. The SSL certificate shall be enabled from the date of Go-Live.

4. The SP shall ensure the complete system testing internally and performing necessary
security audits from CERT-IN empaneled vendors before making it Go-Live. GIGW
Certification from STQC, if required, by PAG(A&E), Bihar, Patna will have to be carried out
by the selected firm. The cost of STQC will be prone by PAG(A&E), Bihar, Patna, however,
compliance will have to be made by the selected firm with the contract price including
O&M.

Note:

1) CERT-IN security audit of the application has to be started just after development
approval and before deployment/Go-Live of the application, SP has to do all
coordination and follows up with CERT-IN security audit agency. Payment for CERTIN
security audit will be released after receiving of security audit certificate. Hosting and
deployment infrastructure will be provided by the department to SP.

2) STQC process of the website, if required, should start just after Go-Live of the website,
vendor has to do all coordination and follows up with STQC department for getting the
website STQC certified for GIGW. Payment for STQC will be released after the STQC
certificate is received, it will not be lined with website go-live phase.

4.2. Project organizational structure
4.2.1 Project teams
The roles of the key stakeholders within the project structure are listed as follows:
* PAG(A&E), Bihar, Patna Project Manager
Day-to-day management of the project, planning, monitoring, control and progress

reporting

* PAG(A&E), Bihar, Patna Project Team
Responsible for all decisions related to the functioning of the website and on-time delivery.

* PAG(A&E), Bihar, Patna IS/pension wing Team
Provide technical inputs and assistance during and post development.
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4.3.

Implementation process requirements

The following section specifies the expectations towards the vendor of the technical system

regarding development, testing, roll-out, and post go roll-out support, documentation and

testing. The project would follow standard SDLC methodology.

O

Design and develop the web application's structure and functionality, taking into account
the requirements from the PAG(A&E), Bihar, Patna.

System Requirement Study (SRS) Document for design and development of the web
application should be shared with PAG(A&E), Bihar, Patna for its review and approval.
After development of web application, complete web application UAT should be given to
assigned officials of PAG(A&E), Bihar, Patna. After successful UAT, certificate for the same
would be given.

After UAT sign-off, security audit of the web application should be processed before go-
live of the web application.

After security audit, web application will be deployed on Production server with content
migration and further made go-live with current domain mapping.

Domain and hosting will be provided to the agency from the client in co-ordination with
NIC/Meity/third party. PAG(A&E), Bihar, Patna will share access permission to the agency

for deployment.

4.4 Development process

Based on the functional specifications, system development and coding tasks will be carried by
the vendor. In this regard, the bidder is required to submit the system development
methodology that they will follow and a detailed project plan indicating the milestones,
resources. Relevant professional experience of the task manager and team members is
essential during the proposal review.

4.5 Testing

Development and initial testing will be done using the vendor’s resources and the User
Acceptance Testing will take place at the PAG(A&E), Bihar, Patna. PAG(A&E), Bihar, Patna will
provide the infrastructure for a testing environment, where all required tools and
customizations are to be installed and configured by the vendor - in close collaboration with
PAG(A&E), Bihar, Patna.

The vendor is expected to develop a testing plan for User Acceptance Testing and undertake
comprehensive and analysis testing with various audiences in PAG(A&E), Bihar, Patna at
selected stages of the development process. User Acceptance Testing will be performed by the
selected users from PAG(A&E), Bihar, Patna.
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The SP shall fix any errors that occur during the test phase of the web application. It is expected
that user feedback is documented, and respective system design or workflow adjustments are
discussed with the PAG(A&E), Bihar, Patna representatives.

4.6 Data conversion and content migration

As a one-time effort, content currently residing in the PAG(A&E), Bihar, Patna existing website
must be migrated into the new system. As part of the Search facility and searchable database
of pension cases and other documents are to be provided by the Implementing agency
personnel to make them amenable to search and SEO. The Agency will develop suitable
keywords and metadata tags, if required, for this purpose based on mutual discussions.

4.7 Document Archival

The archival of all the documents in the website should be as per the archival policy of
PAG(A&E), Bihar, Patna and instructions issued by PAG(A&E), Bihar, Patna from time to time.
The workflow should be defined with timelines and the respective owners of the documents
should be alerted for the final disposal of the documents.

4.8 Roll-out

Before roll-out, the vendor will install and configure the respective environment on the
production server (external hosting agency or locally on PAG(A&E), Bihar, Patna premises ) and
ensure successful transfer of the website from the testing environment to production
environment where final sign off of the project will be done by PAG(A&E), Bihar, Patna. The
vendor will prepare a roll-out and communications plan.

4.9 Operational Maintenance and Support phase:

Warranty phase would start after Go-Live of the web application and would be for Six
months (From date of go-live). The O&M phase would be for two & half year years including
Six months of the Warranty phase.

If required, the Operation & Maintenance/ Technical Support period may be extended for
a further period. The price for the extension would be as mutually agreed. The O&M is
expected to be off- site, except in scenarios where CAG explicitly asks the onsite support.

o Activities for warranty support of web application will be:
* Rectification of bugs in the existing code.

* Solution of issues reported in the running web application.
* Any configuration in the existing code

There should be a point of contact at agency during warranty period.

5.0 Helpdesk support
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On-site Helpdesk support for the warranty period must be provided by the vendor. One skilled
technical staff will be stationed at PAG(A&E), Bihar, Patna office during Six months warranty
support. During this period, the Agency will be responsible for providing immediate email
helpdesk support and resolving any user requests and technical issues that arise with the
implemented website. The vendor will in addition propose a concept and make
recommendations on adequate workflows and staffing which will enable PAG(A&E), Bihar,
Patna to maintain this Helpdesk and support function beyond the support period. This will
include handholding and training support of the application, the specification of workflows for
tracking user requests regarding technical bugs, design flaws and feature recommendations.
The helpdesk concept will describe roles and responsibilities of content managers, website
administrators and IT staff in documenting, responding to and resolving user queries and
technical issues and maintaining communication with different stakeholders on the status of
user requests and ongoing developments.

Post warranty of Six months, there will be Off-site O&M support. During O&M, the selected
firm will provide helpdesk support as stated above and resolve the issues including bug-fixing
and minor changes.

4.10 Training

From Phase Il of the project onwards, the Agency will review training needs, design a training
plan and develop material for end users and content manager/administrator training. The
vendor will provide Training of Trainers (TOT) training to the project team so that they will be
able to offer training to the website users and content managers/administrators in the future.
Training will also be provided by the Agency to selected staff of PAG(A&E), Bihar, Patna as
decided by the Project team and pension wings of PAG(A&E), Bihar, Patna.

* User Training manual and documentation should be shared to assigned users in

PAG(A&E), Bihar, Patna for web application content management.

*  Further PAG(A&E), Bihar, Patna will update new content on web application after CMS

training.

4.11 Change Control

In case of any requirement from PAG(A&E), Bihar Patna Office for additional
modules/functionalities development in web application, which are not the part of this
scope, agency has to analyse the work and share change request effort estimation with
PAG(A&E), Bihar Patna Office after approval on change request from PAG(A&E), Bihar
Patna agency can get the work done and submit their bills as per approved change

request
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Section V

CONDITIONS OF THE CONTRACT

Definitions
In this Contract, the following terms shall be interpreted as indicated:

“The Contract” means the agreement entered into between the Pr. Accountant General
(A&E), Bihar, Patna. and the agency, as recorded in the Contract Form Signed by the
parties, including all the attachments and appendices thereto and all documents
incorporated by reference therein;

“Bidder” means any vendor that is participating in the RFP process.

“Agency” means any agency that is a successful Bidder and to whom the contract will be
awarded.

“Contract Price” means the price payable to the agency under the Contract for the full and
proper performance of its contractual obligations.

“CAG” means the Office of the Comptroller & Auditor General of India, New Delhi.

“PAG(A&E), Bihar, Patna” means the Office of the Pr. Accountant General (A&E), Bihar,
Patna which is the RFP Inviting Authority.

“IAAD” means the Indian Audit & Accounts Department (IAAD).

"Tendering Authority" means the Office of the Pr. Accountant General (A&E), Bihar,
Patna.

. Application

These Conditions shall apply to the extent that provisions in other parts of the Contract
do not supersede them.

Use of Contract Documents and Information

a. Theagency shall not, without the Office of the Pr. Accountant General (A&E), Bihar,
Patna prior written consent, disclose the Contract, or any provision thereof, or any
specification, plan, drawing, pattern, sample or information furnished by or on
behalf of the PAG(A&E), Bihar, Patna in connection therewith, to any person other
than a person employed by the agency in performance of the Contract. Disclosure
to any such employed person shall be made in confidence and shall extend only as
far as may be necessary for purposes of such performance.

b. Any document, other than the Contract itself, shall remain the property of the CAG
and shall be returned (in all copies) to the PAG(A&E), Bihar, Patna on completion of
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the agency’s performance under the Contract if so required by the PAG(A&E), Bihar,
Patna.

4. Patent Rights

The agency shall indemnify the PAG(A&E), Bihar, Patna against all third-party claims of
infringement of patent, trademark or industrial design rights arising from use of the
Supplied Solution or any part thereof in India.

5. Change Orders

The PAG(A&E), Bihar, Patna may at any time, by written notice to the agency, make
changes within the general scope of the Contract in one or more of the following:

1) The Services to be provided by the agency.
2) The Quality of the Developed Solution and/or the Deployment of the solution.

3) Change in per unit cost in case of future upgrade as per the change order if any.

If any such change causes an increase or decrease in the cost of, or the time required
for, the agency’s performance of any provisions under the Contract, an equitable
adjustments shall be made in the Contract Price or delivery schedule, or both, and the
Contract shall accordingly be amended. Any claims by the agency for adjustment under
this clause must be asserted within thirty (30) days from the date of the agency’s receipt
of the PAG(A&E), Bihar, Patna change order.

6. Delays in the Bidder's performance

a. Performance or the Contract shall be made by the Bidder in accordance
with the time schedule specified by PAG(A&E), Bihar, Patna as indicated in
the RFP.

b. An unexcused delay by the Bidder in the performance of its contract
obligations shall render the Bidder liable to any or all of the following
sanctions:

O Forfeiture of its performance security. O
Imposition of liquidated damage; and/or O

Termination of the Contract for default.

C. If at any time during performance of the Contract, the Bidder should
encounter conditions impeding timely completion of the services under
the contract and performance of services, the Bidder shall promptly notify
PAG(A&E), Bihar, Patna in writing of the fact of the delay, it’s likely
duration and its causes.
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7.

8.

d. As soon as practicable, after receipt of the Bidder’s notice, PAG(A&E),
Bihar, Patna shall evaluate the situation and may at its discretion extend
the Bidder's time for performance, in which case the extension shall be
ratified by the parties by amendment of the Contract.

Acceptance
The Acceptance Tests must be completed by the Bidder to the satisfaction of the
PAG(A&E), Bihar, Patna Project Team and any other PAG(A&E), Bihar, Patna

representatives within a month of completion of Phase IlI.

Liquidated Damages

In the event of failure of the agency to secure acceptance of the website by PAG(A&E), Bihar,

10.

Patna, within ninety (90) days after implementation, PAG(A&E), Bihar, Patna reserves
the option to recover from the agency as liquidated damages and not by way of penalty
for the period after the said ninety (90) days, until acceptance a sum equivalent to two
percent (2%) of the contract value for each month of the failure of agency up to a
maximum deduction of Ten (10) percent, to secure acceptance or part thereof, without
prejudice to PAG(A&E), Bihar, Patna other remedies under the Contract.

Penalty Clause

If the agency is not executing the contract to the satisfaction of the PAG(A&E), Bihar,
Patna then it may invoke any or all of the following clauses.

O Forfeit the performance Guarantee Amount or

O Terminate the contract without giving any notice.

Termination for Default

The Tendering Authority may, without prejudice to any other remedy for breach of
contract, by written notice of default sent to the Agency, terminate the Contract in
whole or part:

O |If the agency fails to deliver any or all of the deliverables within the period(s)
specified in the Contract.

O If the agency fails to perform as per the performance standards.

O If the agency, in the judgment of the Tendering Authority has engaged in corrupt or
fraudulent practices in competing for or in executing the Contract.

11. Termination for insolvency
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The PAG(A&E), Bihar, Patna may at any time terminate the contract by giving 30 days
written notice to the Agency if the Agency becomes bankrupt or otherwise insolvent.
In this event, termination will be without compensation to the Agency, provided that
such termination will not prejudice or affect any right of action or remedy which has
accrued or will accrue thereafter to the PAG(A&E), Bihar, Patna

12. Termination for convenience

i The PAG(A&E), Bihar, Patna Office may at any time by giving 30 days written
notice to the Agency, terminate the Contract, in whole or in part, for its
convenience. The notice of termination shall specify that termination is for the
PAG(A&E), Bihar, Patna Office, the extent to which performance of the Agency
under the Contract is terminated, and the date upon which such termination
becomes effective.

ii.  The client may in the following events after giving a prior notice and conducting
investigations if required, terminate the contract forfeiting the bid security and
any sums due for payment to the Agency:

* If the value of the penalty for different services together exceeds 10% of the
contract amount for 3 years.

* If the Agency becomes Bankrupt or financially insolvent during currency of the
contract.

* Ifitis found that the Bidder has been convicted for any unlawful activities.

* If it is found that Bidder has made gross misconduct or involved in practices
injurious to the image and interest of the client or has failed in performing his
duties as per contract.

13. Risk Management

The Agency shall at his own expense adopt suitable Risk Management methodology to
mitigate all risks assumed under this contract. The Agency shall underwrite all the risk
related to its personnel deputed under this contract as well as equipment and
components and any other belongings or their personnel during the entire period of
their engagement in connection with this contract and take all essential steps to reduce
and mitigate the risk. PAG(A&E), Bihar, Patna Office will have no liability on this account.

14. Publicity
The agency shall not make or permit, to be made a public announcement or media
release about any part of this contract unless the PAG(A&E), Bihar, Patna office first

gives the Agency its written consent

15. Governing language
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The contract shall be written in English. All correspondence and other documents
pertaining to the contract which are exchanged by the parties shall be written in same
languages

16. Force Majeure

1) For purposes of this clause, “Force Majeure” means an event beyond the control of
the agency and not involving the Agency’s fault or negligence and not foreseeable.
Such events may include, but are not limited to, acts of the Purchase either in its
sovereign or contractual capacity, wars or revolutions, fires, floods, epidemics,
guarantine restrictions and freight embargoes.

2) If a force Majeure situation arises, the Agency shall promptly notify the PAG(A&E),
Bihar, Patna in writing of such conditions and the cause thereof. Unless otherwise
directed by the PAG(A&E), Bihar, Patna in writing, the Agency shall continue to
perform its obligations under the Contract as far as it reasonably practical, and shall
seek all reasonable alternative means for performance not prevented by the Force
Majeure.

17. Legal Jurisdiction

All legal disputes are subject to the jurisdiction of Bihar, Patna courts only.

18. Taxes and Duties

The rates quoted inclusive of taxes and duties shall be in Indian Rupees; also separately
mentioning all taxes, duties as applicable up to the completion of job. Any increase in
the rates of taxes and duties will only be allowed, if it is notified by the Gol.

19. Binding Clause

All decisions taken by the Tendering Authority regarding the processing of this RFP and
award of contract shall be final and binding on all concerned parties.

20. Applicable Law

a) The Agreement/Contract/Work Order will be governed by the laws and procedures

established by the Govt. of India within the framework of applicable legislation and

enactment made from time to time concerning such commercial dealings/processing.

b) The agency and their deployed personnel either during the contract or after its

completion, shall not disclose any proprietary or confidential information relating to

the services, contract or business or operations of CAG & PAG(A&E), Bihar, Patna

without the prior written consent of CAG & PAG(A&E), Bihar, Patna.

61



c) Owing to the confidentiality of Examination related Data, the selected bidder is
required to submit a Non-Disclosure Agreement (NDA) and sign Integrity pact on

award of contract.

21. Agency’s Integrity

The Agency is responsible for and obliged to conduct all contracted activities as defined
in the scope of work in accordance with the Contract.

22. Agency’s Obligations

1) The Agency is obliged to work closely with the Tendering Authority’s staff, act within
its own authority and abide by directives issued by the PAG(A&E), Bihar, Patna.

2) The Agency will abide by the job safety measures prevalent in India and will free the
PAG(A&E), Bihar, Patna from all demands or responsibilities arising from accidents
or loss of life the cause of which is the Agency’s negligence. The Agency will pay all
indemnities arising from such incidents and will not hold the Tendering Authority
responsible or obligated.

3) The Agency is responsible for managing the activities of its personnel or
subcontracted personnel and will hold itself responsible for any misdemeanor.

4) The Agency will treat as confidential all data and information about PAG(A&E),
Bihar, Patna, obtained in the execution of his responsibilities, in strict confidence
and will not reveal such information to any other party without the prior written
approval of the PAG(A&E), Bihar, Patna.

23. The Intellectual Property Right (IPR) of the source code and documentation and
design will be with the PAG(A&E), Bihar, Patna and CAG. The agency will have to
submit source code and required documentation including training manual to the
PAG(A&E), Bihar, Patna. The PAG(A&E), Bihar, Patna will have full right over the
source code, and the agency will not possess any rights. Any modification in the
source code or documentation will be provided from time to time to PAG(A&E),
Bihar, Patna.

CAG/ PAG(A&E), Bihar, Patna will be free to use this source code in other IA&AD
offices having Pension functions and replicate the application by
modifying/recasting its source code through selected firm or any other vendor.

24. The CAG/ PAG(A&E), Bihar, Patna, reserves the right to verify, modify, revise,
amend or change any of the terms and conditions mentioned above or to reject
any or all the bids without assigning any reason whatsoever thereof or may
terminate the bid process midway without assigning any reason.
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25. Notwithstanding anything to the contrary contained in the conditions of the
contract , in no event will the agency be liable to the PAG(A&E), Bihar, Patna,
whether a claim be in tort, contract or otherwise; for any amount in excess of 100%
of the total fees payable under the Project.

26. In case of any ambiguity in the interpretation of any of the clauses in the RFP or
the Contract Document, the PAG(A&E), Bihar, Patna interpretation of the clauses

shall be final and binding on all parties.

27. Conditional tender shall be summarily rejected.

SECTION-VI BID FORMATS

Form 1 - Bid Proposal Sheet

Bidders Proposal Reference No. and Date:

Bidders Name and Address:
Person to be contacted:
Designation:

Telephone No(s):

Telex No. :

Fax No. :

Subject:  Proposal for PAG(A&E), Bihar, Patna pension website

Sir,

1.We, the undersigned Bidders, having read and examined in detail the Specifications and
all the bidding documents in respect of Design, Development, maintenance and support

for PAG(A&E), Bihar, Patna Pension Website as specified in the Bidding documents No. _<
>,

2. PRICE AND VALIDITY
All the prices mentioned in our proposal are in accordance with the terms as specified in
bidding documents. All the prices and other terms and conditions of this proposal are valid

for a period of 180 calendar days from the date of opening of the Bids.

We are an Indian firm and do hereby confirm that our Bid prices include all taxes including
Income Tax and Professional Tax.
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We have studied the Clause relating to Goods and Service Taxes and hereby declare that if
any Tax is altercated under law, we shall pay the same.

3. UNIT RATES

We have indicated in the relevant schedules enclosed the unit rates for the purpose of on
account of payment as well as for price adjustment in case of any increase to/decrease
from the Scope of Work under the contract.

4. EMD

We have enclosed a Demand Draft of Rs 1,00,000/ (Rupees One Lakh only )in favour of
PAO, O/o PAG(A&E), Bihar, Patna and payable at Bihar, Patna towards EMD. This EMD is
liable to be forfeited in accordance with the provisions of Bid documents.

We declare that all the Services/Works shall be performed strictly in accordance with the
Scope of Work.

5. BID PRICING

We further declare that the prices stated in our proposal are in accordance with your
Instructions to Bidders included in bidding documents.

6. BID PRICE

We declare that our bid prices are for the entire scope of the work as specified in the
technical specification and bid documents. These prices are indicated as per consolidated
bid price for component A + B as shown in para 4.3 of Section-Il as part of the Commercial
Bid.

We hereby declare that our proposal is made in good faith, without collusion or fraud and
the information contained in the proposal is true and correct to the best of our knowledge
and belief.

Thanking you,

Yours faithfully,

(Signature) Printed Name and Designation
Seal
Date:
Place:
Business Address:
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Form 2 - Bidder’s Authorization Certificate

To,

The Pr. Accountant General (A&E),
Bihar, Patna,

<Bidder’s Name>

]

<Designation> is hereby authorized to sign relevant

documents on behalf of the company in dealing with RFP of reference <RFP No. & Date>

. He is also authorized to attend meetings & submit

technical & commercial information as may be required by you in the course of processing
above said RFP.

Thanking you,

Authorized Signatory.

<Company Name>

Seal
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Form 3 - Work Experience Certificate

Name of the firm: Period:
From - to -
Order | Order Solution | Value of | Whether | Date off Remarks | Other
No. & | Placed by | provided | order in | GiGW completion indicating | Remarks
Date | (full (Agency) | Rupees Compliant reasons
contact Yes/No As Actual for delay,
address of pe if any
such r contract
agencies)
Date:
Place:

Signature of the bidder:

NOTE:

Please provide copies of valid Work Order or Certificate of Completion (for completed projects)
from authorized client officials of the project.

To

(To be given on Company Letter Head)

The Pr. Accountant General (A&E),
Bihar, Patna - 800001

Date:

Sub: Acceptance of Terms & Conditions of RFP

Form 4 - Self Declaration - TENDER ACCEPTANCE LETTER
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Tender Reference No: /___-Pension/2025-AG-Bihar

NAME OF TENDER / WORK: - DESIGN, DEVELOPMENT OF ONLINE PENSION PORTAL OF
OFFICE OF THE PR. ACCOUNTANT GENERAL (A&E), BIHAR, PATNA

Dear Sir,

1. I/ We have downloaded / obtained the tender document(s) for the above mentioned
‘Tender/Work’ from the web site(s) namely CPP portal: https://eprocure.gov.in/eprocure/app as
per your advertisement, given in the above mentioned website(s).

2. | / We hereby certify that | / we have read the entire terms and conditions of the tender
documents (including all documents like annexure(s), schedule(s), etc.), which form part of the
contract agreement and | / we shall abide hereby by the terms / conditions / clauses contained
therein.

3.  The corrigendum(s) issued from time to time by your department/ organization too have
also been taken into consideration, while submitting this acceptance letter.

4, | / We hereby unconditionally accept the tender conditions of above mentioned tender
document(s) / corrigendum(s) in its totality / entirety.

5. | / We do hereby declare that our Firm has not been blacklisted/ debarred by any
Central/State Govt. Department/Ministry, Public Sector Undertaking, Autonomous Bodies during
the last five year as on the date of bid submission.

6. | / We certify that all information furnished by our Firm is true & correct and in the event
that the information is found to be incorrect/untrue or found violated, then your department/
organization shall without giving any notice or reason therefore or summarily reject the bid or
terminate the contract, without prejudice to any other rights or remedy including the forfeiture of
the full said earnest money deposit absolutely.

Date : Signature of authorized person
Place:

Full name:

Seal:

Form 5 - Certificate of Conformity

Date:

To,
The Pr. Accountant General (A&E),
Bihar, Patna,
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CERTIFICATE

This is to certify that the service for system analysis and design, development, implementation,

maintenance and Support of PAG(A&E), Bihar, Patna Website which | shall provide, if | am

awarded with the work, are in conformity with the Scope of Work in the RFP.

| also certify that the price | have quoted per unit cost basis is inclusive of all the cost factors

involved in the execution of the project, to meet the desired standards set out in the Conditions

of the contract.

Name:
Designation:
Seal:
Form 6 - Financial Details as per Audited Accounts
Years FY 2022-23 FY 2023-24 FY 2024-25 Average Turnover
Particulars Total
From Total From Total From Total From
relevant relevant relevant relevant
services services services services
Turnover
(Rs.’000)
Profit
(Rs.’000)
Net worth
(Rs.’000)

Note: Enclose CA certificate conforming Annual Turnover during stated 3 audited financial

years.
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FORM 7- STRUCTURE OF TECHNICAL PROPOSAL

The Technical Proposal needs to be structured as follows:

Section 1: Executive Summary

This section should be a succinct statement and executive summary by the Bidder highlighting
the key aspects of technical proposal.

Section 2: Bidder Profile & Qualifications

This section should cover the Bidder’s local presence, the project team composition and
relevant experience and the company / companies of the tools and products selected to deliver
the Application

Section 3: Solution Proposed for Application

This section should present Bidders’ proposed solution meeting requirements outlined in the
RFP. Bidders are required to present sound, complete, and competent technical architecture
solutions. The solution proposed by the bidder will indicate bidders’ understanding of the
requirements and this is to be demonstrated by the bidder by making presentation before the
Evaluation Committee. The section should also include the Bill of Materials (BOM) for all the
software components, products and tools that are proposed for website development, testing,
deployment and maintenance.

Section 4: Project Management Plan

In this section, Bidders’ should propose the main activities of the project, duration, phasing
and interrelations, milestones (including interim approvals by the Purchaser), and delivery
dates of the reports. The proposed work plan should be consistent with the technical approach
and methodology, showing understanding of the ToR and ability to translate them into a
feasible working plan. A list of the final documents, including reports, drawings, and tables to
be delivered as final output, should be included here. The work plan should be consistent with
the Work Schedule.

Section 5: Organization & Staffing

In this section, Bidders’ should propose the structure and composition of the proposed team. Key
emphasis will be on the experience of the Project team.

Section 6: Quality Assurance, Maintenance, & Support

Bidders are required to discuss their Quality Assurance framework and testing plans in details
meeting the requirements of this RFP. This section should also present Bidder’s detailed
maintenance and support plan including detailed information on these plans.
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Form 8 - Format for Resumes

1 Proposed Position
2 Name of the Firm
3 Name of the Staff
4 Date of Birth
5 Education Details
6 Summary of Key|
Training and
Certifications
7
Languages Language | Reading | Writing | Speaking
8
Employment Record From/To
Employer
Position held
From/To
Employer
Position held
From/To
Employer
Position held

Work Undertaken that

Best lllustrates Capability to Handle the Tasks Assigned

Name of assignment
or project:

Year:

Location:

Client:

Main project
features:

Positions held:

Activities performed:
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Note: Project wise forms details to be submitted as shown in Sr.No.8 above for each
assignment of the resume.

FORM 9A- TEAM COMPOSITION AND TASK ASSIGNMENTS

KEY PROFESSIONAL STAFF
Resource Category Name of Staff of
with Area Position )
e L ) . Task Assigned
qualification Expertise Assigned

and experience

Project Manager
(with > 10 years’
experience in
IT/eGovernance)

Sr. Developer (with > 5
years’ experience)

Developer (with > 3
years’ experience)

Ul Designer

Note: Development team should have with minimum 5 skilled developers.
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FORM 9B- TEAM COMPOSITION AND TASK ASSIGNMENTS

SUPPORT STAFF
Resource Category Area of Support Position Assigned | Task Assigned
1.
2.
3.
N.
FORM 10- STAFFING SCHEDULE
Months
No |Name of Staff!
1 2 3 4 5 6 Total
1
2
3
4
N

Professional Staff input should be indicated individually; for Support Staff it should be

indicated by category

Months are counted from the start of the assignment.
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FORM 11- WORK SCHEDULE

Months
No | Activity
1 2 3 5 6 N
1
2
3
4
5
6
N
FORM 12A- SUMMARY OF COSTS- COMPONENT A
SI.No. Item Cost in INR
1 Total Cost for providing all the services as per this RFP including
Remuneration and Bill of Materials (exclusive of taxes, 1 year warranty and
2-year paid Support)
2 Cost of One-year On-site support personnel (having minimum 3 years’
experience)
Security Audit
4 SSL charges for 2 years
GST
Total Amount of Commercial Proposal- Component A (including taxes)
Note 1: Bill of materials to be provided separately
Note 2: Cost of proprietary / COTS software used shall be included in the commercials.
FORM 12B- SUMMARY OF COSTS- COMPONENT B
Costs in INR
S.No Item
Quarter Year1l | Year2 | Year3
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1 And

which all
successfully delivered)

* Total Cost of Warranty for 1 year after
completion of all four phases of contract
(Warranty period starts from the date on

phases of the contract are

*  Cost of operation & maintenance (refer post-
warranty) of the staff wing website for Two
years (i.e year 2 and year 3) after completion
of 1 year warranty support

1st Quarter

2nd Quarter

3rd Quarter

4th Quarter

1st Quarter

2nd Quarter

3rd Quarter

4th Quarter

(including taxes)

Total Amount of Commercial Proposal- Component B

Total cost Component A+B

Total Amount (In Rs)

(In Figures)

NOTE: The consolidated bid price for component A + B as shown in para 4.3 of Section-ll to be

submitted as per BoQ on CPP portal.

The tendering authority may at a later stage (i.e. after the

finalization of the contract or at the time of agreement) ask for a component wise breakup of the

price in Form-12A, 12B, Section VI.

Form 13A- COMMERCIAL PROPOSAL- BREAKDOWN OF REMUNERATION-COMPONENT A

Name2

Position

Staff-month Rate (A)4

Proposed total No. of

Man-months (B)

Total Amount in INR

(A*B)

Professional staff

Support Staff
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Note:
2 Professional Staff and Support Staff should be indicated individually.

4 Indicate separately staff-month rate.

Form 13B- COMMERCIAL PROPOSAL- BREAKDOWN OF REMUNERATION-COMPONENT B

Proposed total No. of Total Amount in INR
Name 2 Position Staff-month Rate (A) 4 Man-months (8) (A*B)

Professional staff

Support Staff

NOTE: The tendering authority may at a later stage (i.e. after the finalization of the contract
or at the time of agreement) ask for a component wise breakup of breakdown of
remuneration charges in Form-13A, 13B, from selected firm. It should be commensurate
with the price quoted by the bidder, and it will be used for man month cost effort estimation

of change request, if required in future, during the entire contact period.

Form 14 — Performance Guarantee Bond Proforma

>
(1]

0

Date

Bank Guarantee No
To,

The Pr. Accountant General (A&E),
Bihar, Patna,
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Against Contract vide Advance Acceptance of the RFP No. Dated of
PAG(A&E), Bihar, Patna covering the services for Pension Website to be implemented
in the said location (Hereinafter called " The Said Contract") entered into between

PAG(A&E), Bihar, Patna and the (Hereinafter called the "The Bidder"),
this is to certify that at the request of the Bidder we Bank are holding in trust
in favour of the client, the amount (write the sum here in words) to

indemnify and keep indemnified PAG(A&E), Bihar, Patna against any loss or damage
that may be caused to or suffered by PAG(A&E), Bihar, Patna by reason of the said
Contract and / or in the performance thereof. We agree that the decision of PAG(A&E),
Bihar, Patna, whether any breach of any of the terms and conditions of the said contract
and / or in the performance thereof has been committed by the Bidder and the amount
of loss or damage that has been caused or suffered by PAG(A&E), Bihar, Patna shall be
final and binding on us and the amount of the said loss or damage shall be paid by us
forthwith on demand and without demur to PAG(A&E), Bihar, Patna.

We Bank further agree that the Guarantee herein contained shall remain in
full force and effect during the period that could be taken for satisfactory performance
and fulfillment in all respects of the said Contract by the Bidder i.e.
till (viz. The date up to 2 months after the date of closure of the
contract including warranty + 2 years O&M support) hereinafter called the said date
and that if any claim accrues or arises against us Bank by virtue of this guarantee
before the said date, the same shall be enforce able against us Bank
notwithstanding the fact that the same is enforced within six months after the said
date, provided that the notice of any such claim has been given to us Bank
by the purchaser before the said date. Payment under this letter of Guarantee shall be
made promptly upon our receipt of notice to that effect from PAG(A&E), Bihar, Patna.

It is fully understood that this Guarantee is effective from the date of the said Contract
and that we Bank undertake not to revoke this guarantee
during its currency without the consent in writing of PAG(A&E), Bihar, Patna.

We undertake to pay PAG(A&E), Bihar, Patna any money so demanded not withstanding
any dispute or disputes raised by the Bidder in any suit or proceedings pending before
any Court or Tribunal relation thereto our liability under this present bond being
absolute and unequivocal.

The payment so made by us under this bond shall be a valid discharge or our liability
for payment there under and the Bidder shall have no claim against us for making such
payment.

We
Bank further agree that PAG(A&E), Bihar,

Patna shall have the fullest liberty, without affecting in any manner our obligation

hereunder to vary any of the terms and conditions of the said Contract or to extend

time of performance by the Bidder from time to time or to postpone for any time or
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from time to time any of the powers exercisable by PAG(A&E), Bihar, Patna against the
said Bidder and to forebear or enforce any of the terms and conditions relating to the
said Contract and we, Bank shall not be released from
our liability under these guarantee by reason of any such variations or extension being
granted to the said forbearance and / or omission on the part of PAG(A&E), Bihar, Patna
or any other matter or thing whatsoever, which under the law relating to sureties,
would but for this provisions have the effect of so releasing us from our liability under
this guarantee.

The Guarantee is for an amount of Rs. (In
figures Rs. ).

This Guarantee shall not be discharged due to the change in the constitution of the
Bank or the Bidder.

DATE: -
PLACE: SIGNATURE: -
WITNESS: - PRINTED NAME:

..................................... (BANK’S COMMON SEAL)

SECTION-VII
ANNEXURE-I:

The agency has to maintain the following Service levels for the problems/ issues reported by
PAG(A&E), Bihar, Patna:
1. SERVICE LEVEL REQUIREMENTS

SLAs wrt Resolution of Application Problems reported by PAG(A&E), Bihar, Patna

SNo

Severity Category Service level Penalty
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1 Level-1 Severity Such cases | Agency to | A penalty of 0.25% of the cost of
that can be addressed resolve such | quarterly payment shall be
without modifications to the | Problems within | charged per hour of delay.
code. E.g.: User not ableto | 4-hours from the
browse — a change required | time of reporting
in the configuration of the bY PAG(A&E),

. Bihar, Patna
application

2 Level-2 Severity Agency to | A penalty of 0.5% of the cost of
Such case where there is resolve such | quarterly payment shall be
minor problem in the problems within | charged per day of delay.
workflow/navigation of 1 working days
pages such as reports, from the date
forms, in the Application etc | and  time  of
OR reporting by
When there is a minor PAG(A&E), Bihar,
deviation in the application | Patna
outcome that is not as per
feature requirement.

3 Level-3 Severity Agency to | A penalty of 0.5% of the cost of
Such case where there is resolve such

major problem in the
workflow/ navigation of
pages such as reports, forms,
in the Application OR When
there is a Major deviation in
the application outcome and
is not as per feature
requirement OR When there
is an unwarranted event
such as Application crash etc
OR

Shortfall in 99% uptime of
website

problems within
3 working days
from the date
and time of
reporting by
PAG(A&E), Bihar,
Patna

quarterly payment shall be

charged per day of delay.

Penalty for Shortfall in 99%
uptime (computed weekly) of
website would be 0.25% of
quarterly O&M charges per hour
of downtime in excess of the
permitted 1% downtime.

i)

NOTE:
The agency needs to keep a log for monitoring of 99% uptime requirement for the website.

The log should be available in the admin dashboard. Fulfilment of 99% uptime requirement
would be a condition for quarterly release of O&M charges.

It may be noted that one or more penalties may be imposed concurrently subject to
maximum of 10% of contract price. Once the maximum has reached, PAG(A&E), Bihar, Patna
at its discretion may consider termination of the contract and forfeit Performance Security.
iii) In addition to the penalties as above, PAG(A&E), Bihar, Patna may at its discretion get the

fault rectified from any other source at the risk & cost of the agency. In such case the cost of
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such work outsourced shall be borne by the bidder and penalty shall be imposed at the
rates applicable as above for the actual period of fault.

The aggregate penalties for any quarter shall not exceed 25% of the quarterly O&M Payment.
The agency has to device a robust system to logging, and tracking the issues raised by
PAG(A&E), Bihar, Patna. The agency shall submit a quarterly report in this regard. In absence
of such report, maximum penalty shall be levied.

Penalties as mentioned above shall be applicable from the date of start of services i.e. date

of signing of contract.

SLAs w.r.t Attendance of Personnel provided by Agency

SNo

Service Breach
Service level | Severity Penalty

Attendance of | A resource absent up | The deduction will be made on prorate basis
personnel on | to 3 working days in a | that is man days cost of that resource
all working calendar month as | multiplied by number of days of absence.

days above

A resource absent| In such a case the penalty shall be 110% of
more than 3 working | the pro-rata rate of that resource. That
days in a calendar means 1.10 times the man days cost of that
month resource multiplied by number of days of
absence.

A resource is | In such a case the penalty shall be 120% of
continuously  absent | the pro-rata rate of that resource. That
for more than 30 days. | means 1.20 times the man days cost of that
resource multiplied by number of days of
absence.

NOTE:

a) Penalties as mentioned above shall be applicable from the date of start of services.

b) Any delay in deploying full resources at the start of service shall attract these penalty
clauses.

c) In case if PAG(A&E), Bihar, Patna calls for replacement of a resource then the agency
shall be allowed 7 days time to provide alternate resource. For this period no penalty
shall be imposed except pro-rata reduction of that resource.

d) In case if PAG(A&E), Bihar, Patna does not require a certain resource / all resources
for a certain period then no penalty shall be imposed except pro-rata reduction of
that resource.

CONTACTS

79



2.1 The Agency should provide the contact call tree and the escalation matrix for the

2.1.1.
2.1.2.

2.1.3.

2.2.

2.3.

3.1.

3.2.

3.3.

3.4.

3.5.

3.6.

services it offers. On a minimum it shall provide for the following:
Office Contact Details (Normal Working Hours)

Contact Details of Project team and Support Personnel including translation
team (Normal and after office working hours)

Contact Details of Designated Account Manager in case of Escalation (Normal
and after Office Working hours)

PAG(A&E), Bihar, Patna shall provide a call tree which includes point of contacts
for reporting and updating routine activities and point of contact for
escalations.

Availability of Professional staff/experts: Having selected the Agency on the
basis of, among other things, an evaluation of proposed Professional staff, the
PAG(A&E), Bihar, Patna Office will require assurances that the Professional staff
will be actually available and will not be substituted. Any proposed substitute
shall have equivalent or better qualifications and experience than the original
candidate and be submitted by the Consultant within the period of time
specified in the letter of invitation to negotiate. After award of contract, no
replacement shall be allowed during initial period contract barring exceptional
circumstances (eg. Death, Prolonged illness) and will be subject to prior
approval by PAG(A&E), Bihar, Patna Office.

HELP DESK - MAINTENANCE WINDOWS

A maintenance window will be agreed between the two parties considering the
availability load/usage of the service is at a minimum.

If downtime is expected, then alternate arrangements for continuous service
must be made by the Agency.

All planned activities shall be carried out during the maintenance window and
in compliance with the change management procedure.

In case of unplanned outages, a verbal approval from the Agency shall be
deemed suitable for carrying out the necessary correctional activities.

There shall be one mandatory preventive maintenance by the Agency’s
maintenance team in every three months, i.e., minimum of twelve visits in three
years of warranty and support.

In addition the Agency will also be required to carry out the following activities

during the maintenance period:

a. Upgrade/update content and structure of the website. Update Content
provided by the PAG(A&E), Bihar, Patna office on the website on a regular
basis. Assume the role of the Content Managers for the entire portal, till
instructed by PAG(A&E), Bihar, Patna to transfer the same to the nominated
persons.
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4.2

4.3

4.4

4.5

5.1
5.2

b. Manage and maintain the Portal, including hosting facility with secure
server.

c. Regular monitoring of the website with 24 X 7 monitoring tools and
intrusion detection system facility
Fortnightly full backup of website through the duration of the contract.
Provide a report on site traffic statistics and search engine analysis reports
on a monthly basis.

f. Give monthly updated reports to PAG(A&E), Bihar, Patna about the number
of visitors, geographical distribution of visitors, average time spent on the
website, most visited sections/pages etc. besides other analysis.

g. Give monthly report on the response time.

h. Show number of visitors to the website, on the homepage.

i. Content Management - Redesign the CMS, edit, revise, update or create
new textual content and graphics on existing pages based on PAG(A&E),
Bihar, Patna / Working Groups request.

j. Redesign Layout/homepage according to PAG(A&E), Bihar, Patna strategy
periodically.

k. Database - requires periodic bug fixing, troubleshooting and the periodic
update of searchable data.

I.  Maintain site search engine by ensuring that any content updates and new
pages are searchable.

TERMS AND CONDITIONS

The Agency is liable to follow all the security standards and policies as specified
by PAG(A&E), Bihar, Patna and follow all the laws and regulation of the
Government of India from time to time.

The Agency must inform any changes taking place that may affect the
confidentiality, integrity or availability of the service/data provided.

The ownership of the data being hosted will remain with PAG(A&E), Bihar, Patna
and CAG of India.

The Agency shall not share dedicated physical resources and other technical
resources such as server resources or database allocated to PAG(A&E), Bihar,
Patna with its other clients and shall take necessary precautions and implement
suitable controls to protect it.

The Agency shall provide the necessary data storage space and processing
capacity for the web service during development and testing stage and up to
final acceptance of the final outcome of the project.

PAG(A&E), Bihar, Patna RESPONSIBILITIES
Monitor the service levels as specified in the contract.

Integrate change management, incident management and corresponding
processes to include the Agency.
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53

6.1

6.2

7.1
7.1.1.

7.1.2.

7.1.3.

7.2
7.2.1.

Ensure that the Agency complies with the necessary security and quality
requirements as mentioned.

AGENCY'S RESPONSIBILITIES

Maintain the Confidentiality, Integrity and Availability values of PAG(A&E), Bihar,
Patna data and services.

Report any incident that may affect PAG(A&E), Bihar, Patna data/service in
terms of Confidentiality, Integrity and Availability.

INCIDENT HANDLING
Incident Reporting

All reported incidents shall be logged, assigned a number for reference, and
tracked for resolution.

Incident's impact Levels are classified at the levels specified in 1.1 and 1.2
above.

Office Hours are Monday to Friday (09:30 hours to 18:00 hours) or any other
day specified/declared as office working day.

Escalation Procedures

The Parties shall define and mutually communicate Escalation procedures.
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ANNEXURE-II
Completion of Knowledge Transfer — Self Declaration

To, Date:
To,

The Pr. Accountant General (A&E),
Bihar, Patna,

Subject: Successful Completion of Knowledge Transfer Process

Subsequent to the award of work, we
had undertaken the task of transition
of Knowledge from the current service provider on date.

We hereby declare that the Knowledge transfer process is successfully completed in
collaboration with the current service provider and that
we are ready to meet the desired service levels and requirements set out in the
conditions of the contract.

Thanking you,
Yours faithfully,

(Signature)

Name and Designation:

Agency:
Seal:
Date:
Place:
Annexure-lll
DECLARATION
l, Son/Daughter/wife  of Shri
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, Proprietor/Director /authorized signatory of the
agency/Firm mentioned above, am competent to sign this declaration and execute this
tender document;

2. | have carefully read and understood all the terms and conditions of the tender and
undertake to abide by them.

3. The information / documents furnished along with the above application are true and
authentic to the best of my knowledge and belief. 1/ we, am / are well aware of the fact
that furnishing of any false/ misleading information / fabricated document would lead to
rejection of my tender at any stage besides liabilities towards Prosecution under
appropriate law and forfeiture of the EMD.

Date : Signature of authorized
person
Place: Full name:

Seal:

Annexure-“A”.

Detailed Scope of work

1 Introduction

The Comptroller and Auditor General of India (C&AG) discharges his constitutional functions
through the Indian Audit and Accounts Department (IA&AD). In addition to providing audit and
accounting services, certain field formations of the C&AG, located across various states, also
perform entitlement functions for state government employees. These offices are designated as
the Accountants General or the Principal Accountants General (Accounts and Entitlements) and
are collectively referred to as AG (A&E) offices. The entitlement services provided by these offices
are delivered on behalf of the respective State Governments.

The pension entitlement services for government employees in Bihar and SSA pensioner are
currently managed by the Accountant General (A&E) office. This office serves approximately six
lakh pensioners, with nearly thirty thousand new pensioners added each year. These services are
presently delivered through locally developed pension application hosted within the AG (A&E)
office.

The proposed New Pension Application aims to replace these disparate systems with a unified,
integrated, enterprise-level platform specifically designed for the State of Bihar. This
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transformation will ensure a seamless and standardized pension processing system, guaranteeing
that every retiring employee receives their retirement benefits promptly on the day of retirement.

Furthermore, this initiative seeks to re-engineer the existing manual and semi-automated
workflows into a fully digital, efficient, and transparent system, thereby enhancing the
effectiveness of pension administration in Bihar and aligning it with modern digital governance
standards.

1.1 Fundamental principles

The fundamental principles governing the design of New Pension Application are:

12. Streamlined Processing with Minimal Manual Intervention. The application will enable a
simplified and efficient pension approval process, minimizing manual handling of cases to
ensure faster and error-free processing.

13. User-Friendly Access for Pensioners The platform will provide an intuitive and hassle-free
interface for pensioners to submit their applications, track the status of authorization, and
seek resolution of grievances.

14. Integration with Bihar State Government Systems The application will support integration
with
existing pension processing systems of State Governments Bihar(HRMS), acknowledging

the varying levels of technological maturity across states.

15. Bilingual, GIGW-Compliant User Interface The user interfaces of the application—
including the back-office module, pensioner portal, and mobile app—will support both
English and Hindi, in compliance with GIGW (Guidelines for Indian Government Websites).

Data and form entry will be Unicode-compliant, with Devanagari script used for Hindi.

1.2 Pensionary benefits

Pension is a monthly sum of money admissible to a government servant after retirement
from active service. It is payable throughout the lifetime of the retiree and, in the event of their
death, extends to eligible family members. The amount of pension is primarily based on the
length of service and the pay drawn at the time of retirement.

The indicative list of pensionary benefits available to government servants (subject to
state-specific rules) includes:

a. Service pension
b. Enhanced Family Pension

c. Family Pension
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d. Service Gratuity

e. Retirement Gratuity

f. Death Gratuity

g. Commuted value of pension
h. Compassionate Pension

i. Compassionate Allowance

Categories of Pension Cases
The majority of cases processed by this office fall into the following categories:

1. Regular Retirement Cases
Retiring officials are typically entitled to:
o Service Pension

O Retirement Gratuity
o Commuted Value of Pension (a portion of the pension converted into a lump

sum)

2. Death-in-Service Cases
When a government servant dies in service, the family is entitled to:
o Death Gratuity

o0 Enhanced Family Pension (up to the notional date of retirement)
o Family Pension at normal rates thereafter

3. Compassionate Pension/Allowance Cases
In exceptional circumstances, the government may sanction compassionate pension
or allowance, which are processed on a case-by-case basis.

4. Pension Revision Cases These arise due to:

o Amendments in pension rules affecting service length or pay o Judicial or

administrative orders correcting anomalies

Role of the AG (A&E) Office

The AG (A&E) Office typically functions as a processing agency, with the following workflow:

° Pre-processing: Performed by the respective Government Departments (e.g., Head

of Office/Head of Department)
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° Processing: Entitlements are calculated, and pension orders are generated by the
AG (A&E) office

° Post-processing: Final approval and payment are done by the State Government

Thus, the pension process includes at least two hand-offs—before and after the AG’s
involvement.

Output: Pension Payment Order (PPO)

For all major pension case types mentioned above, the output generated by the AG (A&E)
Office is the Pension Payment Order (PPO).

Types of Pension Cases Received by AG (A&E), Bihar

° Regular Service Pension: For individual officials retiring from government service
° Regular Family Pension: For family members upon the demise of a serving or

retired official

° Revision of Service Pension: Based on rule changes or judicial/administrative
orders
° Revision of Family Pension: For existing family pensioners

Categories of Officials Covered
The officials whose pension cases are processed for verification and authorization include:

° State Government Officers
° All India Services Officers

) High Court Judicial Officers

[ Officers of State Government Corporations
° MLA/MLC/Ministers of Bihar State Government
° Other state pensioner want to draw pension from Bihar Treasury(SSA Incoming)

While a standard set of rules is applicable to most officials, certain categories—such as the
ones listed above—may be governed by distinct pension rules.

1.3 Glossary of Key Terms Related to Pension Processing

° Pensioner — An individual who has retired from government service or is eligible

to receive pensionary benefits from the government. Types of pensioners include
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State Government pensioners, High Court Judges, All India Services (AIS)
pensioners, freedom fighter pensioners, etc.

DDO — An official authorized to draw and disburse funds on behalf of a department
or government. The DDO verifies service records and sanctions pensionary
benefits before forwarding the case to the Pension Sanctioning Authority (PSA) or
the Accountant General (AG) for authorization.

Pension Proposal (Pension Case) — A collection of documents submitted to the AG
(A&E) Bihar office for the purpose of authorizing pensionary benefits. It typically
includes the application form(s), service book, and a forwarding letter from the
state government. Some states may use a single consolidated form or a set of
forms with annexures and attachments.

Original case — A pension proposal submitted for the first time for authorization. A
new Pension Payment Order (PPO) number is issued for such cases.

Family pension Case - A pension proposal submitted by a nominee or legal heir in
the event of the death of a government servant under the following circumstances:

1. Death of Government servant while in service

2. Death of a pensioner and/or spouse after retirement

A new PPO number is issued in the name of the eligible family member in such cases.
Commuted Value of Pension (CVP) - A lump-sum payment offered in lieu of a

portion of the monthly pension. If the retiring employee opts for commutation,
they receive a one-time payment while the remaining pension continues on a
monthly basis.

Revision of pension -Amendment of existing pension or family pension
authorizations due to: o Implementation of revised pay scales (e.g., Pay
Commission recommendations)

o Conclusion of disciplinary proceedings resulting in change of pay o

Rectification of clerical errors o Judicial or administrative orders altering the

length of qualifying service or pay

Pension Sanctioning Authority (PSA): The Head of Office/Department/Ministry
where the government servant last served or died (death in service). The PSA is
responsible for calculating and sanctioning the pension before sending it to the AG

office for authorization.
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° Pension Disbursing Authority: Refers to the Treasury, Sub-Treasury, or authorized
Bank responsible for disbursing pension, gratuity, and commuted pension.
Treasuries and sub-treasuries operate under the Integrated Financial Management
System (IFMS).

° PSAI (Pension System Automation Initiative): A decentralized pension software
application used in some field offices of the CAG for processing and authorizing
pensionary benefits for state government employees.

° IFMS (Integrated Financial Management System): A technology-based platform for
managing budgeting, expenditure, payment processing, and financial reporting for
state governments. Known by various names such as CFMS, IFMIS, or IFHRMS
across different states. The system includes functionalities for DDOs, PSAs, and
Treasuries.

° HRMS/Exit Module: HRMS (Human Resources Management System) is an IT-based
module used for managing personal and service-related data of state government
employees. The Exit Module handles retirement and separation processes.

° Business Rule Engine (BRE): A software component that executes predefined
business

logic related to pension calculations. It allows rules to be updated without the
involvement of IT professionals, making the system more flexible and adaptable to

frequent rule changes.
° Pay Order: A financial instrument issued by the Pension Disbursing Authority to
effect payment to pensioners. It is non-negotiable and is delivered to authorized
treasuries or banks. Note: Pension payments are outside the scope of the New

Pension Application.

° Authorities (Authorizations): The Pension Payment Order (PPO), Gratuity Payment
Order (GPO), and Commutation Payment Order (CPO) issued by the AG office to
relevant departments, treasuries, and pensioners. These documents serve as the

formal authorization for the disbursement of pensionary benefits.

1.4 Overview of current basic processes

1.4.1 Original case
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This process involves the initiation of a pension case, its processing, and the issuance of
the Pension Payment Order (PPO) and authorities for Gratuity and Commuted Value of
Pension (CVP) to the Pension Disbursing Authority and the concerned department. The
actors involved and the workflow are outlined below in both tabular and pictorial formats

(pictorial not shown here).

Process Actor Description

PSA

Maintain a Pension Register and generate a list on the 15t January
/ 15t July of each year of employees under their control who will
retire within the next 30 months.

Transmit this list to the office of AG (A&E)

Notify employees up to two years in advance regarding
submission/uploading of required Forms and documents (e.g.,
pension application, nomination for arrears, photograph,
specimen signature) at least one year prior to superannuation.

Upon receipt of documents from retiring employees (one year
before superannuation), initiate preparation of the pension case
eight months in advance.

Use inputs from the DDO for pension calculation and to ascertain
outstanding government dues.

Sanction the pension using the Single Comprehensive Form and
submit the case to the AG (A&E) office six months before
retirement.

Respond to queries, if any, raised during processing by the AG
(A&E) office.

Upon receipt of Gratuity and CVP authorities from AG (A&E),
generate and present bills to the DDO/Treasury for payment.

Upon receiving the PPO intimation letter from AG (A&E), guide
the pensioner to appear before the Pension Disbursing
Treasury/Bank with the necessary documents.

Retiring
Employe

e

Governme

nt

Submit required documents to the PSA one year before retirement
as per instructions.

Appear at the designated Treasury/Bank with documents provided
by the PSA to initiate pension payments.

Process Actor Description
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AG (A&E) Office

Maintain a list of employees expected to retire within 30 months (as
provided by PSA).

Process the pension case and raise queries, if any.

Generate and transmit the PPO to the Pension Disbursing Authority
(Treasury / Bank).

Issue the PPO intimation letter to the PSA. Generate and transmit
authorities for Gratuity and CVP to the PSA, with copies endorsed to
the DDO/Treasury and the pensioner.

Issue Special Seal Authority to other AG (A&E) offices when pension
is to be drawn from another state.

Issue authority to the Ministry of External Affairs when pension is to
be drawn from Nepal

Issue authority to concerned Embassies/High Commission when
Pension is drawn from foreign countries (Note: No dearness relief is
admissible in such cases).

Maintain records of the first payment of pension

Disbursing Authority

Identify the pensioner upon appearance, hand over the pensioner’s
copy of the PPO, and commence pension payments.

Intimate the AG (A&E) office about the first payment of pension.

Process and release payment of Gratuity and CVP based on the bill
generated by the PSA.

Notify the AG (A&E) office about the first payment of pension,
Gratuity, and CVP for official record.
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Figure 1 Original pension cases processing

1.4.2 Family pension case

This process involves the initiation of a family pension case, its processing, and the
issuance of the Pension Payment Order (PPO) and authority for Death Gratuity (in case of
death during service) to the Pension Disbursing Authority. The actors involved and the
workflow are detailed below.
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Process Actor Description

Family Pensioner | Submit an application for family pension to the PSA, along with required
documents such as nomination for pension arrears, photograph, and
specimen signature.

Appear at the designated Treasury/Bank with documents provided by
the PSA to initiate pension payment.

PSA On receipt of the family pension application and supporting documents,
initiate processing of the pension case.

Use inputs from the DDO for pension calculation and to ascertain
outstanding government dues.

Transmit the complete case to the AG (A&E) office for further processing.

Respond to any queries raised by the AG (A&E) office during the pension
case processing.

Upon receipt of Death Gratuity authority from AG (A&E), generate and
submit bills to the DDO/Treasury for payment.

Upon receipt of the PPO Intimation Letter from AG (A&E), guide the
family pensioner to appear before the Pension Disbursing Treasury/Bank
with necessary documents.

AG (A&E) Office Process the family pension case and raise queries, if required.

Generate and transmit the PPO to the Pension Disbursing Authority
(Treasury/Bank).

Generate and send the PPO Intimation Letter to the PSA. Generate and
transmit the authority for Death Gratuity (if applicable) to the PSA, with
copies endorsed to the DDO, Treasury, and the pensioner.

Issue Special Seal Authority to the concerned AG (A&E) office when the
pension is opted from another state.

Issue authority to the Ministry of External Affairs when the pension is
opted to be drawn from Nepal.

Process Actor Description
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Issue authority to the concerned Embassy or High Commission for
pensions drawn from foreign countries (Note: Dearness Relief is not
admissible in such cases).

Maintain a record of the first payment of pension.

Disbursing
Authority

Upon appearance of the pensioner, verify identity, hand over the PPO
copy, and initiate pension payment.

Notify the AG (A&E) office upon commencement of pension.

Upon generation of bills by the PSA, disburse the payment for gratuity
and CVP (if applicable).

Intimate the AG (A&E) office about the first payment of pension, gratuity,
and CVP.

94




- Pension Pension
P::;:;Zer Sanctioning Aggi\;E) DDO Disbursing
Authority Authority
information for
submit requisite processing of family pension
Forms and other o [family pension casel < icalculation as well
documents to i as ascertaining
PSA Government
~— dues.

Family Pension Case
received from PSA

Er
Registration

Verification by
Accountant/Sr.Accountant

Verification by AAO

Authorisation by
Sr.AO/BO

y
FPPO/GPO/CPO
generated and

printed
FPPO/GPO/CPO
FPPO/GPO/CPO
from AG(A&E) along [«
from AG(A&E) with SR
FPPO/GPO/CPO
> from AG(A&E) with
DR and familydetails
N
h 4
PSA issues ) L
documents to < = 0 g

appe;\?lzcneer f?;h Bill for payment of
peara at the

treasul

Prepare !?ill _| Gratuity and cvP > Bill rec;il;gd from
for Gratuity | received from PSA

and CVP \f}
Gratuity and CVP

vouchers received Payment of Gratuity &
from DDO treasury CVP at DDO treasury

Physical Verification of
o [the Family Pensioner at

Physical Verification
| Pension paying

at Treasury

bank/treasury
First Payment of
pension Vouchers sent First Payment of
by Pension paying Pension
treasury/Bank

Figure 2 Family pension cases processing
1.4.3 Revision case

This process involves the initiation, processing, and issuance of a revised Pension
Payment Order (PPO) to the Pension Disbursing Authority and the concerned department.
The roles of the key stakeholders and the flow of work are described below:

Process Actor Description
Pensioner Submit an application for revision of pension along with the required
documents.
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Preserve the endorsed copy of the revised PPO. Present it to the
Pension Disbursing Authority if requested.

PSA

On receipt of the revision application and supporting documents, process
the pension revision case.

Utilize information provided by the DDO for recalculating the revised
pension.

Transmit the revised case to the AG (A&E) office for authorization.

Respond to any queries raised by the AG (A&E) office during processing.

Upon receipt of the revised PPO from the AG (A&E), preserve it for
records.

AG (A&E) Office

Process the revised pension case and generate queries, if required.

Generate and transmit the revised PPO to the Pension Disbursing
Authority (Treasury/Bank).

Send endorsed copies of the revised PPO to the pensioner and the PSA.

Issue revised Special Seal Authority to the concerned AG (A&E) office
when pension is opted from another state.

Issue revised authority to the Ministry of External Affairs if pension is
drawn from Nepal.

Issue revised authority to the concerned Embassy or High Commission
when the pension is drawn from a foreign country (Note: Dearness Relief
is not admissible in such cases).

Disbursing

Authority

Upon receipt of the revised PPO, adjust and disburse the revised pension
amount accordingly.

Notify the AG (A&E) office about the commencement of payment under
the revised PPO.
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Figure 3 Revision pension cases processing

2.1 Post hierarchy within the AG (A&E) Bihar Office
The hierarchical structure within the Accountant General (A&E), Bihar office is designed to

ensure clear segregation of duties and accountability across all levels involved in pension
processing. The key levels in the hierarchy are outlined below:
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Organizational Structure

Level Post Role & Reporting
Head of Accountant General (A&E) Overall administrative and functional
Department (HoD) head of the office.
Group Officer Group Officer of Pension Heads the pension group and reports
Group directly to the HoD.

Level 3 Processor | Branch Officer (Senior
Accounts Officer - SAO) Heads a branch and oversees one or more

sections. Reports to the Group Officer.

Level 2 Processor | Assistant Accounts Officer - Manages a section comprising one or

AAQ /Supervisor more dealing hands. Reports to the
respective Branch Officer.

Level 1 Processor Dealing Hand (DH) — Asstt. Handle the initial processing of cases.
Report to the respective Assistant

Supervisor, Senior
Accounts Officer - AAO / Supervisorr.

Accountants, Accountants,
Clerks, Data Entry Operators
(DEOs)

Notes:

° Each "post" in this hierarchy represents an entity responsible for performing and
verifying specific activities within the pension authorization workflow.

° The Level 1-3 processing structure enables proper checks, reviews, and validation
at each stage before pension cases are authorized.

° This layered structure supports effective workflow tracking, role-based access

control, and ensures that accountability is maintained at every stage of the process.

An illustrative diagram of this hierarchy may be included to visually depict the reporting structure
and levels: -
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Figure 4 Post hierarchy in an organization

2.2 Access control

Access control for each user is determined by the permissions and roles associated with
their designated post, along with record-based permissions as applicable. The mechanism is
detailed below.

2.2.1 User permissions

The AG (A&E) office is internally structured to ensure a clear segregation of duties, which is
reflected in the design of the system’s access controls. The first layer of logical access control
is implemented through user permissions.

Each feature in the system will have defined user permissions—such as:
° View Employee Details
° Add Employee

° Modify Employee Details
These permissions will be finalized and listed during the technical design phase.

The master list of user permissions is immutable—meaning it cannot be altered without
undergoing formal change management procedures within the application. However,
authorized administrators responsible for permission allocation will have read-only access to
this master list for reference.

Indicative business data for user permissions
* Permission id
* Permission name

* Permission description

2.2.2 User Roles
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To facilitate easier and more structured allocation of permissions, the New Pension
Application will support the grouping of individual user permissions into meaningful sets
known as “User Roles.” This represents the second layer of logical access control configuration.

For example, the user role ‘Business Rule Manager’ will encapsulate all the permissions
required to perform that role's responsibilities. These roles serve as logical bundles of access
rights, making permission assignment more efficient and less error-prone.

The master list of user roles will be created and maintained by the Application Administrator.
Importantly, there is a clear correlation between the actors involved in various pension
processes and the user roles they will be mapped to within the application.

Indicative business data in user role master
1. Name of the user role
2. Description of the user role
3. List of privileges grouped under a role

2.2.3 Record based permissions

It is important to note that user permissions may be further refined or restricted through
record-based permissions, which define what data a user can access based on their role, post,
or organizational unit.

For example, an Office Administrator may have the system-wide permission to edit the phone
number of an office, but record-based permissions may restrict this access only to offices
under their administrative control.

In the context of the AG (A&E) Bihar office, certain branches may be subject to such restrictions.
Consider the following scenario regarding the permission to view pending cases:

° The Branch SAO (PEN-1) has permission to view pending cases but is restricted by
record-based permissions at the branch level. This means the SAO (PEN-1) can
view only those cases assigned to their own branch and subordinate posts.

° On the other hand, the Branch SAO (PEN-MISC/ITA) is not restricted by record-
based permissions at the branch level. Therefore, they can view pending cases

handled by SAO (PEN-1), SAO (PEN-2), and their respective subordinate staff.

This layered control ensures data security, supports role-based accountability, and enables a
granular access management framework tailored to the hierarchy and functional
responsibilities within the office.

Post name Post level Reports to Details
AG(A&E), Bihar | Office DAI (GA)
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DAG (Pension) | Office AG(A&E), Bihar | Can exercise permission on records related to
AG (A&E), Bihar

SAO (PEN- Office DAG (Pension) | Can exercise permission on records related to

Misc) AG (A&E), Bihar

SAO (PEN-1) Branch DAG (Pension) | Can exercise permission on records related
to SAO (PEN-1), AAO (PEN-1-1), DH (PEN-11-
1), DH (PEN-11-2), AAO (PEN-1-2) and DH
(PEN-1-2-1).

AAO (PEN-1-1) | Section SAO (PEN-1) Can exercise permission on records related
to AAO (PEN-1-1), DH (PEN-1-1-1) and DH
(PEN-1-1-2).

DH (PEN-1-1-1) | Dealing hand| AAO (PEN-1-1) | Can exercise permission on records related to
DH (PEN-1-1-1).

DH (PEN-1-1-2) | Dealing hand| AAO (PEN-1-1) | Can exercise permission on records related to
DH (PEN-1-1-2).

AAO (PEN-1-2) | Section SAO (PEN-1) Can exercise permission on records related to
AAO (PEN-1-2) and DH (PEN-1-2-1).

DH (PEN-1-2-1) | Dealing hand| AAO (PEN-1-2) | Can exercise permission on records related to
DH (PEN-1-2-1).

SAO (PEN-2) Branch DAG (Pension) | Can exercise permission on records related
to SAO (PEN-2), AAO (PEN-2-1) and DH
(PEN2-1-1).

AAO (PEN-2-1) | Section SAO (PEN-2) Can exercise permission on records related to
AAO (PEN-2-1) and DH (PEN-2-1-1).

DH (PEN-2-1-1) | Dealing hand| AAO (PEN-2-1) | Can exercise permission on records related to

DH (PEN-2-1-1).

Table: Record based permission on permission “View Pending Cases”

The mapping between a post and a user role can vary, depending on organizational structure and
functional responsibilities.

A single post may be assigned one or more roles. In such cases, the post will inherit the
combined (union) set of permissions from all the roles assigned to it. This ensures that users
occupying the post can perform all required functions associated with those roles.

It is also important to note that multiple posts may be mapped to the same role, but with
different scopes of jurisdiction. For example, several posts may share the role of “Pension
Verifier”, but each may be responsible for handling a distinct set of pension cases based on

branch or region.

This flexible post-to-role mapping supports:

e Office-specific workflows
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e Fine-grained access control

e Scalable role management across diverse administrative structures

CONES T R O

Indicative business data in post
1.

Post id

Post name

Post description

Grades which can occupy post

Post level

Reports to

What are user roles for each charge/post?
History of employees who occupied this post

2.3 Summary of actors and activities envisaged in New Pension Application Application

administrator

Creates list of AG (A&E) office for master data management

Migrates existing data in New Pension Application

Creates user role master

Configures (include or exclude) a user permission to a user role e Creates
office administrator post for each AG (A&E) office.

Posts the office administrator.

Create/updates posts in GA wing.
Maps user roles with posts in GA wing. e Maintains list of permissions e
Creates/updates posts in the office.

Maps user roles with post in the office.

3 Personnel - AG user management

New Pension Application will aid in maintaining a master list of employees including their
profile, posting an employee to a post, removing an employee from a post. The detailed
requirements regarding this are listed below.

3.1 Employees master data

New Pension Application must provide features to capture and manage master data
relating to AG office users. New Pension Application shall have provision to migrate data from
existing legacy databases and to create master data afresh (data entry). It is the

responsibility of the office administrator to create an employee master and to manage it.
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Indicative list of business data that are to be captured for master data management are:

1. Unique employee id
Name of the employee (First Name, Middle Name, Last Name)
Type of employee (Permanent, Temporary, Consultant)
Gender
Date of birth
Date of superannuation
PAN number
AADHAR number
AADHAR-linked Mobile Number
. Other Contact numbers
. NIC e-mail ID
. Present Grade/designation

O O O - U

L =
w N Rk O

. Educational qualification

[Eny
i

. Status of user (Active / Inactive)
. Date of deactivation

[Eny
(93]

. Reason for deactivation

[ERN
(o))

. Is account activated?

R
00

. Date of activation of account by user

[ER
o}

. Documents relating to employee

For permanent employees, the date of deactivation is the date of superannuation by

default. In case of earlier retirement / dismissal / suspension, the account may be deactivated
by office administrator. Some resources who are temporary and consultant would be hired
for a short-term basis. Hence, during creation of the user, a date of deactivation may be
specified by the office administrator. The New Pension Application should not allow login of
users after the date of deactivation (since the user account expires). In case of temporary
employees and consultants, the office administrator may choose to extend the user account
by updating the date of deactivation.

3.1.1 Summary of actors and activities envisaged in New Pension Application ¢ Office
Administrator:

o Creating employees posted in his office and capturing details of all employees
of AG (A&E) office for master data management. o Upload existing employee
users into New Pension Application

* New Pension Application o Sends notification to relevant stakeholders

through configured modes.

3.2 Create an account for AG user
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After an employee is added successfully, features that would be available in an
employee’s profile are dealt in section 3.8. The employee should be able to reset his
password using the ‘Forgot password’ facility given in the login page of the application.

Password Policy:

* Passwords must be at least 8-character length.
» Passwords should be a combination of numbers, one capital letter, one small letter and

a special character.
* Passwords should have a validity period.
* Previously used three passwords shall not be used again.

After activating the account, the employee must be able to log in to the New Pension
Application using a two-factor authentication. The first factor is User-Id (NIC email id) and
password. The second factor is OTP received through both SMS and email.

3.2.1 Summary of actors and activities envisaged in New Pension Application -
Individual employee:

o Activates his account.
o Authenticates his identity. o Sets up the first time password
during activation. o Logs in user created user-id/password

/OTP.

* New Pension Application o Generates user specific URL for account
creation.

o Sends notification to relevant stakeholders through configured
modes.
o Generates and communicates OTP for authentication.

o Authenticates and activates the user account.

3.3 Update details of an AG user

All the basic details captured in employee master data can be changed only by the office
administrator. The email id of an employee can be updated if the account is still not activated.
All updates done to a user shall be available in the history of an employee’s profile.

3.3.1 Summary of actors and activities envisaged in New Pension Application
Office administrator searches and updates an employee detail in master data

* New Pension Application captures the updates in history.
3.4 Post an AG user
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An employee can be posted in a pension group against an existing vacancy or against a
newly created post. This will be an employee’s primary charge. The activity of creating a post
is dealt in section 3.2. An office administrator shall be able to search for an employee and
assign him against a post (if the employee does not hold any post currently). While posting
an employee, the office administrator also uploads the posting order (a document). An
employee can only be posted after his account is activated. After an employee is posted, all
the tasks linked to the post is visible to the employee.

3.4.1 Summary of actors and activities envisaged in New Pension Application
» Office administrator links an employee against a post.

* New Pension Application captures posting order issued by competent

authority and assigns reporting authority as per post hierarchy.

3.5 Additional charge

A post or a charge can be assigned to only one employee. However, an employee might
be given multiple charges, which is often termed as ‘Additional Charge’. The reason for
additional charge may be because of vacancy in a particular charge/post or that another
employee in the office is on temporary absence / leave (with or without a standing
arrangement). Office administrator shall assign additional charge to an employee based on
the order issued by competent authority. An additional charge is assigned to employees who
are already posted. New Pension Application shall have the facility to capture the additional
charge order from competent authority. After an employee is given additional charge, all the
tasks linked to the post is visible to the employee.

3.5.1 Summary of actors and activities envisaged in New Pension Application
» Office administrator assigns additional charge to an employee

* New Pension Application: - o Captures additional charge order issued by
competent authority o Configures work assignment as per post

hierarchy

3.6 Setting up out of office

New Pension Application shall have the facility to enable “Set out of office”. The out of
office status can be enabled by an employee through self-service facility (my profile section)
as well as by an office administrator. When an employee’s status is “Out of office”, the duties
and responsibilities would be assigned to another officer, till the employee joins back. This is
called link charge. Various AG (A&E) office follow different logic for link charge assignment.
Hence the logic for linking charge assignment shall be left to the individual office.

When out of office status is disabled in an employee’s profile, the duties and responsibilities
would automatically be assigned to the actual employee.
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3.6.1 Summary of actors and activities envisaged in New Pension Application
* Employee:

o Enables out of office o

Disables out of office

» Office administrator:

o Enables out of office for a particular employee o
Disables out of office for a particular employee

* New Pension Application

o Configures work assignment as per tasks pending with a
post.

3.7 Relieving an AG user

New Pension Application shall also have facility to relieve an employee from a post on
transfer or on resignation. There can be two types of reliefs - relief from additional charge (s)
and relief from primary charge (s). Relieving an employee from a primary charge shall be
against an order from competent authority. After relieving an employee, the post becomes
vacant and is ready to be occupied by another employee. The pending tasks associated with
the post also remain with the post. The office administrator should have the privilege to
transfer tasks from one post to another.

3.7.1 Summary of actors and activities envisaged in New Pension Application -
Office administrator:
o Relieves an employee from additional charge. o Relieves an employee from
primary charge.
o Transfers tasks from one post to another, wherever necessary.
* New Pension Application o Configures work assignment as per post

allocation.

3.8 Profile management

After creation of account by an employee, the following features shall be available in their
profile:

3.8.1 Change password

An employee must be able to change his password after logging in (whether he/she is posted
or not).

3.8.2 Manage pension cases (Inbox, sent items, processed)

106



Once an employee is posted, an employee should be able view the pending cases in the
inbox, status of the cases forwarded for further processing etc. This feature would enable an
employee to view status of cases.

An illustration of how an inbox, sent items, processed case would like is shown below: Inbox:

S.No | Case Registered date | Due Date for No. of days pending
id/File authorization with user
Number
1. 22/3/2025 21/4/2025 3
2. 23/3/2025 22/4/2025 2
Sent cases:

S. No | Case Registered Due Date for | Currently No. of days
id/File date authorization pending with | taken to
Number process by

the user

1. 22/3/2025 21/4/2025 AAO 3

2. 23/3/2025 22/4/2025 SAO 2

Processed cases:

S. No Case Registered Authorized date Dispatch date Processing
id/File date time in days
Number

1. 22/3/2025 16/4/2025 16/4/2025 25

2. 23/3/2025 20/4/2025 21/4/2025 28

3.8.3 Notifications
An employee should get notification whenever a new event occurs in his/her profile. An
event can be a receipt of new case in the inbox, successful dispatch of a case processed by
the user, additional charge assignment etc. All events shall be notified as messages in the
profile. The notification menu in an employee’s profile should display all the notifications
received, sorted by date and time. The employee must be able to set up a time setting to
clear notification messages after it is read. For example, Clear read notifications after (x) days.

3.8.4 Dashboard services

Dashboard services in an employee’s profile shall facilitate an employee to monitor the
pending work, and to self-evaluate their performances. An indicative list of dashboard services
are:

1. No. of cases processed (date wise) in the past 30 days

2. Average time taken to process a case
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3. Active time during office hour
4. Comparative performance of an employee against average performance of other
employees within a section/branch or across an office.

Available dashboard services may vary for different users based on their posts and
permissions.

4 Receive pension case for processing

This section deals with how to receive a pension proposal (loosely referred to as pension
case) from the state government and to create a case id. A complete set of pension proposal
consists of following documents:

1. Forwarding letter from department

2. Pension application

3. Annexures and Attachments

4. Other Documents (E.g. Medical certificate for invalid pension)

5. Service Record.
Three different situations may arise here:

1. The entire pension proposal package, including service book (e-SR), forms, etc., was
received digitally. In this scenario all forms and service book are available for viewing.
2. The pension proposal request was received digitally. However, the associated documents
such as, service book was received through post or to be received through post.
3. The entire pension proposal package was received manually through post or in person.
It is important to note that scenario 2 and 3 will continue until development of interface
with State and complete integration. The physical records would arrive through inward

communication arrangement as described in 9.1. Registering a case and generating a case id
would be different in all the three scenarios. They are explained below:

5.1 Complete digital case request:

In the first scenario, entire proposal would be received either through APl or Manage
File Transfer (MFT), including e-SR (Service Record). A separate digitally signed XML and
digitally signed pdf file for each application is envisaged in New Pension Application. This
received data or data file will go through ETL process and loaded into New Pension
Application. After loading the received data, a case id/File number will be created against
successfully loaded cases and reason for failure during porting may be analysed and be fixed
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internally (to the extent possible). Cases which are not fixable are to be sent back to the
department for reprocessing.

5.1.1 Summary of actors and activities envisaged in New Pension Application
* New Pension Application o Pulls data from
State Government application o Applies ETL
process on the pulled data

o Segregates data into successful and unsuccessful after ETL
o Pushes unsuccessful data into State Government application o Determines the

Level 1 processor after running the allocation business rule and allocates the case
o Generates case id for successfully allocated case

* Application administrator/O&M team o Analyses
and finds out reason for failure during porting o Routes

solvable cases to office administrator

5.2 Partial Digital case request

Till the complete implementation of e-SR in state governments, service records will be
received manually, whereas the pension proposal will be received digitally. A case will be
considered complete, only if the pension proposal containing all data, attachments,
annexures and SRs are received in full shape.

Two types of situation may arise here namely,

1. Electronic data received before SR
2. SR received before electronic data

5.2.1 Receiving data before SR

In this case, the digital data would be received and ported into New Pension Application.
A case request id! would be created against each successfully loaded case. In order to
generate case id/file number, SR needs to be attached against a case request id.

Employees at the inward section would receive the Service record. He would diarise it
and search the list of pending case request id with available fields like name or employee id.
If a case request id is found, he would attach the service record with the available case
request id and run the allocation logic to generate case id/file number. The SR would be sent
to Level 1 determined as per the allocation logic for processing.

1

Case request id is different from case id: Case request id is a unique number generated against a successfully loaded
data. Case id would be generated after attaching a service record to case request id and assigning it to level 1
processor as per allocation logic.

109



If case request id is not found, it means the SR is received before receiving data. In this
case, the service record would be sent to the coordination branch for attaching it to case
request id on a later date.

5.2.2 Receiving SR before data

As explained in the previous section, SR received at inward section would be diarized
and searched for corresponding entry in the list of pending case request id. If there is no
corresponding entry against the search, it means the data is not loaded into New Pension
Application. Hence the SR would be sent to the coordination branch for attaching it to case
request id on a later date.

Provision shall be provided in New Pension Application to send SMS and email to department
and pensioner, requesting to send the pending SR or digital data.

Illustrative data to be captured in diarizing SR
1. Name of the employee

HRMS id/employee id

Date of receipt of SR

Speed post reference number

Letter reference number (if any)

S

Generated number

5.2.3 Summary of actors and activities envisaged in New Pension Application
* New Pension Application o Pulls data from state government
application o Applies ETL process on the pulled data

o Segregates data into successful and unsuccessful after ETL o Pushes
unsuccessful data into state government application o Generates case request
id for successfully loaded data o Determines the Level 1 processor after
running the allocation business rule and allocates the case

o Generates case id for successfully allocated case

« Application administrator/O&M team o Analyses and finds out reason

for failure during porting o Routes solvable cases to office administrator

e Inward section

o Diarises the received SR

o Searches the list of pending case request id o
Attaches the SR against the pending case request id
o Runs allocation logic for allocation to section o
Sends SR to Level 1 as per allocation logic o Sends SR
to coordination branch if case request id is not found

e Coordination branch
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o0 Receives SR from inward section o Searches the list of
pending case request id o Attaches the SR against a
case request id o Runs allocation logic for allocation
to section o Sends SR to Level 1 as per allocation logic

5.2.4 Updating a case

A case may undergo update after receiving from the department also. In such a scenario,
the department will send an update request. If an update request is received from the state,
it shall be processed, and the details of the case may be updated. The case has to be
reprocessed afresh from level 1 processor, if authorities are not dispatched. If authorities are
dispatched, then the issued authorities need to be cancelled and fresh authorities need to
be issued after reprocessing. PPO will be revised if payment has already started against old
PPO. In all other cases, new PPO can be issued by cancelling the old PPO.

If the authority has already been issued and there is some requirement of change in the
PPO, a formal change request shall come either from the PSA or the Treasury with reason and
supporting documents necessitating such changes, along with the PPO, which will then be
cancelled and a fresh PPO issued.

5.3 Manual case request

In this scenario the entire case is received manually through post or in person. Here data
is to be captured through data entry from pension proposals (called registration screen). After
capturing data, allocation logic would follow, and case id/file number would be generated. A
complete pension proposal would be sent to Level 1 determined as per allocation logic.

If the pension proposal is not complete for some reasons like missing signature or
missing documents etc., then the proposal needs to be returned to the department. New
Pension Application shall have facility to capture category of reasons for return, subcategory
as well as remarks. It shall be returned to the department after approval of authority who
have permission to return (state specific).

5.3.1 Summary of actors and activities envisaged in New Pension Application
* New Pension Application

o Determines the Level 1 processor after running the allocation
business rule and allocates the case o Generates case id for successfully
allocated case

* Inward section o Diarises the received pension proposal
o Performs data entry in New Pension Application o
Runs allocation logic for allocation to section o Sends
SR to Level 1 as per allocation logic

o Sends SR to coordination branch if case is to be returned o Captures

reason category for return
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» Coordination branch o Receives pension proposal from
inward section

o Verifies the reason captured at inward o Returns the case, if found incomplete
o Overrides the decision of inward section, if found complete o Runs
allocation logic for allocation to section

6 Processing of Pension case

In today’s scenario, after receiving and registering a case, it would be received by a unit
(Level 1 processor —L1) in a section as per allocation logic of each AG(A&E) Bihar office. The
pension proposal package (Document set) is a bundle of various documents, such as,
forwarding letter, application form, descriptive roll (contains photograph, signature,
identification mark etc.), annexures, service book. The processing of a case begins with
verification of pension proposal vis-a-vis the service book. Some states follow a structured
checklist-based verification, and these checklists are state specific. In some states, the
scrutiny is based on experience. After carrying out the eligibility checks, a recommendation
would be given on whether to authorize the case or to return the case to the state
Government. The recommendation of L1 processor is captured in the system, forwarded to
Level 2 processor (L2). After verification of the case and L1’s recommendation, L2 proposes a
recommendation on whether to authorize the case or to return the case to the State
Government. The L2 user forwards the case to Level 3 processor (L3) for further scrutiny.
After carrying out necessary checks and verification by L3, final decision would be taken to
either authorize a case or to return a case with a return memo (document). If authorized,
authorities (related documents) would be generated in triplicate, signed and dispatched to
department, treasury and pensioner. If the case is to be returned for want of more
information or document or for rectification of mistakes in the application, the fact would be
communicated to the department (after L3 seeks approval of his Group officer) through
return memo with intimation to pensioner. The entire proposal package would be sent back
along with a return memo.

In New Pension Application, as explained in the previous chapter there shall be provision
to receive a case digitally and/or manually. The pension proposal thus received then goes
through several steps such as, allocation of pension case, scrutiny of pension application,
authorization of pension benefits, delivering authorities and recording of information on
payment of pension, etc. The steps explained in detail are part of this chapter.

6.1 Allocation of a case

Once data is successfully loaded into the database, case id or file number would be
generated. A case needs to be allocated to Level 1 in a section for processing and
authorization based on state specific allocation logic. Each state follows different logic for
allocation of case and shall be configurable in the business rule.
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Illustration of Allocation logic in various states:

1. Andhra Pradesh and Telangana allocates cases to sections on Round Robin basis:
Suppose if there are 12 sections from P1 to P12, Level 1 in each section would get a
case. A second Level 1 in P1 section will get a case only after allocating 1 case each from
P1to P12 section.

2. Tamil Nadu follows department wise allocation of cases to different sections. Education

department is allocated to a particular section, Police department is allocated to a
particular section etc.

Thus, the systems must automatically determine the Level 1 processor based on the
configuration and allocate the case on Round Robin/Department basis. Once a case is
allocated, notifications are to be sent to relevant stakeholders through alerts and/or SMS
and/or email. The Branch Officer i.e., Level 3 processor shall have the privilege in New
Pension Application to assign ad hoc priority to certain cases (under exceptional
circumstances) and move up in the FIFO.

6.1.1 Summary of actors and activities envisaged in New Pension Application
* Business rule of administrator:- o Configures the business rule for

allocation of pension case, wherever necessary.
o Configures the relevant stakeholders and modes through which
notification needs to be sent.
* New Pension Application o Determines the Level 1 processor after
running the allocation business rule and allocates the case.
o Determines the Level 1 processor on round robin basis (Where
no allocation rule is configured) and allocates the case.

e Sends notification to relevant stakeholders through configured
modes.
6.2 Processing of pension case (Level 1)

Cases which are allocated to a user shall be available in their respective inbox as pending
cases. After allocation of the case to a Level 1 processor in a section, verification of case
begins.

6.2.1 Receipt of complete package

In order for the user to begin verification of a case, the complete proposal package must be
available.

Three different situations may arise here:
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1. The entire pension proposal package, including service book (e-SR), forms, etc., was
received digitally. In this scenario all forms and service book are available for viewing.

2. The pension proposal request was received digitally. However, the associated documents
such as, service book was received through post or to be received through post.

3. The entire pension proposal package was received manually through post or in person.

It is important to note that scenario 2 and 3 will continue until development of
interface with State and complete integration. The physical records would arrive through
inward communication arrangement as described in 9.1

In the case of a partial / complete package being received physically, New Pension
Application shall have provision to capture both date of data migration and date of receipt of
other documents such as service book. These dates are important for calculating Key
Performance indicators as described in 17.1.2.

6.2.2 Checklists
Once the complete information is received, the verification begins. The verification of
cases may be based on a checklist (state specific). In the case of digital receipt of proposal,
some of these checks can be automated with the support of a rule. The application must
allow for these automated check rules and manual checklists to be incorporated. One sample
checklist with some of the checks are illustrated below.

An illustrative checklist (list of points to be verified) is given below. All of these checks involve
comparison of information in the pension case to the details in service book. The extent of
automation depends on availability of e-service book and complexity of the point to be
verified.
Is it
S. No. Point to be verified possible to
automate?
1. Whether the pensioner name in the pension application Yes
matches the name in service book?
2. Whether the designation of the pensioner matches with that of in| Yes
service book?
2.1 If yes, whether last pay drawn in the designation matches with | Yes
cadre rules of the state?
3. Whether date of birth of the pensioner matches with that of in | Yes
service book?
3.1 If yes, whether age next birthday has been calculated correctly? | Yes
3.2 If yes, whether date of retirement is correct? Yes
4. Whether date of joining mentioned in the pension application Yes
and service book are the same?
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4.1 If yes and If date of joining is after 01-01-2004, set category as Yes
‘NPS case’.

5. Whether the date of retirement mentioned in the pension Yes
application and service book are the same?

6. Whether period of qualifying service has been calculated Yes
correctly (by comparing details from pension application and
service book)

6.1 If yes, calculate the six-monthly period of qualifying service Yes
(SMP)?

7. Whether period of non-qualifying service has been calculated Yes
correctly (by comparing details from pension application and
service book)?

8. Whether period of additional qualifying service has been Yes
calculated correctly (by comparing details from pension
application and service book)?

9. Whether net non-qualifying service has been calculated Yes
correctly (by comparing details from pension application and
service book)?

10. Whether any other additional/relaxation in qualifying service, No
applicable under special circumstances, has been calculated
correctly?

Note: As per rules providing for minimum pension in job contract
services and to honour Court orders

11. Whether regularization of foreign service/deputation has been | Yes
done?

12. Whether the last pay scale is correct? ’ Yes

13. Whether last pay drawn in the last pay scale correct? | Yes

14. Whether a valid legal heir certificate has been attached to the No
pension proposal?

15. Whether documents relating to marital status such as affidavit No
on non-marriage, divorce decree, death certificate of husband, if
relevant, has been attached to the pension proposal?

16. Whether a disability certificate, if relevant, has been attached to | No
the pension proposal?

17. Whether a medical certificate, if relevant, has been attachedto | No

the pension proposal?
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These checks are illustrative and not exhaustive. In the above illustration, several checks
are automatically performed while comparing data between the pension application and e-
SR. However, when service books are received physically, these checks are required to be
applied by L1 manually while scrutinising the pension application.

6.2.3 Verification of eligibility and quantum of pension benefits

The New Pension Application will automatically run the eligibility checks and rule based
calculation for the Bihar State. Upon execution, the system will generate the calculated result
along with a detail execution log. These will be made available to the level-1 processor for
review, verification and further processing.

6.2.4 Recommendation of the Level 1 processor

Once the verification checks have been performed, there can be two kinds of situations.
Firstly, no discrepancy is detected, and the case is found appropriate for authorization of
pension benefits. Secondly, one or more discrepancy(s) have been detected and case needs
rectification by the PSA. In the first case, L1 processor will propose to authorize the case and
whereas in the second case, he/she will propose to return. There shall be two options for L1,
namely, “Propose to authorize” and “Propose to return” (List of values would be provided
with the option of exceptional reasons raising up to Group Officer).

In both the cases, Level 1 enters his remarks and sends the case to Level 2 processor
(Level 1’s reporting authority) for further action. If the decision of level 1 is to return a case,
a draft return memo would be generated, relevant details filled and forwarded to level 2.
Once a case is forwarded to level 2, the case would be moved from ‘Inbox’ to ‘Sent items’ in
the L1’s user profile. Once a case is allocated to Level 2, notifications are to be sent to relevant
stakeholders through alerts and/or SMS and/or email. The date of forwarding of the case to
Level 2 is an important parameter for calculating key performance indicators as mentioned
in17.2.

6.2.5 Summary of actors and activities envisaged in New Pension Application
* Business rule administrator o Configures the business rule for automated

checklist, wherever necessary. o Configures the business rule for
eligibility.
o Configures the business rule for calculation of pension benefits.

o Configures the relevant stakeholders and modes through which notification
needs

to
be sent when the case moves from Level 1 to Level 2. o Configures configuration
parameters relating to calculation of priority and escalation.

* New Pension Application o Determinesthe Level 2 processor based on reporting

hierarchy. o Runs the automated checklist and produces the results with execution

116



log. o Runs the eligibility rule and produces the results with execution log. o Runs
the calculation rule and produces the results with execution log.
o Auto-calculate priority based on data points of case such as date of retirement
and date of receipt, etc.
o Sends notification to relevant stakeholders through configured modes. o
Escalates case based on configured parameters.
o Maintains history of changes made to the case.

* Level 1 processor o Views newly allocated cases that are pending action in Inbox.
o Accepts the case or transfers the case (in case of allocation based on rule only)
to another Level 1 processor. o Views electronic forms, service book and other
case documents wherever integration is complete.

o Views results of automated checklists. o Fills manual checklists. o Views results
of eligibility rule along with execution log. o View results of calculation rule along
with execution log. o View complete information of cases relating to the same
pensioner. Ability to view remarks and calculation sheet of original case (in case of
first case) or original and revision cases (in case of subsequent revisions) in one
screen. o Enters his recommendation based on verification of the case. o
Chooses to ‘Propose to authorise’ or ‘Propose to return’ and sends the case
forward to Level 2 processor. o Views sent cases which are still under process in
‘Sent items’. o Views processed cases for which process has been completed in

‘Processed cases’.

6.3 Processing of pension case (Level 2)

The cases verified by Level 1 and are submitted to Level 2 are available in the inbox for
further verification and processing. The Level 2 verifies the case and work done by Level 1.
The features described in section 6.2.2 are also available to Level 2 processor. After scrutiny,
the L2 user can choose to ‘Propose to authorize’ or ‘Propose to return’ the case or ‘issue
verification report’ (discussed in section 6.10)

In both the cases, Level 2 enters his remarks and sends the case to Level 3 processor
(Level 2's reporting authority) for further action. Once a case is forwarded to level 3, the case
would be moved from ‘Inbox’ to ‘Sent items’ in the L2’s user profile. Once a case is allocated
to Level 3, notifications are to be sent to relevant stakeholders through alerts and/or SMS
and/or email. The date of forwarding of the case to Level 3 is an important parameter for
calculating key performance indicators.
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6.3.1 Summary of actors and activities envisaged in New Pension Application
* Business rule of administrator: -

o Configures the relevant stakeholders and modes through which notification
needs to be sent when the case moves from Level 2 to Level 3. o Configures

configuration parameters relating to calculation of priority and escalation.

* New Pension Application o Determines the Level 3 processor based on reporting
hierarchy and allocates case. o Auto-calculate priority based on data points of case
such as date of retirement and date of receipt, etc.

o Sends notification to relevant stakeholders through configured modes. o
Escalates case based on configured parameters. o Maintains history of changes
made to the case.

* Level 2 processor o Views newly allocated cases that are pending action in Inbox. o

Views electronic forms, service book and other case documents wherever integration

is complete.

o Views results of automated checklists. o Reviews checklist filled by Level 1
processor and the recommendation. o Fills or corrects values filled in manual
checklists. o Views/re-run results of eligibility rule along with execution log.
o View/re-run results of calculation rule along with execution log.

o View complete information of cases relating to the same pensioner. Ability to
view remarks and calculation sheet of original case (in case of first case) or original
and revision cases (in case of subsequent revisions) in one screen. o Enters his
recommendation based on verification of the case. o Chooses to ‘Propose to
authorize’ or ‘Propose to return’ or ‘issue verification report’ and sends the case
forward to Level 3 processor.

o Views sent cases which are still under process in ‘Sent items’. o Views

processed cases for which process has been completed in ‘Processed cases’.

6.4 Processing of pension case (Level 3)

The cases verified by Level 2 and are submitted to Level 3 are available in the inbox for
further verification and processing. The Level 3 verifies the case and work done by Level 1
and Level 2. The features described in 6.2.2 are also available to Level 3 processor. After
scrutiny, there can be two scenarios, i.e., the L3 user can choose to ‘Authorize the case’ or
‘Propose to return’ or ‘issue verification report’ the case.
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6.4.1 Generation of e-PPO and digital signing

In the first, the Level 3 user does not detect any discrepancy, and the case is found
appropriate for authorization of pension benefits (‘Authorize the case’). When the Level 3
processor decides to authorize the case, then authorities (PPO/CPO/GPQO) are to be
generated based on templates (in triplicate) with QR code built in, as detailed in 9.4.1.1 and
JSON files are to be generated. These authorities are to be digitally signed by the Level 3
processor. An entry of authorized pensionary benefits would be made in the service register.
In the digital scenario, the entry in eservice book needs to be done through integration. The
e-Service Book supports integration through webservices calls. In the case of physical service
book, a manual recording with signature is done. After this, the Level 3 processor enters his
remarks and sends the case to Dispatcher (or Level 3’s reporting authority for approval, in
case of return). Once a case is forwarded to Dispatcher, the case would be moved from ‘Inbox’
to ‘Sent items’ in the L3’s user profile. Once a case is allocated to Dispatcher, notifications are
to be sent to relevant stakeholders through alerts and/or SMS and/or email. Further, the
authorization orders are communicated to state government and dig locker (upon completion
of integration). The date of forwarding of the case to Dispatcher is an important parameter
for calculating key performance indicators.

New Pension Application shall have the facility to generate batch file (consisting of
multiple payment authorities) and dispatch it to state government through APl or MFT. The
output of the generated batch files shall be in PDF and XML/JSON formats. This facility shall
be customizable across states in terms of size of batch file and interval at which these batch
files are dispatched. e-PPO shall be processed as sanction order, against which payments can
be directly made by treasury, without waiting for clearance from department (as no
recoveries can be made from pension and recoveries can be made only from gratuity (GPO)).
New Pension Application shall have the capability to generate e-sanction (customizable for
State) and push it into the state’s payment authority through interface.

Secondly, when the Level 3 processor detects one or more discrepancy(s) and case
needs rectification by the PSA, then the case is marked as ‘Propose to return’. When the Level
3 processor decides to ‘Propose to return’, a return memo containing details of verification
mismatch is generated. After this, the Level 3 processor enters his remarks and sends the
case to Group officer (Level 3’s reporting authority) for approval. Once a case is forwarded to
Group officer, the case would be moved from ‘Inbox’ to ‘Sent items’ in the L3’s user profile.
Once a case is allocated to Group officer, notifications are to be sent to relevant stakeholders
through alerts and/or SMS and/or email. The date of forwarding of the case to Group officer
is an important parameter for calculating key performance indicators.

6.4.2 Digital dispatch

If authorities are to be dispatched digitally to treasury and department, then digitally
signed xml files and digitally signed authorities in pdf are to be generated as discussed in
section 6.4.1. These files are to be pushed into state government application to respective
treasury and department. Files which are successfully loaded into state government
application will only be made available in pensioner portal. If upload files to state government
application has failed, then file will be reprocessed.

6.4.3 Summary of actors and activities envisaged in New Pension Application
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. Business rule of administrator: -
o Configures the relevant stakeholders and modes through which notification
needs to be sent when the case is authorized by Level 3 processor.
o Configures the relevant stakeholders and modes through which notification
needs to be sent when the case moves from Level 3 to Group officer. o
Configures the relevant stakeholders and modes through which notification
needs to be sent when the case moves from Level 3 to Dispatcher. o Configures
configuration parameters relating to calculation of priority and escalation.
. New Pension Application o Determines the Group officer based on
reporting hierarchy and allocates case (when the decision of ‘Propose to return’ is
chosen by Level 3 processor).

o Auto-calculate priority based on data points of case such as date of retirement
and date of receipt, etc. o Sends notification to relevant stakeholders through
configured modes. o Communicates the authorization orders to State
Government (wherever the integration is completed).

o Generates the authorization orders based on templates.

o Pushes the authorization and xml files to state government application. o
Pushes the authorization orders to pensioner’s Digi locker (after completion
of integration). o Pushes the authorization (including documents) to HRMS to
be added to eservice book.

o Escalates case based on configured parameters. o Maintains history of
changes made to the case.

o Attaches the generated authorities to the case.

. Level 3 processor o Views newly allocated cases that are pending action
in Inbox. o Views electronic forms, service book and other case documents wherever

integration is complete.
o Views results of automated checklists. o Reviews checklist filled by Level 1 and
Level 2 processor and their recommendation.
o Fills or corrects values filled in manual checklists. o View/re-run results of
eligibility rule along with execution log. o View/re-run results of calculation

rule along with execution log. o View complete information of cases relating

120



to the same pensioner. Ability to view remarks and calculation sheet of original
case (in case of first case) or original and revision cases (in case of subsequent

revisions) in one screen.

Enters his recommendation based on verification of the case.

Chooses to ‘Authorize the case’ o Generate authorities and data file o

Digitally signs the authorities and data file. o Sends the case forward to

Dispatcher (Manual dispatch). o Sends the case for digital dispatch.
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View, download and print authorities.

o Chooses to ‘Propose to return’ and sends the case forward to Group
officer. o Views sent cases which are still under process in ‘Sent items’. o
Views processed cases for which process has been completed in

‘Processed cases’.

6.5 Group officer

The cases verified by Level 3 and are submitted to Group officer with a decision of
‘Propose to return’ are available in the inbox for further verification and processing. All cases
which are proposed to return would be selected from a list of values (reasons) and a
predetermined subset of this will be sent to Group officer for approval. The Group Officer
verifies the case and work done by Level 1, 2 and 3. The features described in 6.2.4 (i.e.,
option to return a case or authorize) are also available to Group Officer. After scrutiny, there
can be two scenarios, i.e., the Group officer can choose to ‘Send to authorize the case’ or
‘Approve to return the case’. In the case where the Group Officer decides to ‘Send to
authorize the case’ (with remarks), the case is allocated back to Level 3 processor. For the
return cases that don’t go to Group Officer automatically, the latter would be having a
dashboard view of such cases Deptt-wise/ Section-wise and can review them by drilling
down. A functionality for G.O’s review needs to be designed in the system.

6.5.1 Returning the case

If the decision of Group officer is to return a case, then return memo would be
generated or approved and digitally signed using USB token. The template of return memo is
given in section 9.4.1.2. The digitally signed return memo would be dispatched to state
government with a copy to pensioner for intimation. Further, notifications are sent to
relevant stakeholders through alerts and/or SMS and/or email.

After this, the Group officer enters his remarks and sends the case to Dispatcher (based
on pre-defined logic) for approval. Once a case is forwarded to Dispatcher, the case would be
moved from ‘Inbox’ to ‘Sent items’ in the Group Officer’s user profile. Once a case is allocated
to Dispatcher, notifications are to be sent to relevant stakeholders through alerts and/or SMS
and/or email. The date of forwarding of the case to Dispatcher is an important parameter for
calculating key performance indicators as mentioned in <<insert reference>>.
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Features Required:

@ogm B9 =

Generate Return memo with facility to add reason for return
Digital signature using USB token (DSC).

Facility to View, Download, Print return memo.

Button to move case to dispatch.

Review of return cases by GO

6.5.2 Summary of actors and activities envisaged in New Pension Application

Business rule of administrator: -

Configures the relevant stakeholders and modes through which notification
needs to be sent when the case is authorized by Level 3 processor.

Configures the relevant stakeholders and modes through which notification
needs to be sent when the case moves from Level 3 to Group officer.
Configures the relevant stakeholders and modes through which notification
needs to be sent when the case moves from Level 3 to Dispatcher. o Configures
configuration parameters relating to calculation of priority and escalation.
New Pension Application

Determines the Group officer based on reporting hierarchy and allocates case
(when the decision of ‘Propose to return’ is chosen by Level 3 processor). o
Auto-calculate priority based on data points of case such as date of retirement
and date of receipt, etc.

Sends notification to relevant stakeholders through configured modes.

Generates the return memo based on template. o Communicates the return
memo to State Government (wherever the integration is completed). o
Escalates case based on configured parameters. o Maintains history of

changes made to the case.
Attaches the generated return memo to the case. Group officer

Views newly allocated cases that are pending action in Inbox. o Views
electronic forms, service book and other case documents wherever integration

is complete.
Views results of automated checklists. o Reviews checklist filled by Level 1, 2

and 3 processors and their recommendation.
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o Fills or corrects values filled in manual checklists. o View/re-run results of
eligibility rule along with execution log. o View/re-run results of calculation
rule along with execution log.

View complete information of cases relating to the same pensioner. Ability to
view remarks and calculation sheet of original case (in case of first case) or original
and revision cases (in case of subsequent revisions) in one screen. o Enters his
recommendation based on verification of the case. o Chooses to ‘Return the case’
sends the case forward to Dispatcher or ‘Send back to authorize the case’ to Level
3 processor.

o Digitally signs the return memo. o View, download and print return memo.

o Views sent cases which are still under process in ‘Sent items’. o Views

processed cases for which process has been completed in ‘Processed cases’.

6.6 Delivery of authorization/return memo (Dispatcher)

The dispatch is the final step of the pension process, where the result of processing is
communicated to stakeholders. When digital interface is completed between New Pension
Application and state government, move to dispatch feature shall automatically generate and
push data file in required format along with signed authorities into IFMS system. As
pensioners are not part of any interface, manual dispatch to pensioners would continue in
this scenario also. Pensioner copy shall be available in the pensioner portal after user
registration, for view and download.

6.6.1 Authorization

As discussed in section 6.4.1, when the case is authorized, the PPO/CPO/GPO would be
generated, dispatched digitally through New Pension Application-IFMS interface to be made
accessible to various stakeholders as follows:

5. e-payment orders and e-descriptive roll (scanned copy) would be made available to

single payment authority/treasury for payments.

6. Service book would be dispatched to department manually or through interface (in
case of e-SR).

7. e-payment orders would also be accessible to department. Department can pass the
information on Non Drawal Certificate (NDC) to treasury for payments in IFMS.

8. Pensioner can also access the e-payment order and the order would be made available

in pensioner portal for view and download.

A digital interface between New Pension Application and IFMS/Treasury application of
State would be developed in phase 1. Till the time digital interface is completely enabled,
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New Pension Application shall have provision to dispatch the authorized PPO/CPO/GPO
manually.

When level 3 decides to move the case to dispatcher, the entire case would be sent to
dispatcher. The pay orders would be printed and the same would be dispatched along with
service book. The dispatch details would be recorded in the case. After dispatch, the status
of the case would become processed and this would be updated. Case moves to ‘Processed
cases’ in the user profiles of all relevant stakeholders.

After dispatch, the status of the case would be set to ‘Authorized’.

A digital pension case would be a document in New Pension Application and contains
all particulars of a case like pension application, calculation sheet/BR execution log,
epayment orders, e-DR etc. Future modifications/revisions would also be captured in the
digital case file. Similarly, any queries like grievances, RTI/Legal cases etc. would also be
captured in the digital file. The digital pension file would be the single source of truth related
to a pension case.

6.6.2 Return memo

When group officer decides to move the case to dispatcher, the entire case would be
sent to dispatcher. The return memo would be printed and the same would be dispatched
along with service book. The dispatch details would be recorded in the case. After dispatch,
the status of the case would become processed and this would be updated (case moves to
‘Processed cases’ in the user profiles of all relevant stakeholders. Till the time digital interface
is completed, return memo is to be dispatched manually to both PSA and pensioner. After
dispatch, the status of the case would become returned.

6.6.3 Summary of actors and activities envisaged in New Pension Application
* Business rule of administrator: -

o Configures the relevant stakeholders and modes through which notification
needs to be sent when the case is dispatched by dispatcher. o Configures

configuration parameters relating to calculation of priority and escalation.

* New Pension Application o Determines the dispatcher based on pre-defined
logic and allocates case. o Auto-calculate priority based on data points of case
such as date of retirement and date of receipt, etc. o Sends notification to
relevant stakeholders through configured modes. o Escalates case based on

configured parameters.

o Maintains history of changes made to the case.

» Dispatcher
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Views newly allocated cases that are pending action in Inbox.
O

View, download and print authorities/return memo. o Capture dispatch details
(including speed post reference number and franking reference numbers) in the

case o Views tracking details related to sent cases.
o Views tracking details related to processed cases.

6.7 Monitoring first payment

Once an authority is delivered, the event of first payment of pension is to be recorded
in the IFMS system against each authority. This information is also to be captured in New
Pension Application for two purposes, viz., accounting purposes (once pension payment has
started) and for determining cases where authorities have become time-barred due to
nonpayment and thus need re-validation.

As on date, data is being captured manually. It is desirable in New Pension Application
to capture the first payment details,

Indicative business data for capturing first payment in New Pension Application
Authority number

Voucher number

Name

Pension amount

Pension payment date and reference number

Gratuity amount

Gratuity payment date and reference number

Commutation amount

Commutation payment date and reference number 10. Treasury name

SCEICONS O S O

6.8 Correction of Authority

The request for correction of authority would be received digitally or manually via letter
or in person till completion of digital interface. The nature of request would be available as
list of values (Major and Minor Correction). All requests from service pensioner/ Government
employee/Family pensioner, the request would come through state department only.

If received through post, the request would be diarized at inward, case history would
be retrieved, request would be attached to case history and transferred to the same level 1
where the original case was authorized (state specific and configurable in business rule). After
scrutinizing the request, the case would be forwarded to level 2 and then to level 3 for
approval. If approved, a letter communicating the correction in authority would be
communicated to Treasury with intimation to pensioner. In case of non-approval, the fact of
non-approval and the reason for the same would be communicated to department with
intimation to pensioner. This entire correspondence would be included in the case history.
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There could be two different nature of corrections and broadly classified as minor and
major correction. This is dealt on a case-to-case basis. In case of minor correction, the fact of
rectification would be communicated through letter. For major corrections, the authority
along with service book would be called back, cancelled, and reissued. Any correction in the
authorized emoluments would be considered as revision of case and hence revision PPO is
to be issued. The feature requirements, actors and activities are very similar to those
explained in sections 6.1 to 6.7.

6.9 Cancelling of Authority

The Cancellation an authority occurs in any of the following situation:
1. Request to change Pension drawing state

2. Death of a Government servant and non-availability of Family pension
beneficiary

3. Legal decision to stop the pension

A request to cancel an authority could be received from Treasury or department. In New
Pension Application, there shall be provision to receive this request both manually (as letter
through post) and digitally.

If received manually, it shall be diarized, case history retrieved and allocated to Level 1
as per allocation logic of different state. This request is processed through Level 1, Level 2
and Level 3. Upon approval from Level 3, authority is to be cancelled and the fact of
cancellation is to be intimated to department. In certain scenarios, where request type
necessitates (Scenario 1), a new PPO needs to be generated and dispatched.

In both the cases, letter and revised authority is to be dispatched manually if received
through post and digitally (wherever integration is complete). The feature requirements,
actors and activities are very similar to those explained in sections 6.1 to 6.6.

6.10 Verification Report

This is a special type of request from the department, where the department requests
AG(A&E) Bihar office to issue only a verification report. Verification report contains all details
that is found in a pay order except that it is not an authority to pay. Verification report would
be sent to department and a copy to the retiring government servant or pensioner. The
covering letter from department clearly requests AG to issue only a verification report and
the issued authority clearly mentions “Only Verification report issued”.

Verification report is to be dispatched manually if received through post and digitally
(wherever integration is complete). The feature requirements, actors and activities are very
similar to those explained in sections 6.1 to 6.6.
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6.11 Special Seal Authority cases

When a pensioner wants to get his PPO transferred to another state (from the original
state in which he retired), then a special authority is issued called Special Seal Authority (SSA).
The request for issuing SSA comes from treasury along with the original PPO authorized. In
New Pension Application, there shall be provision to receive this request both manually (as
letter through post) and digitally.

If received manually, it shall be diarized, case history retrieved and allocated to Level 1
as per allocation logic of different state. This request is processed through Level 1, Level 2
and Level 3. Upon approval from Level 3, authority is to be cancelled and a new special seal
authority is to be generated. AG(A&E) Bihar office of originating state will cancel the
authority, and issue special seal authority to the AG(A&E) Bihar office where the pensioner
wants to get transferred.

The output generated shall be dispatched - digitally to other AG office through email to
other AG office/state director of pension. An intimation would be sent to the pensioner for
information. The case history is updated, and status marked as processed. In the case where
special seal authority is dispatched digitally to AG (A&E) office covered under New Pension
Application, a new case would be created in the destination office. The feature requirements,
actors and activities are very similar to those explained in sections 6.1 to 6.6.

6.12 Re-validation of authority

The authority issued by AG(A&E) Bihar office has time validity. The validity period of an
authority is state specific. If entitlements were not drawn beyond the validity period, then
department/drawing officer/ Treasury can request for revalidation of authority.

Revalidation might include the following:
1. Authorization of sanction to draw pension arrears, or
2. Re-authorization of authority (Revised authority), or
3. Both.

New Pension Application shall have the provision to receive the request for revalidation
of authority both manually (through post) and as digital service request. If received manually,
it shall be diarized, case history retrieved, allocated to Level 1 following the allocation logic.
Once the request is processed, the output could be re-validated authority or sanction to draw
pension arrear or both. These shall be sent to dispatch section for dispatch to department
with copy to pensioner. The case history shall be updated accordingly and marked as
processed.

This request is processed through Level 1, Level 2 and Level 3. After processing, the
output generated as per the request shall be dispatched (digitally to department, wherever
integration is complete and manually to pensioner), case history updated, and status marked
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as processed. The feature requirements, actors and activities are very similar to those
explained in sections 6.1 to 6.6.
7 RTI, Legal cases and Adalats

As part of the pension case binder, it is important to associate RTI cases, legal cases and any
Adalat requests for easy reference. These are explained in detail below.

7.1 Right to information Act (RTI) requests

New Pension Application would assist in managing process of receipt and response to
applications received under the Right to Information Act, 2005. RTI applications would be
received in Administration group, as Dy.AG (Administration) is the Chief Public Information
Officer (CPIO) in an office. Pension related RTI application would be segregated at CPIO’s
secretariat, scanned and sent to CPIO in New Pension Application for onward transmission
to relevant section.

7.1.1 Create RTI request

The pension related RTI request received at CPIO’s secretariat would be scanned
(reference document) and uploaded in the RTI module of New Pension Application. After
capturing certain details (see indicative list) related to RTI application at CPIO’s secretariat,
RTI request id would be created and the request would be sent to CPIO for further
transmission to relevant sections.

Indicative business data for creating RTI request id in New Pension Application
Letter reference number

Date of receipt of RTIl application in office

Date of receipt of RTI application in pension group

RTI applicant details

Subject (details of information requested)

PPO number (if available in RTI application)

Upload document

ooy @iogs BN =

7.1.2 Transfer RTI request for processing

After creating request id, CPIO transmits the request to Dy. AG(Pension) and an
intimation goes to RTl cell, and pension coordination branch. New Pension Application should
have the facility to search a PPO or file number/case id and link it to the RTI request id. Once
a request id is linked with the PPO, the RTI application should be added to the case history of
the PPO. The coordination branch shall transfer the case to the section which processed the
case initially. If section could not be found due to some reasons or if the request is a general
information related to pension, then the request shall be dealt in the coordination branch
itself. The branch officer shall prepare reply to the request.

7.1.3 Prepare and review response
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The reply to the RTI application will be prepared in letter format. Any document that is
to be attached as part of the reply, will be scanned and attached or downloaded from the
case history and attached to the reply. The response will be prepared by the branch officer
and forwarded to Dy.AG (pension) for further transmission to CPIO. Till the time the response
is approved by competent authority, the letter will be in draft stage. New Pension Application
shall have the letter head template in which the reply has to be prepared (section
9.4.2).

Dy. AG(Pension) prepares the modify the draft (if need be) and transmits the response to
CPIO.

7.1.4 Approve and communicate response

The final response will be forwarded to CPIO by pension Group officer for approval. CPIO
is the competent authority to approve the reply to RTI applications. After approval, the
response cannot be modified. The approved reply to the RTI request letter would be
dispatched to the applicant and the status of the RTI request would be closed. The final reply
sent would be updated in the case history.

In case of appeal, the response has to be approved by Head of the Department (AG/Pr. AG),
as HOD is the appellate authority.

7.1.5 Summary of actors and activities envisaged in New Pension Application
. CPIO secretariat/RTI cell:

Captures data of the RTl application
Scans and uploads the application as reference document o Forwards the

application to CPIO
* CPIO o Forwards the RTI request to Dy.AG(Pension) o Modifies
the reply received from Dy.AG(Pension) (if need be)

o Approves the draft reply
Coordination Branch
* Links a request id with the PPO

* Transmits request to respective section

* Prepares reply for certain request in the templates

« Forwards response to Group officer (pension) for review

» Branch Officer of Pension Processing section

* Prepares reply to RTl application in the template

* Forwards response to Group officer (pension) for review
Group officer (pension)

e Modifies the reply received from section (if needed)
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e Forwards the final reply to CPIO
e RTI cell o Dispatches the reply to RTI request manually

e Close the RTI request after dispatch
New Pension Application
e Transfers the application as per the assignment done by coordination branch
e Maintains versions of response being processed
e Sends notification to relevant stakeholders through configured modes o Appends the
approved reply to case history.
e Provides dashboard to monitor the status and assign priority

7.2 Legal cases

The litigation in which AG(A&E) Bihar office should respond is included in the ambit of
legal cases. New Pension Application should have facility to capture the details of legal cases,
status of each case, link them with PPO and append them to the case history. Management
of legal notices, preparation of responses and filing responses are not within the scope of
New Pension Application.

7.2.1 Create, update and view legal case
When an AG(A&E) Bihar office receives legal notice, asking to respond, the details are to
be captured in the New Pension Application. The legal section in AG(A&E) Bihar office which
deals with such cases is responsible for capturing the details. The status of legal cases should
be updated regularly so that the current status can be verified from the New Pension
Application.

Since court cases are critical and confidential, very few users should have the permission to
view legal case details. It is essential to give this access only to Level 3 officials and above.

Indicative business data for adding a legal case in New Pension Application
» Reference number (legal notice number)
e Caseid (internal reference)
* Type of case (Court, Lok Adalat, tribunal etc.)
* Description
*  Current status
* Date of next hearing
*  Remarks
* Attachment

7.2.2 Link legal case to a pension case
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New Pension Application should have the facility to search a PPO and link it to the legal
case id created (refer section 7.2.1). Once a case id is linked with the PPO, the legal case
details should be added to the case history of the PPO. The user who has the permission to
create a legal case id should also have the permission to link a legal case to PPO.

7.2.3 Summary of actors and activities envisaged in New Pension Application
. Employee of legal section o Captures details of legal case o
Generates legal case id for internal reference o Updates case status after
every hearing o Searches PPO and links it to the case id
0 Adds the case details and attachments to case history.
» Level 3 processor/Group officer/HOD

* View legal cases associated with any pension case.
7.3 Adalat

Pension Adalat are conducted in states at regular intervals for prompt and quick
resolution of pensioner’s grievances. The following features shall be available in this
submodule:

* Schedule an Adalat event: - o Each Adalat should have a unique id to monitor the
outcome of each Adalat. o Office administrator should have the permission to
schedule an Adalat after an order of competent authority

* Receive Grievances: -

0 After scheduling an Adalat (District wise / Department wise), SMS intimation

should be sent to all eligible pensioners for lodging grievances.

o The pensioner portal in New Pension Application and the mobile application shall
have a link enabled to lodge grievances to be redressed in the Adalat.

* Adalat Pre-meeting: -

o An advance meeting may be scheduled with PSAs who have more number of

pending cases (provisional pension cases).
o New Pension Application shall facilitate generating the report on returned cases,
provisional pension cases, pending cases etc.

* Grievance management:
o Grievances of pensioner should also be captured during Adalat, if not lodged
in
advance. o If resolving the grievance is the responsibility of AG, then status of
resolution of grievance should be monitored. o If the action is pending at State
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Government, the required details may be forwarded to the PSA for further action
and monitored for resolution. o A dashboard service may be provided to monitor
the status of grievances and outcome of the Adalat. (section 7.2 and 14)

Indicative business data for scheduling an Adalat
1. Adalat Reference
2. Adalat Date
3. Adalat Place
Indicative business data for grievance management
1. Grievance number
2. Name of the pensioner
3. PPOis available? If yes, PPO number else General grievance 4. Summary of the
Grievance
5. Who should resolve it?
6. Remarks of AG office
7. Settled (Yes/No)

7.3.1 Summary of actors and activities envisaged in New Pension Application
Office administrator

e Schedule an Adalat
o Close the Adalat
e Level 2/ Level 3 processor capture details of grievances Search and view pensioner’s

case binder

8 Business rule management

The rules and calculations that determine pension eligibility and benefit are complex.
These rules change as laws of the state governments change. Hence it is desirable to have
configurable business rules, with ability to configure the rules by business users, without
having the need for vendors to change the rules. The business rule engine in New Pension
Application should be simple for a non-technical employee to manage business rules without
having to write code.

8.1 Business rules

A variety of rules for various purposes which are state specific are to be maintained in the
New Pension Application. Pension rules for State Bihar are given in Section 17.2.
8.1.1 Rule for allocation of case
As discussed in section 6.1, pension cases are to be allocated to various sections based
on a logic which is specific. New Pension Application should have facility to manage these
specific allocation rules.

8.1.2 Entitlement Accounting Rule

The payment details of first payment and subsequent payments are to be captured as
part of entitlement accounting. Currently, only first payments are being captured. After
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implementation of the New Pension Application, subsequent payments shall also be
captured wherever possible. After digital interface with the State Government this
information shall be received through APl or through MFT. Till the time interface is
established, the first payment details shall be captured manually through data entry. New
Pension Application would need to be configured accordingly.

Illustration -
PPO/CPO/GPO number

*  Voucher Number
* Payment Date
* Payment Amount

* Treasury

* Beneficiary name

8.1.3 Automated checks

State is in different stages of implementation of e-Service Records (e-SR). After
establishing a digital interface with State’s HRMS, New Pension Application will receive digital
data and e-SR through the interface. In such scenarios, New Pension Application should
perform certain automated checks between data fields in application and data fields in e-SR.
These checks are state specific and shall be configurable. States shall have facility to add any
new automated checklist and include the same in BRE for checking for processing cases in
the future. In case of new addition of manual checklist item, the same shall be configurable
and applicable to the future cases. An illustrative list of checks that can be automated is
explained in section 6.2.2.

8.1.4 Data validation rule
These rules assist in validation of data in various stages viz. receiving digital data through
integration, data entry etc.

Illustration

* If Aadhar number and Pan Number is mandatory then Aadhar
number should be 12 digits, Pan number should consist of 10
digits (first 5 digits alphabet, next 4 digits number and last digit
alphabet)

8.1.5 Prioritization of cases

New Pension Application shall business rule to prioritize a case and bring it forward from
the FIFO order. This ensures that cases which are received late and due for retirement early
are prioritized, deviating from the FIFO order.

Illustration

e (Case A was received on 30-06-2021 and due for retirement on 31-
08-2021.
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e Case B was received on 12-07-2021 and due for retirement on 31-
07-2021.

In FIFO order, case A would be processed first. The BRE logic for processing a case should
bring case B forward in the list. This ensures the case is processed before the date of
retirement.

8.2 Rule management

State will have a set of employees who will manage rules for that state and their user
role is ‘Rule Managers’. There shall be a facility to maintain a catalogue of rules in BRE and to
manage it. Access to catalogue will be based on user roles and permissions. Application
administrator shall have permissions to rule catalogue.

Rule managers in state should be able to create a new rule or modify an existing rule.
The rule engine should provide a tool for rule managers to test rules before publishing it to
a live environment. It is pertinent to mention here that modified versions of business rules
should be applicable only to subsequent cases.

8.2.1 Summary of actors and activities envisaged in New Pension Application
Rule Managers

o Creates a new rule or modify an existing rule o Test the

modified rule and publishes it to live environment

9 Communication

This module facilitates both internal communication (within IA&AD) and external
communication (outside IAAD, For example, State Government, pensioner etc.). This module
is traditionally referred to as ‘DAK management system’. The communication is received
either through e-mail, fax, regular mail (post), in person. They are then transferred to the
relevant dealing hands through a workflow process. After processing the communication
received, it is either filed for information or acted upon. The action taken is dispatched
through e-mail, fax, regular mail (post). Apart from the above-mentioned communications
modes, New Pension Application will also facilitate direct digital communication from/to
HRMS application. This will be handled through integration as detailed in 11.1.

9.1 Inward communication (DAK/Receipt)

This sub-module provides a platform to receive communication from outside New Pension
Application (from outside and within IAAD) in the following formats:

1. Regular mail (paper-based communication).
2. In-person submission of communication.

3. Fax.
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4. E-mail.

9.1.1 Receipt through email

Any letter/communication received through email would need to be diarised and
forwarded to sections for action. New Pension Application need to have provision for auto
diarising emails forwarded to dedicated email id of internal mail administrator. A DAK entry
has to be auto generated from the mail received by internal mail administrator. Once an entry

is created, details are to be filed by inward section and forwarded to section after generating
reference number.

9.1.2 Receipt through post/fax/in-person

Once a communication is received through post/fax/in-person, the details of the

communication are to be captured. An indicative data points that are to be captured is given
below:
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Indicative business data to be captured while diarizing receipts

Reference number (auto generated by New Pension Application)
Communication/Letter number

Communication/Letter Date

Received from category (internal (IA&AD)/external)

Type of communication (Categories mentioned below)

S

Sub type of communication (categories mentioned below) 7. Language of the letter

Channel of receipt
1. Received from
Received on
Remarks
Received through (In-person, regular mail, fax, e-mail)
Attachments

AN S

Pension proposal details 1.
Application number
2. HRMS id/Employee id
3. Employee/pensioner name

Indicative Business data relating to Receipts maintained at branch / section / dealing hand
1. Priority: High, Medium, Low

Due date for response

Status (Duplicate receipt, under process, filed for information, Response sent)

Link to dispatch, if the status is ‘Response sent’

Link to original receipt, if received as duplicate

SN S

The following types and sub types of communication would be received and to be
captured during data entry in New Pension Application.

Sub-Category EETS Reference to
Section in FRS
Letters Communication from |Diarise and send to
CAG office HOD

Named letter to HOD

Office letter to HOD

Named letter to Diarise and send to GO
Group officer
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Office letter to GO

New case

Other Ability to add text
/remarks
Pension proposal Data to be captured from| Section 5.3
along with application after
forwarding letter and | generating case request
service book id
Service Book Section 5.2

Additional documents

Special Seal Authority

Update pension case

Verification Report

Withdraw Pension
case

Existing case

PPO Correction
request

Cancel authority

Revalidation
Leave Salarylntimation off
Contribution/Pensio | Deputation
n Request for claim
Submission of
Valuables
Intimation off

repatriation

Request for DCB

Request for initial rate

Grievance

RTI letter from CPIO

Legal case letter from
DAG(Admin)

Grievance

Enquiry
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Category Sub-Category REINERS Reference to

Section in FRS

KMS New GO

New Circular

Others Others Ability to add te
/remarks xt

The following workflow would need to be provided in New Pension Application and the
workflow shall be configurable based on the category and subcategory of communication:
1. Forward: Forwarded to another with/without remarks

2. Transfer: Transfer to another section / employee if it does not belong to them. If
transferred, no action is pending for the employee.

3. File for information:

4. Duplicate: If marked as duplicate, then the original communication reference number
is to be mentioned.

5. Prepare response.

6. Create a new case request id: A reference number will be generated and forwarded for

data entry of application details.

9.1.3 Category: General Communications/Letters

A communication received inward would be diarised by capturing details in the
communication. In case of letter/general communications addressed to Head of the
Department by name or designation or letter from CAG office, it would be forwarded to HOD.
HOD will further forward it with his/her remarks. If the communication is addressed to the
Group Officer by name or designation, it would be forwarded to GO for further action. GO
will forward it to the corresponding branch with his/her remarks.

9.1.4 Category: New Case

A case would be considered new, if authorities are not generated against a case. There
will be different types of receipts under a new case. The workflow and process for each type
would be different and explained below:

9.1.4.1 Pension proposal

As discussed in section 5, a complete set of pension proposals includes a set of
documents along with a service book. After meta data capture from the forwarding letter,
the workflow here is to create a case request id. Case request id would be created which will
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be the reference number. This would be forwarded to pension inward for data entry from the
pension proposal. After data entry, a case id/reference number would be created, and the
pension proposal would be sent to the corresponding section as determined by allocation
logic.

9.1.4.2 Service book

As discussed in section 5.2 Partial digital request, SR alone would be received physically,
and pension proposals would be received as data. In such a scenario, the SR receipt shall be
diarised by general inward and transferred to pension inward for further processing. Pension
inward would search for the case request id and attach the SR against it. After attaching case
request id with service book, case id/file number would be generated, and SR would be
forwarded to level 1 as determined by allocation logic. If case request id is not found, it would
be forwarded to the coordination branch as discussed in section 5.2.2.
9.1.4.3 Additional documents/update request/withdraw a case

These requests would be received as a letter from the department against a proposal
already sent to AG(A&E) Bihar office. After receiving communication, details would be
captured. New Pension Application should fetch the case details (i.e., case id or file number)
based on the details captured. After generating a reference number, it would be forwarded
to the section as per the file number. The processing of this request in section is detailed in
section 6.2 to 6.6.

9.1.4.4 Special Seal Authority

Special seal authority would be issued against an existing authority. It is considered a
new case, because the workflow and process is different. The details would be captured and
forwarded to the coordination branch after generating a reference number. Details of
processing special seal authority is discussed in section 6.11

9.1.5 Category: Existing case

If a communication contains PPO number for reference and if PPO number is found in
New Pension Application database, then the communication category would be considered
as an existing case. In such a scenario the communication received would be diarised and
forwarded to the respective section (which processed the case initially) after generating a
reference number.

9.1.6 Category: Grievance

All communications which require a response to be given to be sender would be
considered as grievance category. It can be any of the following type: RTI request, legal case,
grievance, enquiry etc.

9.1.6.1 RTI request and legal cases

These two requests i.e., RTI and legal case would come from Dy.AG (Administration)
who is the CPIO and nodal officer to deal with RTI and legal cases. Pension group facilitates
functioning of Administration group by providing response or information against a request.
A letter would be received from Dy.AG (Admin.) requesting pension group to provide
required information. The request would be diarised in the secretariat of Dy.AG (Pension)
and forwarded to the group officer after generating the reference number.
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The GO in turn would forward the request to corresponding section after his/her remarks.

Section 7.1 and 7.2 deals with processing an RTI request and legal case in section.

9.1.6.2 Grievances and enquiry

A grievance/enquiry received through letter/fax would be diarised and reference
number generated after capturing all details. Based on the availability of case details, the
generated reference would be forwarded to corresponding section or to coordination
branch. Processing a grievance in section received through post/email/fax.

9.1.7 Category: KMS

Documents which are received (through post or email) from state government like
Government Orders, Circulars etc. are to be included in the Knowledge management system.
These categories of documents are to be forwarded to coordination branch, as they are the
owner of the document. Inward section would receive the GO/Circular and generate
reference number after capturing details of the letter. After generating reference, it would be
forwarded to coordination branch. KMS module is discussed in section

9.1.8 Summary of actors and activities envisaged in New Pension Application

Inward Section
e Captures details from the letter/communication

e Scan and attaches the communication/letter as attachment
* Generates reference number
* Acts on each DAK as per the workflow configuration for each type

Pension inward
*  Captures application data from pension proposal received manually

»  Generates case id/reference number
» Determine level 1 processor as per allocation logic and send the case to section

New Pension Application
*  Generates reference number for each DAK

*  Generates DAK entry from internal mail administrator’s inbox
* Sends notification to relevant stakeholders through configured modes.
9.2 Outward communication (Dispatch)

This sub-module would provide a platform to send communication outside the New
Pension Application (internally within IA&AD or to entities that are outside IAAD like state
government, pensioners etc.). The dispatch may be sent in one of the two forms namely -
paper-based communication or e-mail. Each dispatch should be against a corresponding

inward receipt. The sub-module will also assist in monitoring the progress of action taken on
the receipt.
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After the completion of processing of the receipt, it may be decided that the receipt
may be ‘filed for information’. In such a case, no further action would be necessary. In other
cases, a response would need to be sent to the sender of the receipt and others, wherever
necessary. The preparation of the draft of the dispatch to be sent may be done in a word
processor or auto-generated by using a template stored (refer section 9.4.2) in New Pension
Application. The template would contain place holders for static text and dynamic fields
which when used will generate a draft version of the reply automatically. This draft is then
subjected to a workflow, where approval is sought from competent authority. The response
may be ‘dispatched’ through various channels. Hence, the details regarding the same would
be captured.

9.2.1 Dispatch by email

In the case, where the response is dispatched via the regular mail, New Pension
Application will track until the dealing hand / section completes the dispatch mechanism.
The actual process of mailing from the office in this case is outside scope of New Pension
Application.

9.2.2 Outward dispatch receiving by dispatch cell

Letters and authorities which are to be sent physically as hard copy need to be dispatched
through post.
This section explains the process and workflow of various types of communications.

9.2.2.1 Authorities

The process of generating an authorization of authorities and sending it to the
dispatcher is explained in section 6.4.1. Till the time digital dispatch is completely
implemented, authorities need to be dispatched physically in triplicate to the Treasury,
department, and pensioner. Even if digital dispatch is implemented, pensioner copy needs to
be dispatched physically as pensioners are not part of any interface.

Dispatchers will receive the case in their pending tasks. Authorities need to be printed
in triplicate and dispatch numbers would be generated. Dispatch details would be updated
in the case history and the status of the case will be made as processed.

Indicative business data to be captured while dispatching authorities
* Sent through (Ordinary post, Speed post, email, e-Post)
* Sent by
« Sent to (entity type) — Treasury/Bank, State Government, Pensioner/Applicant
« Sent to (specific information) — Name of treasury/bank/DDO Code/Pensioner/Applicant
* Sent to (address) — (Auto filled)
* Dispatch number
* Dispatch date

» Reference number (Speed post reference number, e-Post reference number)

9.2.2.2 letters

In the same way as authorities, letters to various entities like state government, reply to
pensioners’ grievances etc. are to be dispatched physically. Once a reply to the received
letters is approved by competent authority, it needs to be dispatched to senders. Dealing
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hands i.e., level 1 processors in the section sends the approved reply to dispatch. Level 1
processor will fill in all details like Receiver, Receiver address etc. and forward the letter to
the dispatcher.

The dispatch section generates a dispatch number and updates the details against the
inward entry. A DAK gets closed only when dispatch details are updated against an inward
entry.

Indicative business data to be captured while dispatching letters

* Receiver name

* Receiver designation

* Receiver address

» Receiver mobile number, if available

* To be carbon copied? If yes o CC name o CC address
* Dispatch Number

» Dispatch date

9.2.3 RTl case and Legal case

Reply to information requests under RTI act and legal cases are special type of
communication, as they are intra office communication to Dy.AG (Admin.). After approval by
competent authority, the approved letter may be sent via email or through physical letter. In
case of letter, dispatch number and date may be captured against the inward entry and letter
sent to Dy.AG (Admin). In case of email, the mode of communication may be captures as email
while closing an inward entry.

9.2.4 Summary of actors and activities envisaged in New Pension Application
Level processor (in case of letter)
<% Captures receiver details except dispatch number and date

<% Forwards to dispatcher

Dispatch Section
% Generates dispatch number

<% Captures dispatch number and date against an inward entry

R
*

2
*

Updates case history

New Pension Application
% Closes a DAK/inward entry once dispatch details are updated <+ Sets status of the

case as processed after dispatch details are updated
<% Sends notification to relevant stakeholders through configured modes.

9.3 Managing DAK register
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This module helps in tracking the status of DAK like pending or not, if pending with whom,

closed or not, if closed what are the dispatch details etc.
9.3.1 Maintaining inward Dak register

Dak inward register will have a list of dak that are diarized and forwarded to various
officials in the office. Various options like sort by date, sort by pending days, filter by section
etc. shall be given in New Pension Application for easy monitoring.

9.3.2 Maintaining outward Dak register

Similar to inward register, an outward register provision shall also be enabled in New
Pension Application. This would help in monitoring the dispatch performance like no. of days
taken to process an inward request, delay in dispatch etc. Search by inward reference
number, search by name and other search fields need to be provided in the New Pension
Application for easy access to details.

9.3.3 Search, view & print Dak record

As briefed in the previous section, New Pension Application shall have various search
options to easily access details. The search engine shall be scalable, supports full-text query,
fuzzy searching, faceted search results, multi-lingual searches, etc. Facility to view the search
results, download as pdf, download as excel and print shall also be provided. These will
facilitate analysis of performance of inward and dispatch sections outside New Pension
Applications.

9.3.4 Dashboards and reports

Various dashboards and reports to monitor and assess performance of individuals and
sections may be provided in the New Pension Application. This will help in objectively
assessing the performance. The details of dashboard requirements are discussed in section
3.8.4.

9.4 Communication Templates

Various templates are used in the course of business in AG(A&E) Bihar office. Templates

which are used in the course of processing pension are detailed below.
9.4.1 Template types

9.4.1.1 Authorities template

Authorities which are sent to department, treasury and pensioner are sent in a fixed
template. Some of the details in the templates are to be auto populated from New Pension
Application.

9.4.1.2 Return memo template

When a case is found to have issues to be rectified, it would need to be intimated to
department by issuing a return memo. Return memo (to be prepared in bilingual) would have
list of issues to be rectified. The Application Ul front end would be in English and Hindi.
Data/Form entry to be supported in Unicode compliant languages. A copy of return would
also be sent to the retiring government servant or pensioner.

144



9.4.2 Create and manage word templates

Office would need to be provided with different word templates with customized letter
head for each office. This would be used by office to prepare letters. New Pension Application
would need to provide provision to update the letter, customize the templates whenever
necessary.

10 Integration with other systems

The New Pension Application requires a variety of input information that helps the case
processors to make decisions. Similarly, the output of the processing of a pension case needs
to be communicated downstream to other applications. Hence, integration with other
systems are essential for both inflow and outflow of information. Further, integration is also
necessary to utilizing services such as sending email/SMS and digital signing. The details of
systems with which integration is necessary and an indicative list of points of integration are
discussed below.

10.1 Integration with HRMS/IFMS

This office require both APl based and MFT based integration. In some cases, the
integration will start with MFT (JSON) and later transition into an API based migration. This
is required for the following reasons (indicative list only).

Inward communication

« Pulling in master data information such as designation, pay scale, PSA
wherever necessary

» Receiving pensioner information
* Receiving case requests for pensioners along with form data
* Receive e-service book
» Receive payment of pension entitlement information
Once the information is received, it must pass through an ETL process and error

handling at both MFT and ETL must be handled transaction-wise. It is also important to
establish protocol to handle erroneous transactions.

Outward communication

* Push authorization entry to e-service book after successful authorization
of case.

e Push return memo in case where the case is returned for want of further

information / incorrect information.
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Push cancellation of pension authority after cancellation of authority

10.2 SMS integration

New Pension Application must be integrated with service provider (with redundancy of
channel and provider) for incoming and outgoing SMS as per business requirements explained
in the remaining chapters.

10.3 Email integration

New Pension Application must be integrated with service providers for incoming and
outgoing email as per business requirements explained in the remaining chapters.

10.4 Integration with UIDAI

Aadhaar number has been identified as “Identity Information” under the Aadhaar Act
2016 and can uniquely identify residents in India. New Pension Application shall provide for
API| based integration with UIDAI to authenticate a person based on Aadhar. Aadhar based
mobile OTP verification would be utilized in various modules of New Pension Application to
establish identity of a person.

10.5 Integration with Digi locker

Digi locker is an online service provided by the Government of India for storing and
accessing authentic documents and certificates such as driving license, etc. The orders (ePPO,
e-GPO and e-CPO) issued by AG (A&E) office, after authorization of pension cases also belong
to this category of authentic documents. In the New Pension Application project, we would
like to register IAAD as a registered Digi Locker issuer so that the orders can be bulk signed
digitally. Further, New Pension Application will consume the API services exposed by Digi
locker for pushing the documents during issue of the order. For further reference, please refer
to the following link for issue APl documentation. https://partners.digitallocker.gov.in/issure-

api.php

11 Grievance redressal

Grievance redressal is one of the important services in public service delivery. New
Pension Application should have an efficient mechanism for grievance redressal. It is essential
to make it user friendly, as the stakeholder who will be using it are senior citizens.

New Pension Application should have facility to receive grievance through different modes
as given below:

1. Direct registration of grievances in New Pension Application by pensioner or by
someone on behalf of pensioner.
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2. Receiving grievances through post.
3. Grievance submission in person (through letter or orally).

4. Receiving grievances through email.

5. Submitting a grievance through WhatsApp or phone. Some offices have dedicated
phone numbers for receiving grievances and for enquiry.
6. Some grievances are forwarded from C&AG office or received from CPGRAMS.

New Pension Application should be able to create an entry for all grievances received
through different modes explained above.

In case the Pensioner communication relates to New Pension Application related
problems (not pensioner grievance but technical in nature), it would be dealt through Contact
Center solution as explained in Vol 1 of this RFP. The responsibility of resolving grievances lies
with the users of grievance redressal cell, either with the support of Pensioner helpdesk or
otherwise.

11.1.1 Register a grievance

An indicative list of details required for pension calculator is given below:

1. Name of complainant

2. Isthe complainant and the PPO holder the same person? If no, then PPO Holder name
and address
PPO number available? If yes, PPO number. If no, then application number available?
Application number available? If yes, application number. If no, then general grievance
Category of Grievance
Subcategory of Grievance
Description of grievance
Mobile number

@ L = o Guogm @8

Previous reference number, if any
10. Captcha verification

11. Reference document

11.1.2 Receipt through post

If a grievance is received through post, it should be diarized and registered in the New
Pension Application portal at the inward section. The letter received through post should be
scanned and attached as a reference document. If a phone number and email id is available
in the letter, then an SMS and email may be sent with reference for further tracking.

11.1.3 Submission in person
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When a person appears straight at the office and wants to lodge a grievance, employees at
the grievance cell should register the grievance in the New Pension Application portal. The
grievance may be submitted as a letter or orally. In both the cases, the grievance is to be
registered and the letter (if any) should be scanned and attached as reference documents. The
person who appeared at the office should be given an acknowledgment Slip containing a
reference number. An SMS and email should also be sent to the person who is submitting a
grievance.

11.1.4 Receipt through email

AG(A&E) Bihar office also receives grievances through dedicated email as well as through
general office email. New Pension Application should have facility to register these grievances
also. The employee who is responsible for managing these emails should register the
grievance in the New Pension Application portal and send an auto generated
acknowledgement with a reference number through email.

An indicative list of details required for registering a grievance:
1. Mode of submission: Post, in person, email, WhatsApp, phone call etc.
2. Name of complainant
3. Isthe complainant and the PPO holder the same person? If no, then PPO Holder name
and address
PPO number available? If yes, PPO number. If no, then general grievance
Description of grievance
Mobile number
Email id

Reference document

o = v Pu oo

11.2 Process grievance

After registering the grievance, it should be processed and closed after giving a reply to
the pensioner. If PPO number is available in the grievance, New Pension Application should
automatically forward the grievance to the section which authorised it. If PPO number is not
available, it shall be considered as general grievance and forwarded to coordination branch.
The logic of forwarding the grievance is state specific and hence New Pension Application shall
have facility to configure the routing. Grievances related to a PPO and the approved response
should be appended to the case history.

The hierarchy of processing a grievance and the approver for each type of grievance is
state specific. Therefore, New Pension Application should have facility to configure the
hierarchy and approvers. Employees should be notified about receipt of grievances and their
status in their profile as pending, processed and closed.

11.3 Closing a grievance
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A grievance will be closed if reply is approved and dispatched. Once a response to
grievance is approved it should be dispatched to the pensioner who submitted the grievance.
The mode of dispatch may be decided based on the mode in which it is received. The status
of the grievance should be updated in the portal.

11.4 Summary of actors and activities envisaged in New Pension Application

« Employee at inward/grievance cell o
Registers grievance in New Pension
Application o Generates reference number
o Generates acknowledgement

* New Pension Application o Validates the
details entered by user

o Displays error message if inputs are invalid
o Generates reference number
o Sends notification to users through configured modes

o Send acknowledgement SMS and email with reference number to user o Routes
grievance to section as per state logic o Appends the grievance and reply to the

case history

12 Internal Test Audit module

The internal test audit is done by internal ITA Section in PAG(A&E) Bihar office. The
internal test audit section directly reports to the HOD. They select and conduct audits of
individual sections of pension groups. It is an activity that happens every year. This submodule
provides a platform to plan and execute internal audit of pension groups, issue and follow-up
of internal test audit observations. The internal test audit team consists of a Sr. Accounts
Officer (SAO) named Internal Audit officer (IAO), one or two Assistant Accounts Officer (AAO)
and one or two dealing hands. This composition may vary from office to office. An inspection
team may be headed by IAO or AAO as decided by HOD. Preparation of annual and quarterly
inspection plan by ITA section is outside the scope of this application.

12.1 Create an Inspection assignment

Based on the approved plan, IAO may create an audit assignment in the New Pension
Application and capture necessary details. Head of the team would run MIS report and
section(s) would be selected based on the deficiencies noticed in the report. Cases in the
selected section(s) would be selected based on sampling. Sampling cases for scrutiny is out of
the scope of New Pension Application. The list of selected cases shall be imported into the
New Pension Application.
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An indicative list of details required for creating an audit assignment:

Year of Audit

Dates of Inspection

Run MIS report

Section(s) selected

Inspection team composition

Audit assignment id (Auto Generated)
Cases selected for review

SN N

12.2 Create an observation

After selection of a case for audit, the case details would be reviewed by a dealing hand
or AAQ, as the case may be. An observation is created in the New Pension Application against
the inspection id. Necessary details may be captured in New Pension Application and
reference documents if any may be scanned and attached against the observation.

12.3 Review observation

An observation raised by dealing hand or AAO would be put up to AAO or IAQ, as the
case may be for review. During the review of observation, it may be dropped or further
modified. It would be finally sent for approval before issuing it to the section.

12.4 Approve observation

An observation can be issued only after approval by the head of the inspection team
(IAO or AAO as the case may be). At this stage an observation may be dropped or modified or
approved for issue.

12.5 Issue observation and Reply to observation

The observation, if approved by the head of the team, would be issued to the concerned
branch officer. The branch officer reviews the observation and prepares a reply to the
observation immediately. If a reply cannot be prepared by the end of the inspection
assignment, then the observation would become part of the Inspection report. Branch officer
may prepare a reply by his own or forward to the section officer to prepare a reply, who in
turn may forward further down to the dealing hand. New Pension Application shall facility to
configure this workflow. Reply to observation would be submitted to head of the team by the
branch officer.

12.6 Review reply to observation

Head of the inspection team would review the reply to observation received from
section and would act upon. If the reply is satisfactory, the observation would be dropped. If
not, it would become part of Inspection report.

12.7 Inspection Report
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Those observations which are not replied or reply to observations which are not
satisfactory or incomplete would be marked to Inspection report (IR). IR would be issued to

group officer after approval of HOD.

Indicative structure of inspection report is given below:

1. Period covered by the Test Check

2. Period of Test Check

3. Date of Issue of Preliminary Objection Slips

4. Date of receipt of replies to Preliminary Objection Slips
5. Name of the AAO of ITA who conducted the Test Check
INTRODUCTORY

1. Personnel: - The following Officers held charge of the Branch/Section during the period noted against each.

SI.No Name

Desgn

From

To

2. Cadre Strength of Acctt/Sr. Accountants

SI No Cadre

No of persons on rolls

Persons in Position

1. Sr. Accts / Accts

and related correspondence.

4. Outstanding paras of previous reports of ITA :-

(a) Surprise Check Report No.8-1/2017-18 Para No.1

PART-II A

PART-II B

The section may review the cases and compliance reported to ITA.

3. Duties of the section and quantum of work: The section deals with the verification and finalization of pension cases allotted

INTERNAL AUDIT OFFICER

12.8 Summary of actors and activities envisaged in New Pension Application
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* Inspection team o Enters necessary details relating to an audit
assignment o Generates Audit assignment number o Runs
MIS reports and selects sections o Creates observation
o Reviews, approves, and issues an observation

« Branch Officer/Section Officer/Dealing hand o Prepares reply

for observation o Submits reply to IAO

* New Pension Application

o Generates observation as per template
Prepares Inspection report based on the pending observation as per template
o Sends notification to users through configured modes

13 Reference documents

During the verification of pension cases, a lot time employee will refer to Acts, various
Government Orders, internal manuals etc. These documents guide employees about
procedures, instructions related to processing a pension case. New Pension Application would
need to provide a platform to have a repository of all relevant documents, manage these
documents in a structured manner with ease of access.

13.1 Document repository

This sub module will host all the documents like acts, GOs, Pension Manuals etc. The
documents are state specific and New Pension Application would need to configure this
module state wise. The office administrator will be the owner of all documents with whose
permission only documents can be uploaded into KMS.

Indicative business data relating to General guidance document

Document reference number (codified)
Document type (Act, GO, Manuals, circulars etc.)
Source of the document (Internal, External)

If source is internal, who is the Author

If external, name of the organization

Date of creation

SN N U

Date of update

13.1.1 Summary of actors and activities envisaged in New Pension Application e
Office administrator:
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e Maintains master data

e Uploads relevant document into KMS after capturing details of the
document

e New Pension Application

e Retrieves document based on keyword search

e Filters document based on date field

e Retrieves document from repository based on GO number and GO

category

14 Reports and dashboards

The objective of the module is to provide a platform for self-serviced and managed
service delivery of MIS reporting and dashboard for the information that is stored as part of
New Pension Application. The platform used in New Pension Application should be flexible
and user friendly.

14.1 MIS reports

The management information system reports aid the managers at all levels in evaluating
the activities of employees, make decisions and monitor progress. The IAAD is presently
achieving this by compiling various periodical returns and reports (mostly manually) and

communicating to relevant stakeholders/managers at various levels.

Current pension applications in use in IAAD have MIS reports generation facility. Some
MIS reports are reports where the information is extracted as on a particular date. Some
reports behave like an account with opening balance, additions, clearances, and closing
balance. Some reports require a time series analysis. Some reports need to be automatically
generated in a periodical basis and available for viewing purpose. Others might be generated
on an ad-hoc/on-demand basis.
The common reports would be designed and deployed during roll out itself, the office
administrators should design and deploy reports that are specific to an office and as required

by HoD or Group Officer.
The user-interface for designing of the report should be very simple and user friendly.

The MIS reports must be viewable in the web and should be available for download as
csv, Excel, and pdf. When the MIS reports are viewed on web, the solution should provide
turning on/off visibility of columns, multi-sort, filter builder, grouping functionalities by simple
clicks or drag and drops.

14.1.1 List of indicative MIS reports
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An indicative list of MIS reports that are required to be provided is discussed below:

* Areporton dealing hand wise, section wise, branch wise user diary i.e., user wise case
received, verified, processed over a period of time

* Areport on no. of grievances/general communications received and disposed
* User diary report on no. of returned cases
* Areport on no. of cases processed by a user in a day to monitor his/her performance.

* Report on important grievances like RTI, grievances forwarded by C&AG office,
CPGRAMS. Their disposal time. This report is to be maintained like an account i.e.,
Opening balance, Additions, Disposals and Closing balance.

* Report on performance of inward and dispatch. No. of cases received (case request id
generated) and not yet registered (case id not yet generated), No. of cases authorized
but authorities not yet dispatched.

* Report on category wise returned cases
* Report on provisional pension cases

» Date wise pending cases with users (dealing hand, section officer, branch officer, group
officer)

* Report on cases in which first payment details are pending

* Areport on Adalat held and case details with status like pending, settled, no action at
AG.
15 Indicative business data dictionary

The indicative business dictionary for Phase 1 is detailed in this chapter. The list is
indicative and other fields required will be defined during the development phase of the
application. Some of the fields are look up fields, i.e., they display a list of pre-defined list of
values from which the user can select one item. The feature of maintaining pre-defined list of
values of lookup fields must be delegated to application administrator. System should enable
the administrator to maintain lookup code and lookup label. Apart from the code and label,
the system should allow to maintain states to which it is applicable of “All”.

For example. Let us take the case of employer type of a pensioner.

Lookup Lookup label Applicable to states

code
STGV State government All
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SPSU

State public sector
undertaking

West Bengal; Odisha

15.1 Pensioner

Basic details

The following details need to be maintained at the pensioner level is listed below.

Data field Description

Office code

The code of the AG (A&E) office which is responsible for processing
the pensioner

Pensioner’s name

Name of the pensioner

Pensioner category

(Lookup field) Category of the pensioner such as State government
employee, Family pensioner, State PSU employee, Freedom fighter,
AIS employee, High court judge, etc. The category field affects logic
governing validation for other fields.

Link to service
pensioner

If Pensioner category is Family pensioner, then the original
pensioner needs to be linked.

Data field Description

Name of The name of husband/father. This is primarily used for identification
husband/father purposes.
Gender (Lookup field) Gender of the pensioner such as Male, Female,

Others

Date of birth

Date of birth of pensioner

Date of death

Date of death of pensioner

Time of death

Forenoon/Afternoon

GPF account number

General Provident Fund Account Number

PAN

Permanent Account Number

Aadhar number

Unigue number issued by UIDAI. Since, this field is to be maintained,
AADHAR vault is required.

Religion

(Lookup field) Religion of the pensioner such as Hindu, Christian,
Muslim, Sikh, etc.
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Contact details

Permanent address Multi-line text field containing permanent address of the pensioner
Address after Multi-line text field containing contact address of the pensioner
retirement

Primary mobile This mobile number is used for sending SMS alerts and validations
number

Email id This email id is used for sending communication via email
Alternate mobile Optional alternate number

number

Other details Any other additional contact details

Employment details

Employer type (Lookup field) Type of employer of the pensioner such as State

Government, State public sector undertaking, Non-government

Employer’s name (Master) Name of employer of the pensioner

Post held The position held by the pensioner with the employer.
Employee id Identification number as per employer’s records
Department code (Master) The code of the department of employer

Date of appointment The date of appointment of pensioner

Time of appointment Forenoon/Afternoon

Date of retirement The date of retirement of pensioner
Data field Description
Retirement type (Lookup field) Type of retirement of the pensioner such as

Superannuation, Voluntary, Compulsory, Compassionate, Pro-rata
absorption, etc.

DDO Code (Master) DDO code

Name of last
office worked

Address of last office
worked

Spouse details
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Name of spouse

Date of birth of spouse

Age

If dob is not available, approximate age as on date of application.

Commutation details

Whether willing to
commute 40% of
pension

(Lookup field) Yes/No

Percentage

commutation

If not 40% of commutation, then how much

Age next birthday

As on date of application

Commutation factor

Decimal factor

Qualifying service
details

Total service

The total service to be captured in terms of X years, Y months and Z
days

Period of nonqualifying
service

The total service (sub-total from non-qualifying service details) to be
captured in terms of X years, Y months and Z days

Qualifying service

The service which is qualifying (Total — Non-qualifying) to be
captured in terms of X years, Y months and Z days

Additional
service

qualifying

The service which is to be added additionally (optional) to be
captured in terms of X years, Y months and Z days.

Net qualifying service
for pension

Last drawn pay details

Data field Description

The service which is qualifying for calculation of pension
entitlements (Total-Non-qualifying+Additional qualifying) to be

captured in terms of X years, Y months and Z days.

Pay matrix level

Scale of pay

Minimum of scale

Pay commission

applicable
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Basic

DA (percent)

DA (value)

Special pay

Personal pay

Grade pay

Additional grade pay

Non-practicing
allowance

Re-employment pay

Date upto which eligible
for re-
employment pay

Additional details

DCRG withheld (Lookup field) Yes/No

Family pension withheld| (Lookup field) Yes/No

Digital data (form)

Form number The form number as given by the State Government.

Pension form data JSON containing form data for the specific form number.

Digital data (e-service book)

e-service book JSON containing e-service book details.

15.1.1 Family nomination details

Each pensioner may have zero or more family nomination and the details to be
captured are listed below.

These details are as on date of application.

Data field Description

Name of family member| Name of the family member

Date of birth

Gender (Lookup field) Gender such as Male, Female, Others
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Age Approximate age as on date of application if DOB is not available

Marital status (Lookup field) The marital status of the family member such as
Single,
Married, Widow

Physically (Lookup field) Yes/No

handicapped
status

Mentally handicapped | (Lookup field) Yes/No
status

Relationship to
pensioner

Minor status (Lookup field) Minor/Non-minor

Name of guardian

Relationship of guardian

Nomination date

Residential address

15.1.1.1 Pension entitlement share

The share of entitlement for each entitlement amongst the family members is captured
here.

Date field Description

Entitlement type (Lookup field) The type of entitlements the pensioner is eligible for
such as Service pension, Enhanced family pension, New family
pension, Service gratuity, Death cum retirement gratuity,
Commuted value of pension, Provisional pension, Freedom fighter

pension, etc.
Family member Reference to family member
Share Total should sum to 100

15.1.1.2 Personal identification marks of family member

The personal identification marks of each family member (Minimum 2) is to be
captured.

Date field ‘ Description

Details of identification | Detailed description of the identification marks
Aadhar

15.1.2 Details of non-qualifying service
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Each pensioner may have zero or more specified periods of non-qualifying service due
to one or more reasons. The details to be captured are listed below.

Data field ‘ Description

Reason (Lookup field) Reason for not qualifying as service such as EOL, Dies-
Non, Suspension, etc.

Period Period of non-qualifying service to be maintained in terms X years,
Y months and Z days.

15.1.3 Details of dues to Government

Each pensioner may have zero or more amount due to the Government. The details to be
captured are listed below.

Data field ‘ Description

Due category (Lookup field) The type of due that is still to be paid by the
pensioner such as HBA, MCA, Leave Advance, Telephone Charges,
Festival Advance, Computer Advance, Education Advance, Estate
license fee, Others, etc.

Amount due Actual amount due to the Government in that category.

15.1.4 Eligibility of entitlement

Each pensioner may be eligible for zero or more entitlements as per rules existing in
the state. The details to be captured as part of eligibility is detailed below.

Data field ‘ Description

Entitlement type (Lookup field) The type of entitlements the pensioner is eligible for
such as Service pension, Enhanced family pension, New family
pension, Service gratuity, Death cum retirement gratuity,
Commuted value of pension, Provisional pension, Freedom fighter
pension, etc.

Is eligible (as per PSA) | (Lookup field) Yes/No (as specified in the case requested by PSA)

Is eligible (as per AG) (Lookup field) Yes/No (as calculated by eligibility rule / overridden
by case processors)

Start date Date from which the entitlement eligibility begins

End date Date up to which the entitlement eligibility exists

15.1.5 Quantity of entitlement (view)

Each pensioner may be eligible for zero or more entitlements as per rules existing in
the state. The details to be captured as part of quantum is detailed below.

Data field ‘ Description
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Case number

The assigned case number after completion of authorization.

Case request category

The type of case that was processed for the pensioner

Entitlement type

(Lookup field) The type of entitlements the pensioner is eligible for
such as Service pension, Enhanced family pension, New family
pension, Gratuity, Commuted value of pension, Provisional pension,
Freedom fighter pension, etc.

Amount (as per PSA)

The amount specified by PSA in the case requested.

Amount authorized (as
per AG)

The amount as calculated by calculation rule / overridden by case
processors

Order reference PPO/GPO/CPO
number
Order date Date in which order was issued

Effective from

The date from which the entitlement is effective

Effective to

The date up to which the entitlement is effective

15.1.6 Receipts (Inward) view

The zero or more inward communication linked to the Pensioner is to be shown for
ease of use. The details to be captured as part of quantum is detailed below.

Data field Description

Receipt referen | Hyperlinked to inward communication / receipt

number ce

Receipt date Auto filled from receipt

Status Auto filled from receipt

Dispatch referen | Auto filled from receipt and hyperlinked to relevant dispatch
number ce

15.1.7 Dispatch (Outward) view

The zero or more outward communication linked to the Pensioner is to be shown for
ease of use. The details to be captured as part of quantum is detailed below.

Data field Description

Dispatch referen | Hyperlinked to outward communication / dispatch
number ce

Dispatch Auto filled from dispatch

date
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Status Auto filled from dispatch
Receipt referen | Auto filled from dispatch and hyperlinked to relevant receipt
number ce

15.1.8 Pension payments (view)

The details regarding the payment made towards a pension case received through

Case reference number

integration is stored with the details listed below.

Data field ‘ Description

Reference number to the case

Order reference number

PPO/GPO/CPO

Voucher number

Reference number of vouchers

Head of account

(Master) head of account

Voucher date

Date of voucher

Voucher amount

Amount booked in voucher

15.2 Pension case

For each of the pensioner, several authorization requests such as service pension, family
pension, revised pension would be received by AG (A&E) office during the due course of time.
All these would be considered as Pension cases. The details to be maintained regarding
pension case are listed below.

Data field Description

Case request reference
number

This refers to application number allotted by New Pension
Application for processing the pension case.

Case request category

(Lookup field) The type of case that is being processed for the
pensioner such as Service pension, Family pension, Revised pension,
Special seal authority, Other pension, DCRG request etc.

Date of application

The date in which the application was received digitally / manually.

Case status

(Lookup file) The status of the case as maintained by the New
Pension Application such as New, under process, Authorized, Closed
and Cancelled.

Applicable pension rules

Related
Government
orders

Data field Description

(Master) Multi-select from pension master

(Master) Multi-select from Government Order master
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Anticipatory pension (Lookup) Yes/No
sanctioned

Provisional  pension | (Lookup) Yes/No

sanctioned
e-Service book (Lookup) Yes/No
Speed post number If No, speed post number through which service book has been sent.

Pension disbursement authority

Type of PDA (Lookup field) Bank/Treasury

Treasury Code (Master) Code of the treasury from which pensioner wants to draw
the entitlements, if type of PDA is treasury.

Sub-treasury Code (Master) Code of the sub-treasury from which pensioner wants to
draw the entitlements, if type of PDA is treasury.

IFSC code IFSC code of the paying branch, if type of PDA is bank.

Name of the paying Auto filled based on IFSC code based on APl integration.

bank

Name of the paying Auto filled based on IFSC code based on APl integration.
branch

Address of the paying Auto filled based on IFSC code based on APl integration.
branch

MICR code Auto filled based on IFSC code based on APl integration.

15.2.1 Pension case processing (view)

The business process engine controls the processing of case. However, a quick and easy
view (auto built) by the system will be helpful for understanding.

Date field ‘ Description

Processed by User who is currently holding / held the case

Processor role Role of the processor (L1, L2, L3, Group officer)

Received from User who forwarded the case to the above user.

Received on Date of receipt of the case

Processed on Date on which the user completed processing

Noting Remarks entered by the user

Decision (Look up field) The decision made by case processors after scrutiny
such as Propose to authorize, Return the case, Authorize, etc.

Status Status of the case when the user completed processing

15.2.2 Pension case entitlement
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The processing of each pension case may result in authorization of zero or more
entitlements (after processing the cut) as per rules existing in the state. The details to be
captured as part of quantum is detailed below.

Data field ‘ Description

Entitlement id

Unique reference number

Entitlement type

(Lookup field) The type of entitlements the pensioner is eligible for
such as Service pension, Enhanced family pension, New family
pension, Gratuity, Commuted value of pension, Provisional
pension, Freedom fighter pension, etc.

Amount (as per PSA)

The amount specified by PSA in the case requested.

Amount authorized (as
per AG)

The amount as calculated by calculation rule / overridden by case
processors

Order reference
number

Reference number (PPO/GPO/CPO)

Order date

Date of order

Effective from

Date from which the entitlement is effective

Effective to

Date up to which the entitlement is effective

Order documents

The attachments relating to the order

15.2.3 Pension case entitlement (Cut)

There may be a requirement for imposing a cut in zero or more entitlements as per
rules existing in the state. The details to be captured are below.

Data field ‘ Description

Entitlement type

(Lookup field) The type of entitlement from which the cut is to be
made.

Amount

Quantity of cut

Effective from

Date of from which cut needs to be enforced

Effective to Date up to which the cut needs to be enforced
Reason (Lookup field) Reason/category of cut
Remarks Additional remarks, if any

15.2.4 Pension case entitlement accounting

The pension entitlements may be booked in one or more accounting heads. The
system should validate the total entitlement matches with individual accounting head
amounts. The details to be captured are below.

Data field ‘ Description

Entitlement id

Reference to entitlement

Accounting head

(Master) Accounting headmaster
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Amount Apportionment amount

15.2.5 Pension case payment

The details regarding the payment made towards a pension case received through
integration is stored with the details listed below.

Data field ‘ Description

Order reference PPO/GPO/CPO

number

Voucher number Voucher reference number

Voucher date Date of voucher

Voucher amount Amount disbursed as mentioned in voucher

15.2.6 Receipts (Inward) view for pension case

The zero or more inward communication linked to the pension case is to be shown for ease
of use. The details to be captured as part of quantum is detailed below.

Data field Description

Receipt referen | Hyperlinked to inward communication / receipt

number ce

Receipt date Auto filled from receipt

Status Auto filled from receipt

Dispatch referen | Auto filled from receipt and hyperlinked to relevant dispatch
number ce

15.2.7 Dispatch (Outward) view for pension case

The zero or more outward communication linked to the pension case is to be shown for ease
of use. The details to be captured as part of quantum is detailed below.

Data field ‘ Description

Dispatch reference Hyperlinked to outward communication / dispatch

number

Dispatch date Auto filled from dispatch

Status Auto filled from dispatch

Receipt reference Auto filled from dispatch and hyperlinked to relevant receipt
number

15.3 Master data
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Master data ‘ Description

Employer Name

State

Employer type
Employer name
Remarks

Department code

Employer name
Department code
Department name

DDO Code

State

DDO code

DDO name
DDO Address
DDO PIN

TAN of the DDO
Is active

Treasury

State

Treasury Code
Treasury Name
Address

Sub-treasury

State

Treasury Code
Sub-treasury Code
Sub-treasury Name
Address

Government Orders

Master data

State
Government Order Number

Description

Government Order Date

Attachments (Link to repository)

Pension rule

State

Rule number

Rule description

Status (Current, Superseded, Obsolete, etc)
Remarks

Accounting head

State
Accounting head
Description

Form

State
Form No
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16 Legacy data migration

To ensure business continuity of the activities of AG(A&E) Bihar office, it is essential to
migrate legacy data, wherever relevant. This module details out the To-be process for legacy
data migration. New Pension Application is expected to provide a platform for smooth
migration of legacy data.

The data from legacy SAl pension applications and the scanned pension case documents
would need to be migrated to New Pension Application. Further, the New Pension Application
should include a data entry form through which AG (A&E) Bihar can enter the data regarding
pension case records scanned in future.

Migration of SAl pension application legacy data and preparation of data entry for
registering scanned pension case records shall be carried out in parallel with Phase 1
development and to be completed before testing the core pension processing module.
Migration of legacy case records (scanned files) would be taken up as part of Phase 2
development.

16.1 Organization and Employee master data

16.1.1 AG user master

Organization and Employee/ pensioner data from legacy application are to be migrated
to New Pension Application as part of legacy data migration. The amount of data that is to be
migrated is less and many of the offices do not maintain these data in a structured database.
Therefore, using create office functionality in New Pension Application, these data would
need to be captured manually. Individual office administrator would be responsible for
capturing this data in New Pension Application.

16.1.2 Post hierarchy master

Similar to AG user master, the post hierarchy would also need to be captured in the
system manually through Create/update post in New Pension Application. Individual office
administrator would be responsible for capturing these details and assigning it to users.

16.1.3 Summary of actors and activities envisaged in New Pension Application
* Office Administrator:

o Captures master data o Assigns post
hierarchy to each user

* New Pension Application

* Maintains captured master data

16.2 Case and case documents
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As part of legacy data migration, the existing data related to pensioners, pension cases
and pension case related documents are to be migrated to New Pension Application. These
data are required for revision of pension cases in the future. In some office, pension
documents are completely digitized up to date, and in some office, there are partial
digitization, whereas in some other office, the digitization work has not yet started, and
records are maintained physically. New Pension Application shall accommodate all these
flavours of digitization and migrate data from legacy applications. Digitization of legacy
pension records are not in the scope of New Pension Application.

16.2.1 Pensioner master and case details

Pension application that is being used in every office stores the pensioner details and
pension case details in their database. These data from the legacy application have to be
migrated to New Pension Application through ETL logic. Management of Legacy application is
not within the scope of New Pension Application. Whereas it is the responsibility of SI to
migrate the legacy data to New Pension Application. The details and size of database in the
each of the 20 office is given in Annexure D of Vol 1.

Each office administrator would port data from the legacy application and validates the
same. It would be the responsibility of the system integrator to write ETL logic to migrate the
legacy data and validate the same. This ETL logic would be tested in the pre-production and it
is the responsibility of the field AG(A&E) Bihar office to sign off ETL logic and the veracity of
migrated data. After signing off, the same ETL logic would be used to migrate data during
production phase.

16.2.2 Pension case documents

The legacy pension case documents that are digitized as discussed above shall also be
migrated to New Pension Application and be assigned against the associated pension case.
The digitized files are stored as pdf file in file servers of each office or as an object in database.
It is the responsibility of office administrator to sign off the migration after successful
migration by the system integrator.

The activities for scanning legacy pensioners records at various States is currently
ongoing. For already digitized legacy pension records (which are mostly PDF files), the Sl shall
perform a one-time bulk migration of legacy files to New Pension Application system.
Currently the digitized legacy files reside in local servers at different states and the data
structure (file name and metadata) are not completely uniform across all States. The Sl shall
perform technical activities pertaining to Data migration for transferring the aforesaid data
and files (state-wise) to New Pension Application system.

New Pension Application shall also cater to on-going digitization activity by providing a
data entry form in New Pension Application through which IA&AD personnel or external
agency engaged by IA&AD would enter the meta data and attach the scanned documents into
New Pension Application for each individual record. Any legacy data entry/ migration would
go through the verification steps, i.e., Maker, Checker and Approver, which shall also be
performed by IA&AD personnel in the New Pension Application system.

The end user experience for the legacy migrated records as well as the new added /
modified records created using New Pension Application should be seamless for all users
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using the New Pension Applications, i.e., The migrated records and/or records entered
through data entry form as well as the database/ records generated by the New Pension
Application for the pension cases processed in the New Pension Application(new pension
cases) should be available to New Pension Application users (both Back-office users as well
as Pensioners) through New Pension Application in a similar manner.

Digitization of legacy pension case records/documents are not in the scope of New Pension
Application.

Activity Timelines (Completion
by)

Development of Data entry form for entering legacy records Phase 1 Stage 2

Technical activities pertaining to Migration of legacy pensioner Phase 2

records and data to New Pension Application

16.2.3 Summary of actors and activities envisaged in New Pension Application
Office Administrator:

o Ports data from the legacy application and validates the ported data o
Checks the veracity of legacy data that are migrated in pre-production o
Ensures the digitised case documents are migrated and assigned against
each case properly
o Signs off the ETL logic used in pre-production
» System Integrator o Prepares ETL logic for
migration
o Validates the data migrated through ETL in pre-production
* Project team o Coordinates with field office
in porting the data to be migrated
* New Pension Application o Maintains

captured master data and pension document

16.3 Existing business rule migration

Similar to pensioner master data and pension cases, application in each field office
contains legacy data related to business rules and master data used for processing the
pension case. These would be also be migrated to New Pension Application.

16.3.1 Configure business rules

The business rules used for processing pension cases are embedded in the source code
of the applications being used in various field AG(A&E) Bihar office. These source codes are
not in the standard format to be readily migrated to New Pension Application. Thus, the
business rules are to be configured in New Pension Application a fresh. Section 8.1 deals with
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various business logics used in processing the pension application. Business rules are also
explained with an illustration which may also referred in the same section. Business rule
managers of each AG(A&E) Bihar office would configure the business rule and the SI would
provide additional support in configuring the business rules

16.3.2 Commutation factor table and DA rate table

The business rules used in processing a pension case refers to certain decision tables to
process a case. Two such decision tables are commutation factor table and DA rate table.
These tables are state specific and are to be maintained accordingly. These tables would be
imported as part of business rule configuration.

16.3.3 Summary of actors and activities envisaged in New Pension Application
* Business rule manager o Configures business

rule

* System Integrator o Supports business rule

manger

* New Pension Application o Maintains

business rule and decision tables

px TTABOOAO

17.1 Annexure A.1 Case study for leave salary contribution and pension contribution
calculation

Calculation Rule (sample)

Depending upon the parent department, the calculations of LSC and PC vary. Also, the
basic pay varies with time due to increments. The dearness allowance percentage also
varies with time as and when the DA rate is changed.

Case
When Category A: Cases not covered under G.0.656

« LSC: 11% of (Pay(t) + Grade Pay + Special Pay + Personal Pay + Dearness
Allowance(t))

* PC: (Rate (in percentage) with respect to length of service as per Table) x
(Max of revised pay + Grade Pay)

When Category B: Cases covered under G.0.656

LSC: No LSC has been recovered (Approximately 90 office of corporation
/ Boards / Undertaking of state government owned /controlled comes
under G.0. 656 which are to be fed into the system.

* PC: 10% of (Max in Pay Band + Grade Pay) When Category C: Out of India

Cases
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* LSC: None

* PC Rate: 10% of (Max in Pay Band + Grade Pay) When Category D: All
India Service Cases

* LSC: 11% of (Pay in Pay Band drawn in Foreign Service)

* PC:Payin Pay Band drawn in parent department x (PC rate in percentage
with regard to length of service as per Table)

When Category E: Cases of co-operative societies and Handloom
* LSC: 11% of (Average pay as per Table + Dearness Allowance (t))
¢ PC:10% of (Maximum pay in Pay Band + Grade Pay)

17.2 Annexure A.2 Pension Rules of States

Link to some of the state Pension Rules:
S. No. State Pension Rules

} https://state.bihar.gov.in/finance/cache/12/Documents/BR_Pension Rul
1. | Bihar e_1950_Part-Lpdf

Note: The above link contains Bihar Pension Rules 1950 in which entire rules, orders, entitlement
and pensionary benefits and calculation related instructions/guidelines/orders can be downloaded
for understanding. The bidders may also like to see the existing pension application in use in
PAG(A&E), Bihar, Patna office before submitting the bid.

***************End OfDocument***************
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Sl. Criteria Marks Allotment Maximu | Relevant
No. m Marks | Certificate
Required
117RI T I kKt W ¢21{< 50 Lakhs - 0 Duly signed &
turnover from IT projects | Marks stamped CA
during each of the last 3| From INR 50 Lakhsg certificate  from
financial years from 202- | to INR 1 crores- 3 the business
23, 2023-24, & 2024-25. Marks accounted in the
(Turnover from supply of From INR >1 Cr; smarks | [ 0Kt tOWl
S / IT and above mentioning  the
infrastructure and their | 2 Marks turn(?ver from 1T
associated maintenance ]
services shall not be
considered)

2 Previous Experience: Each work order Bidder should
Agency  should = will have ma).<|mum submllt the
experience in design & 4 Mz.irks subject to following:
development of similar maximum 20 Bidder should

Marks

Portal/Web  Application submit the PO /

with Dashboard and MIS Work orders.
Reports as per Guidelines Work completion
12 I.ndian SELEITE 20 Marks | certificates /
Websites (GIGW). projects duly
Details of minimum 05 signed by the
publicly  hosted web authorized
applications related to signatory from the
HRMS/Pension/Finance Client end.

Modules etc for any
Government Departments
/PSUs/Corporate of work
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order value not less than
25 Lacs in last 5 years to be
provided.

The Marks would be
awarded based on the
quality of work quoted as
previous experience.

3| The bidder must have ® |ISO 9001:2015 Bidder should
minimum two of the and ISO submit copies of
following document: 27001:2013-0 the said
ISO 90012015 & 1S Marks cer_tificatiorls _
27001:2013 or above & ® ISO 9001:2015 wh!ch it IS
CMMI level 3 / cmmI §  and ISO claiming:
certified for development . ZIUeL 2oy (The certificate

EE Gl will be checked

level 3 certified 5 Marks | on CMMI website,

(development) if e of

=3 Marks company not
® |SO 9001:2015 found on CMMI

i =D website, Bid will

Zoet 2o be disqualified)

and CMMI

level 5 certified

(development)

-5 Marks

4| Overall IT staff strength of o <50: 1 Marks Undertaking from
the Agency i.e. Total No o] o 501t0100: 3 HR of the bidder
IT Professionals strength Marks along-with  each
of the bidder. o >100:5Marks EGGGY! 13134

5 Marks
number,
Designation,
Project Name for
which deployed.

5 N6 URHc G LW Al | Technical
ERYGUWAWNNe RI 13 Marks will be given Presentation
NKDUOT 131+ qé U7 RU focusing on ability

Ynlw! Whe RI 134 | of bidder to satisfy |55 parks

Yl t] YsAWI R
RUqUNI ¢qRYUL
| 13 F Y10 Mdfhs)

technical
requirement of the
project. Quality
assurance
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SKPcqcll  GRNDI ¢ procedure and
2¢0RT ¢ qRYUW/| ability to meet the
Go!t RACOWQYL project timelines
(10 Marks).
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} HCGEHROGRq! 4
RUOqII YGI ¢ AR
c A~ E o A (15 BasksD

N0 GGl Yeé H6 WA
n Y| W ddvepmant)(
ProposedUNIJF 6 U Y
AtcaqnyYl GawW
faGcuauaUaqc qH
5RO WGRGIE q
ALHGeUNIIWE ¢
(25 Marks)

PKOY2IJl ¢RIJW Y
¢ t Gl Ebavlarks)

NY deeedl ¢ 4 100 100

and presentation
of the bidders.
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One Time 3 party cost ( Security Audit + SSL with 2
years validity)

S.No. Particular Price | GSTin Total
RULWI| bIYH Costin
blY b
1

Cost of 1-year on-site warranty support with
deployment of one technical resource at PAG(A&E
Bihar, Patna office

(Warranty period of one year starts from the date on
which all phases of the contract have been delivered
successfully i.e. after the website is made Go Live
Year 1).

Cost of Operation & Maintenance support (refer
post-warranty) for pension portal for 2 years after
completion of 1 year warranty support.
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[ § A~ UHAD ~ ~

AoWws [pMe sBREE NLW

SI.No. Item Costin INR

1 Total Cost for providing all the services as per this RFP includin
Remuneration and Bill of Materialséxclusive of taxes, 1 year warranty
and 2-year paid Support)

2 Cost of Oneyear Ont R Wt 2 GGY !l qWGUI + YOUWQ
experience)

3 Security Audit

4 SSL charges for 2 years

5 GST

Total Amount of Commercial Proposal - Component A (including taxes)

Note 1: Bill of materials to be provided separately
Note 2: Cost of proprietary / COTS software used shall be included in the commercials.

[ §A~UBD7 ~

Aows[puge s BREE NLW7

E IO

f qua

9 Yt RO wWf

A

Azcl ql

olel

olcl

olcl

Total Cost of Warranty for 1 year afte
completion of all four phases of contract
(Warranty period starts from the date on
which all phases of the contract are
successfully delivered)

Ul

Nt q WA 2

=0T W
Azcl aql

Ol T WAe

Cost of operation & maintenance (refer
post-warranty) of the staff wing website
for Two years (i.e year 2 and year 3) aft
completion of 1 year warranty support

Mad WA g

Nt qlAe

] ER

=0T W
Azcl ql

Ol T WA 2

Mad WA g

Total

Amount of Commercial Proposal -

Component B (including taxes)
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Professional staff

Support Staff

Note:

2 Professional Staff and Support Staff should be indicatethdividually.

4 Indicate separately staffmonth rate.
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Professional staff

Support Staff
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Retiring Pension Pension
Government Sanctioning Ag‘ﬂ“;‘gf} DDO Disbursing

Employee Authority Authority
Maintains a database

of employees retiring PSA sends copy of
__|in the next 1 /2 years »| the register to AG

In HAMS (A&E) Office

AG(ALE) Issues
reminders in case of

PSA triggers to fill up
pension proposals non receipt of
Pension cases due

_ o - B information for
submit requisite processing of pension pension
Forma and other case calculation as well
documents one -«

»
5 . e
year in advance L as ascertaining

A

{in ideal scenario 8
Government

to the PSA months in advance) diics:
Pension Case
received from PSA
(in ideal scenario &
onths in advance
Verification by
IAccountant/Sr.Accountant
Verification by AAO
Authorisation by
Sr.AQ/BO
PPO/GPO/CPO
generated and
printed
b4
i o =N,
PPO/GPO/CPO fram | PEGAGENLEL Trom
>  AG(A&E) with DR
AG(A&E) PPO/GPO/CPO fram and familydetails
AG(ALE) along with
PSA issues > N —
documents to < v Bill for payment of - _
pensioner for Gratuity and CVP > B recgnmgd from
appearance at the Prepare bill received from PSA
™ treasury / for Gratuity
and CVP
Grafuity ard QVP Payment of Gratuity &
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- Bill for payment of " .
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Physical Verification of
the Family Pensioner at

Physical Verification
Pension paying

at Treasury

bank/treasury
First Payment of
pension Vouchers sent First Payment of
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Figure 2 Family pension cases processing
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®I NcURACqRYUCGIEq!I 2 Haal 1

Level

Post

Role & Reporting

Head of
Department (HoD)

Accountant General (A&E)

Overall administrative and functional head of
the office.

Group Officer

Group Officer of Pension Group

Heads the pension group and reports directly
to the HoD.

Level 3 Processor

Branch Officer (Senior Accounts
Officer - SAO)

Heads a branch and oversees one or more
sections. Reports to the Group Officer.

Level 2 Processor

Assistant Accounts Officer - AAO /
Supervisor

Manages a section comprising one or more
dealing hands. Reports to the respective
Branch Officer.

Level 1 Processor

Dealing Hand (DH) — Asstt.
Supervisor, Senior Accountants,
Accountants, Clerks, Data Entry
Operators (DEOs)

Handle the initial processing of cases. Report
to the respective Assistant Accounts Officer -
AAO / Supervisorr.
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Figure 4 Post hierarchy in an organization
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1. Period covered by the Test Check

2. Period of Test Check

3. Date of Issue of Preliminary Objection Slips

4. Date of receipt of replies to Preliminary Objection Slips
5. Name of the AAO of ITA who conducted the Test Check
INTRODUCTORY

1. Personnel: - The following Officers held charge of the Branch/Section during the period noted against each.

SI.No Name Desgn From To

2. Cadre Strength of Acctt/Sr. Accountants
SI No Cadre No of persons on rolls Persons in Position

1. Sr. Accts / Accts

3. Duties of the section and quantum of work: The section deals with the verification and finalization of pension cases allotted

and related correspondence.

4. Outstanding paras of previous reports of ITA :-

(a) Surprise Check Report No.8-1/2017-18 Para No.1

PART-II A

PART-II B

The section may review the cases and compliance reported to ITA.
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Pension Rules

https://state.bihar.gov.in/finance/cache/12/Documents/BR_Pension Rul
e 1950 Part-l.pdf
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