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Roles and Responsibilities:  
a) Department of Health and Family Welfare 

 Transfer 100 existing vehicles to the agency after necessary reconditioning or repairing in good 
working condition. 

 Provide specification for branding of vehicles. 
 Decide location of the vehicles & intimate to the bidder. 
 Make 102 a toll-free number dedicated to the operation and facilitate the process to obtain the 

toll-free number. 
 Facilitate the creation of database of all health care service providers, health care facilities and 

diagnostic facilities. 
 Reserves the right to audit or conduct inspection. 
 Designate a person to be as a single point of contact for the project. 
 Release the funds to the Service Provider as per the terms and conditions of the agreement. 
 b) Service Provider 
 Provide 400 vehicles (own or hired) with required fittings, attachments and branding as per the 

specification. 
 Procurement, installation & maintenance of GPS fitted with vehicle. 
 To setup and operate a Call Centre for operationalisation of both health Helpline and Referral 

Transport service anywhere in Odisha. 
 Arrange premises for setting up the Call Centre. 
 Create systems to ensure secure storing of data captured during the calls 
 Design an online reporting dashboard for different levels of officials with appropriate security; 

the concerned officials should be able to access and analyze these reports and graphics 
through her/his computer from anywhere 

 Create appropriate operational measures to evaluate and report on the efficiency of the health 
helpline at pre-agreed intervals 

 Obtain all statutory approvals required for operating such a service. It may request 
Government assistance for such approvals, if required. 

 Ensure compliance of labor laws. 
 Put in place adequate and effective mechanisms to deal with complaints of sexual harassment 

of women at workplace. 
 Responsible for managing the activities of its personnel and will hold itself responsible for any 

misdemeanours. 
 Provide all call-logs, voice-logs, voice recordings and other necessary details as and when 

required by GoO. 
 Ensure adequate training of the staff in organizational behaviour so that it is fully courteous 

and is full of enthusiasm while at work. 
 Ensure necessary power backup for uninterrupted service. The service provider shall ensure 

average down time of below 2% in any particular month for any reason including mechanical 
and electrical failure. 

 The average initial answer speed for 90% of the calls shall be within 5 rings (10 Seconds). 

 Routine report on monthly basis preferably by 10th of every month as per the prescribed format. 


