RFP - Baseline Study of Grievance Redressal Mechanism
National Institute of Public Finance and Policy
Location: India
Request For Proposal
Baseline study to understand how consumers of financial products such as banking, insurance, pensions, capital markets use existing complaints mechanisms or grievance redress systems (GRMs) operated in each sector. 
About the organisation:
Founded in 1976, National Institute of Public Finance and Policy is an autonomous body of the Ministry of Finance with extensive experience in matters of regulation, regulatory architecture and regulatory governance. NIPFP has previously worked on these matters across financial and infrastructure sectors. NIPFP undertakes research, policy advocacy and capacity building in areas related to public economics and public policy. 
The team at NIPFP, comprising of researchers from a range of backgrounds, including law, economics and technology, has contributed to the creation and dissemination of public knowledge in these areas through research papers, articles, organising seminars and participating in domestic and international conferences. In addition, our research engagements with various government agencies have given us the opportunity to provide them research and policy support on a range of topics.
Overall objective of the project
There is a need to understand how consumers of financial products such as banking, insurance, pensions, capital markets use existing complaints mechanisms or grievance redress systems (GRMs) operated in each sector.  The survey will help towards learning the constraints and limits of the current GRM framework by:

Evaluating consumer experiences with the existing products and GRMs: The objective 
here would be to understand what do households do when faced with a problem? Do they know 
where to go? When they approach the current mechanisms, do they get a satisfactory 
response?
Evaluating the impact of the existing GRMs on households: The objective here would be to understand the impact of the GRMs on their decision making on participation in financial markets. Do households get put off by formal finance? This will allow us to tease out the relationship between participation rates and the extent of grievances with past retail products, both within and in the social network of the household. Additionally, we hypothesise that past grievances with financial products may be positively related to additional flows into physical assets, thus allowing us to estimate simple partial equilibrium counterfactuals on the cost of the status-quo with grievance redress.
Evaluating heterogeneity in household responses: The objective here is to understand how household responses differ by their characteristics. Do households in higher income deciles fare better than those in the lower income decile? Do the poor face a disproportionate welfare loss? How does the response differ by risk appetite? How does it differ by their rates of time preference? There will be a special emphasis on the experiences of the “poorest of the poor”, including those in rural areas, who are likely to have less agency in general.
Towards this end, we propose to conduct a survey to arrive at estimates of household's complaints with financial products, their experiences with GRMs, and the impact it may have on their lives. 
Study Location
1. Delhi NCR
2. Maharashtra
3. Kerala
4. Assam
SCOPE OF WORK
1. Sample size required for representative samples
2. Sampling strategy
3. Pilot test of the survey instruments
4. Mode of data collection
5. Time lines
6. Monitoring mechanisms
DELIVERABLES
· Prior to the survey
· Design of study methodology
· Design of survey instruments (questionnaire)
· Gantt chart for the entire project period covering timelines for 
· Desiging of the survey instrument
· Training of the field staff with NIPFP team
· Pilot testing of the survey instrument
· Report of the pilot and revisiting the survey instruments to incorporate the finding from the pilot
· Finalisation of the survey instruments
· Field work in each state
· Quality checks schedule (Both for on spot checking and back checking)
· Data cleaning
· Data report 
· During survey period
· Submission of the data in atleast two phases for each state
· On completetion of the survey
· Full data set with complete data verification and checks
· Data analysis and report writing
· Submission of data summary report with sampling details
· Presentation of baseline report
SUBMISSION OF PROPOSALS
In this regard proposal is invited from agencies highlighting following components in detail.
· About the organisation
· Prior experience in similar work 
· Approach 
· Detailed methodology for conducting baseline study.
· Suggesting cost effective way for the listing exercise
· Proposal for conducting pilots and incorporating the feedback
Award of the contract resulting from this RFP will be based upon the most responsive Vendor whose offer will be the most advantageous to NIPFP in terms of cost, functionality, and other factors as specified elsewhere in this RFP. NIPFP reserves the right to:
· Reject any or all offers and discontinue this RFP process without obligation or liability to any potential Vendor
· Award more than one contract.
Vendor's proposal shall be submitted in several parts as set forth below. The Vendor will confine its submission to those matters sufficient to define its proposal and to provide an adequate basis for NIPFP’s evaluation of the Vendor’s proposal.
In order to address the needs of this procurement, NIPFP encourages Vendors to work cooperatively in presenting integrated solutions. Vendor team arrangements may be desirable to enable the companies involved to complement each other's unique capabilities, while offering the best combination of performance, cost, and delivery. NIPFP will recognize the integrity and validity of Vendor team arrangements provided that:
· The arrangements are identified and relationships are fully disclosed, OR
· A prime Vendor is designated that will be fully responsible for all contract performance.
Vendor’s proposal in response to this RFP will be incorporated into the final agreement between NIPFP and the selected Vendor(s). The submitted proposals are suggested to include each of the following sections:
1. Executive Summary
2. Approach and Methodology
3. Project Deliverables
4. Project Management Approach
5. Detailed and Itemized Pricing
6. Appendix: References
7. Appendix: Project Team Staffing
8. Appendix: About the organisation
The detailed requirements for each of the above-mentioned sections are outlined below.
EVALUATION FACTORS FOR AWARD CRITERIA
Any award to be made pursuant to this RFP will be based upon the proposal with appropriate consideration given to operational, technical, cost, and management requirements. Evaluation of offers will be based upon the Vendor’s responsiveness to the RFP and the total price quoted for all items covered by the RFP.
The following elements will be the primary considerations in evaluating all submitted proposals and in the selection of a Vendor or Vendors:
1. Expertise in conducting large scale sample survey.
2. Adequate human resource for managing social science/public health/income and expenditure surveys
3. Recruitment plan for field worker in research area.
4. The extent to which Vendor’s proposed solution fulfills NIPFP’s stated requirements as set out in this RFP.
5. An assessment of the Vendor’s ability to deliver the indicated service in accordance with the specifications set out in this RFP.
6. The Vendor’s stability, experiences, and record of past performance in delivering such services.
7. Availability of sufficient high quality Vendor personnel with the required skills and experience for the specific approach proposed.
8. Overall cost of Vendor’s proposal.
Bid for this contract will be assessed in accordance with Quality and Cost-based selection method and will involve both technical and commercial evaluation with the following weight age:
	Technical Evaluation
	80%

	Commercial Evaluation
	20%


NIPFP may, at their discretion and without explanation to the prospective Vendors, at any time choose to discontinue this RFP without obligation to such prospective Vendors.
Your Proposals (Technical & Commercial) should sent to the Email ID suresh.kumar@nipfp.org.in by 15 March, 2020. Questions regarding the RFP will be entertained only till 12 March, 2020.
