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  Definitions: - 
�
Item Definition 

MOU Memorandum Of Understanding 

District e-Governance 
Society  

Society formed at district level with district collector as Chairman for 
implementing e-Governance projects in the district  inter alia e-Mitra 
Society  

DoIT &C Department of Information Technology & Communication, Government 
of Rajasthan 

GoR Government of Rajasthan 

SCA   Service Centre Agent for front  office management (Service Counters) 
(to be engaged by RajCOMP) 
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Common Service 
Centre (CSC) 

Rural Kiosk having setup owned and manned by SCA.  or its partners 
having all infrastructure as per MOU in rural area and to be operated by 
private woman entrepreneur 

Project Refers to Common Service Centre Scheme  

RajCOMP A society formed by Department of IT & C to promote and undertake IT 
activities. It operates under the mandate of DoIT&C 

SLA Service Level Agreement 

GoI Government of India 

�
�

  Preamble: - 
�

$�71�G�����
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1  THE RELATIONSHIP 
 

1.1 DoIT & C , e-Mitra Society and XYZ department will be the partners in an 
endeavour to provide various services of xyz department to the citizen in an 
efficient and transparent fashion by making services I.T. enabled. All the 
partners would join hands to do whatever is required to make the effort a 
success.  

1.2 At the time of future expansion DoIT&C may delegate all or part of it’s roles 
and responsibilities to the District e-Mitra Society which has been formed 
specifically for implementation of Common Service Centre Scheme under the 
chairmanship of the concerned District Collector. 
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1.3 All the future modalities as approved by the Government of Rajasthan will be 
applicable on all the three parties to this MoU. 

1.4 This MoU will not restrict rights of any or all the three parties to request for 
change in the relationship even during the tenure of the MoU. 

 

2 ROLES AND RESPONSIBILITIES OF DoIT &  C 

 

2.1 Application software. 

 DoIT & C will provide the Application Software for the purpose along with 
commitment for up gradation of the same to meet out the requirements arising 
from time to time. 

2.2 Technical Support 

� ��������	� 
���
��� �
�	����� ��
������ ��� ���� �
��� �� �� �
�� 
�

��� �������� 
��
����
�
�����

2.3 Training to the operational staff. 

 DoIT & C will provide the customized training on the application software to all 
concerned.  

�

�

3  ROLES AND RESPONSIBILITIES of xyz department 

 

3.1 Authorisation  

for fund collection 

xyz department hereby authorises Common Service Centre Scheme and its 
centres to collect due amount from it's consumers as per the prevailing rates. 
And also to issue receipts which will acceptable to xyz department for all legal 
purposes.  

for rendering other services 

xyz department hereby authorises Common Service Centre Scheme and its 
centres to render it’s various services. For the purpose if need be certain 
functional & authentication powers will be delegated by xyz to the personnel 
deputed by Common Service Centre Scheme on centers. 

3.2 Payment to Common Service Centre Scheme  

For dues collection 

 The rate of service charge payable by xyz to Common Service Centre Scheme 
for collection of dues will be Rs. ------- per transaction. The service charges shall 
be payable monthly on receipt of claim from the Common Service Centre 



Rajcomp    29

Scheme after the claim being duly verified by the concerned office of xyz. No 
other charges towards any other incidental expenses, stationery etc shall be 
borne by xyz. 

 For rendering other services 

 The service charge for rendering other services will be levied as decided from 
time to time by the Common Service Centre Scheme 

3.3 Indemnity 

xyz will not require Common Service Centre Scheme to deposit any security. 
Where ever Common Service Centre Scheme involves any private party it will 
be the responsibility of Common Service Centre Scheme to take adequate 
security from the party concerned so as to indemnify both Common Service 
Centre Scheme and department concerned against any kind of default on the part 
of the party. 

�� 1���D5E���	��"��)"�������)�"�8�����	�)��8���2���� )5�9����:����+���&������2���
"�����2�9��)95��)������9���""��8
"�8���"���)5��9"�� 2��������):2��
�:"��2":�����)+�
�"9
� 9����""��� 85� "��� �"�22� �2� 9�)"���� ��"� 
	� 85� � � ����)� �����9�� ��)"���
�9�������"����&��2
��5����85�)�+��+�)9�����&��"���� ��
�

3.4 Access to data base and back ended application 

� D5E� &���� 	������� $�71G�� �)�� �����)� �����9�� ��)"��� � 9����� &�"�� 9��	��"��
�99����"���"����"��8����&�"��
	��"�)+���+�"������"� ��&�"�������9��
�.�����99����"��
8�9(� �)���� �		��9�"��)K��9����&����8�� 	��������"��$ �71G�L�&�"��"��� ����"��)���
��+�"�� "��"�$�71�G� ��9�)� ����25�"���8�9(� �)�� �		��9 �"��)�"�� �)�
��� "��"�2��)"�
�)�� �)"��2�9�� �)�� 8�9(� �)�� �		��9�"��)� ���� �8��� "�� 9���
)�9�"�� &�"�� ��9��
�"���
�

xyz would make necessary arrangement by issuing appropriate instructions to 
the third parties already working for them to provide  data conversion facility for  
data  transfer in the required format.  xyz will issue specific guidelines in further  
tenders for standard data formats as per the specification of e-Mitra Society / 
DoIT & C. 

�

3.5 Manpower Resources 

� D5E�&����)���)�"����)�����9����2���"���	
�	�����2�� )"���9"��)�&�"��$�71�G����)��
�����)� �����9�� ��)"��� �9������ ��� "��"� "����� &���� �) �5� 8�� �� ��)+��� 	��)"� �2�
9�)"�9"
�1���)�����9���� �2�D5E�&���� ����� �)"���"��" ��"���9�"�E�)�"��� �22�9��&�����
��:�������
���9�)"�9"�2
�"����2���"���)���2
�
�

3.6 Access to relevant information 

D5E�&������(��������8���������)"��"�"�9��)2����"��) ��)��9�	�����2��
��:9��9
������)�
��2"�9�	����2����"����"��"����"��$�71G���)�������)� �����9����)"����9����
�
D5E� &���� 8�� ���	�)��8��� 2��� �)�
��)+� "��"� "��� 	
8�� 9� +�"�� �)�5� "��� ��"��"�
�)2����"��)���+����)+�"�����	��"��)"��"���
+��9�)"� ��
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3.7 Application and Database Server. 

xyz will provide the access to DoIT and Common Service Centre Scheme on it’s 
Application and Database Server. 

3.8 Disposal of applications and redressal of public grievances 

xyz will ensure timely disposal of all applications received and redressal of 
grievances of consumers and public at large, received through the Common 
Service Centre Scheme and its centres. The status of disposal will have to be up 
dated in the system whin 24 hours. 
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4 
 

ROLES AND RESPONSIBILITIES OF Common Service Centre 
Scheme 
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5 JOINT PUBLICITY 

 

5.1 Joint publicity activities 

xyz and Common Service Centre Scheme  would jointly ensure adequate 
publicity of the centre and the concept. 

 

6 ARBITRATION 

 

6.1 Arbitration 

If for any reason a breach of this MOU contributes to any loss or damage to 
either DoIT & C, Common Service Centre Scheme or to xyz, then Secretary I.T. 
& C., Government of Rajasthan, will take a final decision. 

 

 

7 
 

DURATION AND TERMINATION 

7.1 Duration 

This MOU shall effective till further changes. 

7.2 Termination for convenience  

Either DoIT & C or xyz or Common Service Centre Scheme may terminate this 
MOU with thirty days written notice to the other parties and neither side will be 
liable for any loss, damages compensation cost or any other expense.  

 

Signed by Signed by Signed by 

 
 
 

------------------------- 
……………….. 

Xyz 

 
 
 

-------------------------- 
(                              ) 

District Collector 
…………………. 

 
 
 

------------------- 
(Tanmay Kumar) 
Managing Director 

RajCOMP 
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ScheduleV 
 Memorandum Of Understanding 

  

Agreement – number ------------------------- Effective date: ------------, 200 

RajCOMP Name Rajasthan State Agency for Computer Services, Jaipur 
(Rajasthan) 

Address for notices B Block, 1st Floor , Yojna Bhawan, Tilak Marg, C Scheme, Jaipur 
302005   

Attention  

Tel 
Notices not by email 

0141-2380955 

 

Acceptance (Please sign all 
pages) 

RajCOMP  agrees to the conditions of this Agreement 

Signature  .................................................................................................................  

Name (print)  

Title Executive Director Date ------ 

District e-Governance  Society Inter alia e-Mitra Society, District 

Address for notices District  Collectorate,  --------- 

Attention District Collector as Chairman, District e-Governance  Society 

Tel: 
Notices not by email 

(                              )   Fax  (                              ) 
 

Copy to Divisional Commissioner,  <Division Name> 
Fax: .......................... 

Acceptance (Please sign all 
pages) 

District e-Governance  Society  agrees to the conditions of this 
Agreement 

Signature  .................................................................................................................  

Name (print) <Name of District Collector> 

�
�
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Title 
District Collector as Chairman, District e-Governance  Society, --------
--------  
 Date ---------
  

SCA  ...................................................................................,  SCA, ------------  

Address for notices  

Attention  

Tel: 
Notices not by email 

(                              )   Fax  (                                ) 
 

Acceptance (Please sign all 
pages) 

..................................................................................., e-Mitra SCA, ---
-------------  agrees to the conditions of this Agreement 

Signature  

Name (print) ....................... 

Title   Date ------  

�
�
�

  Definitions: - 

�
�
Item Definition 

MOU Memorandum Of Understanding 

District e-Governance 
Society 

Society formed at district level with district collector as Chairman for 
implementing e-Governance projects in the district inter alia means e-
Mitra Society, ……….. (Name of the district) 

DoIT & C Department of IT and Communication, Government of Rajasthan 

GoR Government of Rajasthan 

RajCOMP A society formed by DoIT&C to promote and undertake IT activities 
in the State. RajCOMP will act as the State Designated Agency 
(SDA) on behalf of the State Government, hence will be responsible 
for implementation of the CSC Scheme in the Stateresponsible for 
implementation of the CSC Scheme in the State 
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SCA Service Centre Agency  for front office management (Service 
Counters) (to be engaged by e-Mitra Society if required) 
 

VLE CSC kiosks owned and managed by a private entrepreneur. The 
Village level entrepreneur will be a franchise of SCA.  

Project Refers to CSC Project  

RajCOMP A society formed by Department of IT & C to promote and undertake 
IT activities. It operates under  mandate of DoIT & C. 

SLA Service Level Agreement 

GoI Government of India 

�
This Memorandum of Understanding (MoU) is signed on the ----------day of ---------, 200  
,Between Rajcomp on behalf of Government of Rajasthan, District e-Mitra Society, ----------------   
and ............................................................. .........................................,  SCA,  ------------------ 
 

  Preamble: - 
�

Department of IT & Communication (DoIT&C), in collaboration with District e-Mitra 
Society, ________(name of the district), is under the process of launching CSC project, an 
integrated IT enabled platform for delivery of various services and information to urban & 
rural masses under single roof by setting up of kiosks at various locations as per annexure-1 
in …………….. (Name of the district) with the objective of ushering in e-Governance in the 
District with PPP (Public Private Partnership) basis. The broad objectives of project are as 
follows. 

a) Bring government closer to the people through Integrated Citizen Service 
Centers, Kiosks and others. 

b) Provide round the clock services in efficient and transparent manner– 
Minimum 12 hours a day, 7 days a week through the aforesaid interface. 

 
There would be integrated service centre for urban and rural areas.  These kiosks would run 
under similar mechanism having a Back Office and a Front Office. The Back Office will 
contain infrastructure and application required to enable the system while Front Office will 
hook on to the back office and will provide interface for citizen with the government. To 
make this contact point efficient, it is imperative that the front office functions on private 
enterprise model. Thus front office management will be carried out through SCAs/VLEon 
self-sustaining model based on permission to collect per transaction service charges as per 
Annexure-8. The service charges will be borne by either the department/organization or the 
citizen depending on the service concerned. 

 

District e-Mitra Society, ------------ has taken the initiatives to establish services delivery 
front offices through Service Centre Agency (SCA) …………………. (Name & Address of 
the SCA), ---------------  agrees to become SCA for District e-Mitra Society, --------------- to 
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setup and/or kiosks to deliver e-Governance services as decided by e-Mitra Society from 
time to time as per the terms and conditions mentioned in this agreement.  

 

0���
������������
�

1  THE RELATIONSHIP 

 

1.1 DoIT & C, District e-Mitra Society, and SCA will be the partners in an 
endeavour to provide various services related to government domain to the 
citizen in an efficient and transparent manner by making services I.T. enabled. 
All the partners would join hands to do whatever is required to make the effort a 
success.  

1.2 At the time of future expansion, DoIT & C may delegate all or part of its roles 
and responsibilities to the District e-Mitra Society which has been formed 
specifically for implementation of e-Mitra under the chairmanship of the 
concerned District Collector. 

1.3 All the future modalities as approved by the Government of Rajasthan will be 
applicable on all the three parties to this MoU.  

1.4 This MoU will not restrict rights of any or all the three parties to request for 
change in the relationship even during the tenure of the MoU. 

1.5 This MoU will not result in exclusivity of relationship. District e-Mitra Society 
will be free to establish more such relationships for similar/same objectives on 
same or different terms and conditions. 

2 ROLES AND RESPONSIBILITIES OF RajCOMP 

 

2.1 Application software. 

 RajCOMP will provide the Application Software to e-Mitra Society, 
departments and SCA/VLE 

2.2 Technical Support 

Technical design & support would be provided by the RajCOMP for smooth 
running of the system. 

2.3 Training to the operational staff. 

 Rajcomp will provide the customized training on the application software 
to operational staff of district e-Mitra Society, ---------------, other 
government functionaries and SCA for smooth implementation of system.  
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3  ROLES AND RESPONSIBILITIES of DISTRICT E-MITRA SOCI ETY 

  

3.1 E-Mitra, through the Districts Administration, shall nominate a nodal officer for 
each department with whom SCA will closely interact for the purpose of day to 
day functioning. 

3.2 E-MITRA will keep SCA regularly informed about all kinds of tax and fee 
structures on the basis of which such dues are calculated wherever applicable. 

3.3 E-Mitra will provide pre-printed authenticated stationery and publicity material to 
SCA for use of printing of receipts in Centres. The cost of stationary and publicity 
material will be borne by the SCA.  

3.4 Wherever required, E-Mitra will also give No-Objection Certificate for getting 
separate electricity, telephone connection, leased line or any other communication 
infrastructure required under this project for the Centres and Counters to SCA. 

3.5 Jurisdictions for the SCA would be defined by District e-Mitra Society. Further 
setting up of Kiosks within the designated area would be the responsibility of the 
SCA only.  Jurisdiction for these multiple kiosks would also be defined by District 
e-Mitra Society.   

3.6 Time bound performance appraisal would form the basis for agreement execution/ 
renewal. The performance appraisal parameters would be decided on mutual 
consultation. 

3.7 E-Mitra will provide the calendar of operations of CSC kiosks to the SCA. 

3.8 E-MITRA will make available all the information promptly that may be necessary 
to run CSC kiosks in a time-bound manner. 

3.9 E-Mitra will also promptly supply copies of latest rules, regulations, and 
procedures that will apply to delivery of services either over Internet or across the 
Counter at the Centres. 

3.10 E-MITRA shall strive to give copies of all application forms that could be made 
available to citizens at counters of SCA. 

3.11 The communication could be through fax, e-mail or courier or in times of urgency 
even by word of mouth. 

3.12 All doubts and clarifications about any operational issue or point will be referred 
to the E-MITRA and its decision will be final and binding on SCA. 
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3.13 Authorisation for fund collection 

District e-Mitra Society, --------------- hereby authorises SCA to collect due 
amount from it's consumers as per the demand raised by a government entity. 

3.14 Payment to SCA  
3.14.1. There will be three types of services available at e-Mitra Centre/Kiosk 

a) Deposition of utility bills and Government demands/levis by the 
citizen 

b) Submission of applications for availing various Government 
services 

c) Public Information Services. 

3.14.2. For category (a) the service charges will be borne by the 
Department/Organization concerned and not by the consumer. The service 
charges would be applicable as per Annexure-8. 

3.14.3. For category (b) the service charges will be borne by the citizen/applicant.  
3.14.4. For category (c) the service charges will be borne by the citizen/applicant.  
3.14.5. For services of category (b) and (c) the SCA will directly deduct the due 

service charges from the amount received for that transaction from 
citizens.  

3.14.6. The District e-Mitra Society will retain 10% of the charges for each 
category of service from the service charges.   

The terms of payment will be as follows: 

a. The SCA would not be eligible for the revenue support accepted by the 
GoR, for a Division unless the CSCs within the SCA’s jurisdiction as 
per the mile stones prescribed have been rolled out within the specified 
time frame and are certified as operational by the SDA. 

b. Once the SCA has set up and made operational 50% of the CSCs, he 
shall be eligible for 50% of the revenue support for these operational 
CSCs.  The balance 50% shall be deferred till the roll out of the 100% 
CSCs.  The time frame for completion of the complete roll out (100%) 
shall remain 12 months from the date of issuance of Letter of Indent 
(LoI). Subsequent to achievement of 50% of the CSC target, for rest of 
the additional CSCs been setup, the eligible revenue support would also 
be 50% and paid on the quarterly basis. The deferred eligible revenue 
support in such cases also will however be paid after completion of the 
full roll out.  

c. The payment will be made on submission of bill in proper form by the 
SCA to the District E-Mitra Society. The District e-Mitra Society will 
examine the bill thoroughly as payment authority/DDO as per the terms 
& condition of RFP etc and send the demand note in a format as given 
below to SDA along with a photocopy of verified bills of SCA for 
record for actual payment to be made to SCA. The SDA shall only 
reimburse the payment as demanded by District e-Mitra Society. The 
DD/Banker cheques will be made in the name of SCA as per the detail 
given in demand letter from District e-Mitra Society and the same 
DD/Banker cheque will be sent to District e-Mitra Society for 
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distributing to the concern SCA. All remittance charges will be borne by 
the SCA. 

�

Format of Demand Note 

[Name of District e-Mitra Society]   Date :- 

                       Period :- From ---------------   to   -------------------    

                     TO Managing Director, Rajcomp, Jaipur 

Please reimburse the following payment to be made to SCA as per given below :- 

             The bill have been examined as per term number 6.4(c) of RFP Vol-1 

Sno Name of SCA Payment Period 

� � � �

�

�

                  Accounts official  Chairman/Nodal officer e-Mitra Society 

 

d. However, the procedure regarding revenue disbursement to SCA would 
be followed as per the directives issued by GoR/SDA. 

e. No payment will be made to the SCA in case the infrastructure is not as 
per prescribed norms. 

f. In case the CSC operations have not been run during a quarter, no 
payment will be made to SCA for that quarter. 

g. If the CSC operations are not run for more than one month during the 
quarter, the payment will be made on a pro-rata basis. However, in such 
case the liquidated damages clauses as prescribed will be applicable.  

3.15 Indemnity 

The DISTRICT E-MITRA SOCIETY, --------------- shall not be responsible 
for any claim/damage awarded for the deficiency in service attributable to 
any act of omission/fraud/theft/missing etc. committed by the SCA   either 
willfully or by negligence or whatsoever. 

3.16       Access to data base and back ended application 
3.16.1. There would be two modes of database updation. 

- Online 
- Batch mode 

3.16.2. DISTRICT E-MITRA SOCIETY, --------------- will provide SCA   with 
complete access to its data base with updating rights.   

3.16.3. SCA would create, maintain, update, common master databases at the 
district level as per the guidelines of the Department of Information 
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Technology & Communication in collaboration with the concerned the 
Departments. 

3.16.4. SCA would not create, edit, duplicate or generate hard/soft copies of any 
transactional data related to e-Mitra or government. Nor will SCA disclose 
or use the data available to it for any purpose other than that related to 
fulfilling its mandate as detailed in this agreement.  

3.16.5. SCA would ensure data management for the e-transactions taking place at 
centers.  This will include daily data 

- upload 
- backup 
- download 
- data transfer  error reporting and rectification 
- data transfer to departments in required media 

3.16.6. In case of data disruption at 

1. e-Mitra Data Centre - e-Mitra Society is liable 
2. SCA Centre /KIOSK - SCA  is liable 
3. Backend- Concerned department / organization is liable 

3.17 Manpower Resources 
3.17.1. DISTRICT E-MITRA SOCIETY, --------- will nominate a nodal cell for the 

purpose of interaction with DoIT & C and SCA, so that their will only be a 
single point of contact. The nodal cell of DISTRICT E-MITRA SOCIETY, -
-------------- will also intimate to the citizen the office where he/she should 
contact further for the needful. 

3.18 Access to relevant information 
3.18.1. DISTRICT E-MITRA SOCIETY, ---------- will make available relevant 

static information and copies of rule/circulars in soft copies from time to 
time to DoIT&C and SCA. DISTRICT E-MITRA SOCIETY, --------------- 
will be responsible for ensuring that the public gets only the latest 
information regarding the department, through centers at SCA  

3.19 Access to e-Mitra Data Centre 
3.19.1. District e-Mitra Society, …………..(name of the district) will provide access 

to SCA on it’s Data centre as per requirement while DoIT & C will provide 
similar access in case of State Data Centre. In both the cases expenditure 
related to communication will be borne by SCA. 

3.20 Redressal of public grievances 
-�./�0�  District e-Mitra Society, ………… (name of the district) will ensure timely 

redressal of grievances of consumers and public at large, received through 
the SCA and its centers.�

4  

ROLES AND RESPONSIBILITIES OF  SCA 

4.1 Whereas Name and address......................................................................., (Name 
of the SCA), a private sector enterprise is willing to provide the services as 
decided by government/e-Mitra Society from time to time to the people of 
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……………(Name of the District) on behalf of e-Mitra as per the terms and 
conditions mentioned in this agreement. 

4.1.1 Distribution of all kinds of certificates, licenses and other documents to 
citizens that may be required as part of service process notified by e-
Mitra from time to time. This would include liaison with concerning 
offices and collection of issued certificates from the concerning offices 
for distribution. 

4.1.2 SCA would provide courier services for delivery of certificates 
generated at e-Mitra at citizen’s door who wish to pay additionally for it. 
Charges for such services would be as per actual. 

4.1.3 In case of collection of payments of utility bills and government levies, 
SCA will not charge the citizens any additional fee and would get the 
transaction cost reimbursed from the department/organization concerned 
through District e-Mitra Society. 

4.1.4 In case of all other services, the SCA would charge the pre-decided 
transaction fees (service charges) from the citizen as decided by District 
e-Mitra Society.  The service charge/commission charge will be as per 
Annexure-8. 

4.1.5 Right for giving subsidy to weaker section in service charges shall lie 
with e-Mitra Society. 

4.1.6 SCA will display the rate chart of all service charges prominently at all 
CSC Centers/kiosks. 

4.1.7 The personnel deployed by SCA at the Centers will be trained in public 
dealing. They will be courteous in their dealings with members of public 
and show special consideration to the old, the infirm, the handicapped 
and the women with babies in arms. 

4.2 Service Level Agreements: The SCA will be governed by the Service Level 
Agreement, as per annexure-3. Service Levels that would be used for regular 
performance evaluation of Common Services Centers operations would inter-alia 
include the following: 

i. Every Common Services Centers must be operational on all working 
days except the Bank Holidays. 

ii. Mean time to repair any hardware at the Common Services Centers - 5 
working days 

iii.  SCA will report actual performance achieved every month to the SDA/ 
its authorized agency. The SCA will also be responsible for promptly 
investigating failures to meet the Service Level by: 
·  Initiating and reporting problem and identify root causes of failure 

related to not achieving the Service Levels;         
·  Promptly reporting problems related to the Services, as identified, to 

the SDA or its authorized agency that reasonably could be expected 
to have adverse effect on the operations; and  

·  Developing and implementing improvements in procedures required 
to prevent repeated failures 

·   
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4.2.1 Adherence to Service Level Metrics: SCAs are expected to ensure strict 
observance of Service Agreement metrics in annexure-3. For additional services 
to be added, separate Service Agreements will be put in place, and the Common 
Services Centers systems shall be reinforced and enhanced suitably to meet new 
demands and comply with the conditions specified in such Agreements. The 
SCA shall ensure that the VLE keeps a citizen charter of the complete list of 
services available at the CSC, time taken for delivery and pricing of the various 
services prominently.  

4.2.2 Daily MIS: For reconciliation purposes SCA will provide financial statements to 
the respective District E-Governance Society/ Department concerned. SCA shall 
hand-over proper receipt to the bearer of the bill/demand note/application giving 
relevant details, to the concerned department/utility provider. All the hard copies 
should be retained by the SCA/VLE and sent to the District E-Governance 
Society duly stamped with the inscription “PAID ON”/”Received” …….. (Date) 
at …………… (Counter Name) along with the accounts within next 48 working 
hours. The format and frequency of the other required MIS would be as per the 
provision of the application software. The reports should be strictly system-
generated. Reports those are not generated by the system will not be accepted 
and will be treated as non-submission hence the appropriate liquidated damages 
clause will be applicable. 

4.2.3 Security of Data: The SCA shall ensure that the data available with CSCs related 
to the Scheme is not misused/abused/copied by its personnel. The SCA shall 
indemnify the SDA from any claim or suit for damages that may be filed against 
it for breach of privacy laws by VLE employees. The SCA shall ensure that its 
personnel or VLEs appointed by the SCA do not tamper with data or document 
provided by District Administration/E-Governance Society/Departments meant 
for use by citizens. The SCA will be responsible for maintaining security and 
integrity of the data supplied by the District E-Governance Society/Departments 
Concerned/Government. 

4.2.4 Grievance Handling: The SCA shall ensure that a complaint and suggestions 
book is kept at a prominent place at each kiosk to enable the citizens to make 
complaints and suggestions in writing. The book will be sent to the concerned 
Nodal Officer at the District E-Governance Society every month for his perusal 
and such action as may be considered necessary. The SCA shall provide online 
grievance monitoring system for handling the complaint received from the 
kiosks. The SCA shall update the status of the complaint through online. To 
ensure effective redressal of the complaints received at CSCs, the SCA shall 
depute at least one full time technical support staff for every District. The SCA 
should ensure that a complaint is redressed within one working day from the 
time it receives. The complaint those are out of the scope of the SCA, should be 
escalated to the competent authority.The SCA shall update the kiosk owners 
(VLEs) about the grievance status. The SCA will be responsible for preparing 
and sending the monthly reports comprising of complainant’s name, date of 
receipt, date on which it was disposed, action taken, and time taken to dispose 
the complaint etc. The report should highlight the complaints with Pink which 
has taken more than one day for disposal and with red which has not disposed up 
to the kiosk satisfaction. 

4.2.5 Operating Hours and Procedures for CSC Kiosk: The kiosk should be open at 
least from 9.00 AM to 6.00 PM everyday without failing, except on bank-
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holidays. Every day the CSC kiosk owners/operators shall intimate to the server, 
through electronic log-in the opening time of the kiosk and log-out at the closing 
hours in a similar manner. In case a CSC is found closed during the working 
hours as prescribed above, a liquidated damages will be imposed in the manner 
mentioned in the Annexure-3A of this document. The SCA/VLE should 
electronically close their Revenue Collection Register (RCR) on a daily basis 
and should submit the counter foils of bill/documents/ applications/forms etc. 
and daily MIS report within next 48 working hours (two working days). Failing 
that would attract liquidated damages as prescribed in the Annexure-3A. In case 
of non submission of the reports/counter foils of bill, SCA must inform 
electronically to the District E-Governance Society and SDA the reason for the 
delay before the due time for submission. The delay in submission without 
informing the reason will be considered as non seriousness towards his 
responsibility and will be treated accordingly. Delayed submission, along with 
the amount equal to applicable liquidated damages will be accepted in the form 
of Demand Draft drawn in favour of respective District E-Governance Society. 

4.2.6 Collection of Money on Behalf of Government: and SCA would transfer/deposit 
the dues collected on behalf of the government to designated bank 
account/corpus within two days (48 hrs) of collection. In case of holidays the 
dues would be transferred on next working day. In case of non deposit of the 
amount so collected within the stipulated time, SCA will have to pay interest to 
District E-Governance Society as prescribed in the Annexure-3A in this 
document. Further looking at the realities for fund flow in rural areas, if agreed 
upon by the service departments, the time period for deposition of collected 
money by SCA may be revised to twice a week. 

4.2.7 ��������	 
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4.2.8 Insurance of Government Cash: SCA, at its own cost will subscribe to insurance 
coverage for the cash handled at CSCs to safeguard the public money against 
theft and uncontrolled risk like earthquake-fire & shock, Landslide/rockslide/ 
subsidence, storm or similar type. SCA will have to submit a copy of insurance 
policy to the SDA within 15 days from the date of roll-out of the CSC, otherwise 
the Government will not allow the CSC to operate and impose liquidated 
damages on SCA as prescribed in Annexure-3A in this document. In an event of 
loss of cash at SCA’s end because of theft or such eventualities, the cash will be 
recovered from the SCA.  

·  Grievance and Query handling Mechanism: The SCA shall ensure that 
the VLE maintains the following to receive and address complaints of 
rural citizens:                                                            

·  Complaints and suggestion book                         
·  Suitable MIS Software to record and report complaints           
·  Telephone/mobile numbers of his supervisor / district in charge if any 

and telephone number of suitable senior officer at the headquarter                               

4.2.9 The SCA shall ensure that the VLE maintains a book of complaints and 
suggestions and submits the suggestions and complaints every week to the Nodal 
Agency- RajCOMP/District E-Governance Society 

4.2.10 The SCA will obtain all applicable Statutory clearances for providing all G2C, 
B2B and B2C services at the CSCs. 
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4.2.11 Staff engaged by SCA at the Counters shall show courtesy to the E-Mitra 
functionaries and other officials of district administration who may happen to 
visit the Centers. 

 

4.2.12 For payments, SCA would submit bill in triplicate in the format as mentioned 
below in the name of District E-Mitra Society with date wise details of the 
collection amount and department wise transactions. E-Mitra Society would 
reimburse the dues with in 30 days from the receipt of the bill; provided all 
formalities are duly completed on the part of SCA. 

                               Format of Bill:   From …..  to ………… 

S.No Department Types of 
Service  

Total No. of 
transactions 

Amount 

� � � � �

�

4.2.13 The credit limit of the Kiosk would be equivalent to the deposited NSC amount 
and Guarantee amount of the Guarantor.  In any cash, the kiosk will not be 
allowed to exceed credit limit. The access will be denied for further transaction 
till the kiosk deposit the cash in hand in the bank and acknowledge the same to 
the E-Mitra Society. 

4.2.14 SCA would not deposit cash more than Rs. 20,000 for a single bill amount. Such 
payments would be received in the form of DD/Cheque etc  

4.2.15 SCA could add private domain services other than government domain services 
to e-Mitra service basket for the sustainability of the model. However, the same 
should be in conformity with rule of the land and in conformity with guidelines 
issued by District Administration from time to time. SCA or its authorized Kiosk 
owner would be accountable for rendering these services.  

4.2.16 In case one or more private domain services are found not to be in conformity 
with  State Government guideline,   District e-Governance  Society  can ask for  
shutdown of such services. 

4.2.17 SCA shall not allow E-MITRA’s data to be misused or abused by its personnel, 
and will protect it from being misused or copied by any of its employees. SCA 
will indemnify E-MITRA from any claim or suit for damages that may be filed 
against it for breach of privacy laws by SCA’s employees. 

4.2.18 SCA will ensure that its personnel or kiosk owners appointed by SCA do not 
tamper with data or document provided by District Administration/E-Mitra for 
the use of citizens. 

4.2.19 All publicity and advertisement material should conform to the general 
guidelines issued by SDA and District e-Mitra Society and shall not be in 
violation with any provision of the Press Act. 

4.2.20  SCA would not take implied rights as a rider for non performance. 

4.2.21 SCA would be responsible for all such activities which are needed for smooth 
functioning of Centers/kiosks. 
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4.2.22 SCA is bound to allow access to the records/Information as required by officers 
of e-Mitra Society or Govt. officials.  

4.2.23 Kiosk owner would maintain a hard copy record  of all the transactions at his 
end for proper verification in case of misplacements and other mishaps 

 
4.3 Relationship & responsibilities in relation to franchises   
4.3.1 Scouting for rural entrepreneurs: The SCA would scout for women VLEs from a 

given Division it has been selected for. It is important that the right VLE is 
selected through an appropriate selection and training process. The SCA will 
need to sign a legal agreement with the VLEs clearly delineating their respective 
roles, responsibilities, commercial terms including security to be deposited by 
VLEs with the SCA, tie-ups, technical support to be provided by SCA to VLEs, 
service-level liabilities etc. The agreement, amongst others, will also provide the 
provisions to be applicable in case of termination of the contract between SCA 
and VLE, replacement of VLE, refund of security etc. The SCA would be 
responsible for maintaining documents and database of information related to the 
VLEs, will also provide necessary technical support to VLEs. Prior to 
commencement of the operations, SCA will submit a certified copy of the legal 
document (agreement) duly signed with each of the VLEs, to RajCOMP/District 
E-Governance Society. 

4.3.2 While selecting VLEs, SCA shall abide by the criteria set by State Government: 
VLE should be residing in same district at least for last 3 years, should have no 
history of criminal/fraud/default/other offences. 

4.3.3 The SCA will be a single point of contact with e-Governance Society for all 
operational purposes. The SCA shall appoint a Nodal Officer for each of the 
district where it operates in, who would be the contact point with District E-
Governance Society. 

4.3.4 Training VLEs: It will be the responsibility of the SCA to train the VLE on 
various aspects of the CSC business, particularly the delivery of G2C services, 
IT skills and entrepreneurship skills. The personnel deployed at CSCs will be 
trained in public dealing and customer-orientation aspects as well. They are 
expected to be courteous while dealings with citizens and give special 
consideration to old, infirm, handicapped and women. 

4.3.5 Wherever required SCA will hire services of reputed private security agencies to 
provide security through uniformed guards and gun man to the Centers during 
working hours. These security agencies will also manage queue, traffic, parking 
and provide any other security cover as may be required from time to time. 

4.3.6 SCA will appoint a Supervisor at each of main Centres to co-ordinate the work 
of providing the services with the concerned Nodal officer of E-Mitra. 

 
 
 
4.4 Payment and Collection 
4.4.1 Cash and funds flow would be an integral part of the Scheme. The SCA may 

require to tie-up with several banks to manage/enable/support their funds and 
financial dealings. The potential SCA would have to provide the cash and fund 
flow management plan as part of the technical proposal in the bid. The selected 
SCA would need to explore the banking arrangement further in cooperation with 
the DIT, RajCOMP/District E-Governance Society and concerned departments 
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in the government. The transactions executed by the VLE should be monitored 
by the SCA and RajCOMP/District E-Governance Society through an 
authentication, authorization and accounting software. The SCA should also 
ensure deposit of the revenue colleted at CSCs from e-Government transactions 
from the citizens in a manner prescribed by the State. Appropriate safeguards 
need to be built so that such revenue is deposited in time and a proper receipt is 
given to the citizen who deposits such amount with the CSC operator. 

4.4.2 SCA will open separate bank account to facilitate the VLEs for depositing the 
amount collected against Government dues at an appropriate level. It will be the 
responsibility of the SCA to bear all charges for depositing the amount into 
designated account of District e-Mitra Society/departments. 

4.4.3 Multiple Modes of receiving Payment: It is currently envisaged that the rural 
citizens will make payment at the CSC by cash but considering the lifetime of 
the Scheme it is expected that banking facilities will also be widespread in the 
rural areas. Therefore, over the course of the Scheme period, the SCA and VLE 
can make arrangements to accept other payment methods like cheque, DD, credit 
and debit card, direct bank transfer, mobile payment, micro payments and other 
payment methods. 

4.4.4 Receipt to the users: The VLE should issue a receipt to all citizens for at least 
G2C and utility bill collection services. One copy of computerized receipts 
should be issued to the customer for all transactions while another copy should 
be kept at CSC. RajCOMP/District E-Governance Society may inspect this 
receipt books and the VLE should maintain these receipt books for at least 3 
years for audit by RajCOMP/District E-Governance Society. 

4.4.5 Utility Bill Payment: In case of utility bill payments, the VLE shall issue a 
printed receipt generated through the application. The application should keep a 
digital/signed copy of the receipt for the purpose of non-repudiation. If the 
Utility Department has an application ready for use at the time of operation, the 
Utility Department would make available such application to the SCA. 

 
4.5 Reconciliation and Controls 

�
4.5.1 The SCA would need to establish a comprehensive, online, and integrated 

Financial Accounting and Information System that would provide all the 
necessary checks and controls, provide access to all financial transactions and 
information, enable reconciliation of all financial transactions between the 
various CSCs involved and RajCOMP/ District E-Governance Society on a 
fortnightly basis.  

4.5.2 The SCAs will have to design a fool-proof, fraud-proof and obsolescence-proof 
system that is totally secure and that can accept all the new services and payment 
mechanisms e.g. smart card, payment gateways.  The SCAs should take this 
aspect into account while preparing their technical and commercial bids.  

4.5.3 The SCA shall comply with all such stipulations prescribed by DIT, GoI/SDA 
for enabling online monitoring of CSCs on a continuing basis. 

4.5.4 MIS Reports: The SCA would be required to provide / facilitate centralized MIS 
reports for all government services transactions for all the CSCs under its 
purview. The SCA should ensure availability of web based MIS reports for: 

i. Transaction Volumes 

ii. Collections 
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iii.  Payment Handover from one entity to another  

iv. Transaction Commissions for Government of Rajasthan and vendors 

v. Transaction deduction for departments and service providers 

vi. Exceptional scenarios like bounced cheque; disputed credit card 

transactions etc  

4.5.5 MIS reports should be able to provide drill down or drill through at each levels: 

i. Taluka 
ii. CSC 
iii.  Kiosk / Counter at CSC level 
iv. Operator at Kiosk / Counter at CSC level 
v. Service provider 
vi. Service 

vii.  Payment instrument 
viii.  Day, Week, Month and Year 
ix. Comparative / graphical analytical reports across Days, Weeks, Months 

and Years 

The MIS reporting system should be able to export the report data to 
industry standard read-only formats, word processing and spreadsheet 
software applications 

4.5.6 The process and books of accounts and the computer system should be available 
for audit by the State government or its agencies. 
�

4.6 Guidelines for delivering B2C Services 
�

a. The Common Services Centers Scheme envisages provisioning of the B2C 
services along with the G2C services. The SCA will have to integrate and 
coordinate with various B2C Content providers.  The entire responsibility 
for gathering the functional requirements of B2C services, development and 
deployment of the services rests with the SCA. However, the following 
disciplines will have to be observed while providing B2C services: 
i. SCA should inform District e-Mitra Society/its authorized agency of any 

B2C service to be delivered through the CSCs system and intimate the 
charges to be collected from citizens for these services; 

ii. Services opposed to public interest shall not be included in CSC 
portfolio; 

iii.  Inclusion of a B2C service should not adversely affect the functioning 
and performance of CSCs in relation to the G2C services; 

iv. The IT and the physical security of the CSC should not be compromised  
v. The Government reserves rights to instruct the SCA to host the B2C 

applications and databases on separate application servers, web servers 
and database servers, in the overall interests of the Common Services 
Centers Scheme; 
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��
  Further the government could also direct that the B2C Services be 
provided from a workstation, which is different from the workstation 
used for providing the G2C Services. However, both the workstations 
can be located in the same Common Services Centers premises.�

�

5 Other Operational Issues: 

a. Call Center / Help Desk: The SCA may establish a Call Center / Help desk that will 
accept support calls from the VLE, Taluka and district level support staff. The 
primary function of this facility would be to provide support to the VLE and to 
receive feedback and respond to complaints logged by telephone / email /chat. 
Software to monitor complaints / resolution time / frequency of complaints etc. may 
be deployed in the Call Center. The Call Center/ Help desk should be manned by 
trained technical/ support personnel during the normal working hours of the CSC. 

b. Maintenance of Common Services Centers IT infrastructure: The SCA should pay 
special attention to the management of the IT hardware at the CSC, which includes 
the PCs, Networks, UPS, applications security systems etc. The maintenance service 
strategy for all the Common Services Centers should be detailed in the technical bid 
including what responsibilities the SCA’s and its IT partners are willing to take and 
the performance expected in terms of mean time to repair and in case of delays, what 
back-up plan is proposed.  The key responsibilities here include : 

i. Proactive monitoring of the network and its performance  
ii. Logging in CSC calls for maintenance and proactive monitoring so as to 

ensure that the calls are attended within a reasonable time 
iii.  Preventive maintenance for carrying out the necessary repairs and 

replacement of parts wherever needed to keep the performance levels of 
the hardware and equipment in tune with the requirements of the Service 
Level Agreements.  

iv. Preventive maintenance should be planned and not be attended during 
working hours  

v. Positioning rapid action teams at key places in the state to trouble shoot 
the technical snags.  

c. Servicing Equipment Breakdown: The SCA will have put in place both a preventive 
and reactive maintenance strategy for attending to issues related to the CSC 
computers and peripheral devices like printers etc. This shall include: 

i. Deployment of required support personnel 
ii. Maintenance and support contracts with manufacturers and service providers 
iii.  Keeping an inventory of spares, additional equipment 
iv. Training and capacity building of VLEs  

d. Support for Software: The Support strategy for Software should include support for 
all software deployed through the CSCs  

e. Network: The Support strategy for network should include deployment of personnel 
who can solve issues related to network and Internet connectivity. To ensure that 
both citizens are served and SDA conditions are met it is recommended that the SCA 
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should deploy a team that can trouble-shoot connectivity related issues at the kiosk 
level and liaise with ISP and telecom providers to improve uptime and network 
performance. 

f. Operational Support: The SCA will need to deploy supervisory staff that will 
periodically visit the kiosks and guide the VLE on good business practices, 
knowledge of G2C and B2C applications deployed at the CSC and efficient delivery 
of services to the rural citizen. Operational support may also consist of periodic 
refresher training for all VLEs in a central place once in six months. 

�

5 JOINT PUBLICITY 

 

5.1 Joint publicity activities 

5..1 DISTRICT E-MITRA SOCIETY, --------------- and SCA   would 
jointly ensure adequate publicity of the centre and the concept. 

 

6 ARBITRATION 

 

6.1 Arbitration 

6.1.1 If for any reason a breach of this MOU contributes to any loss or 
damage to either RajCOMP, SCA or to DISTRICT E-MITRA 
SOCIETY, ---------------, then Divisional Commissioner, ---------------, 
Government of Rajasthan, will take a final decision. 

 

 

7 
 

DURATION AND TERMINATION 

 

7.1 Duration 
7.1.1 This MOU shall be effective initially upto ----, from the date of signing 

of MOU, which may be extended by one year with mutual consent. 

 

7.2 Termination for convenience  
7.2.1 Either DISTRICT E-MITRA SOCIETY,  ---------------  or SCA  may  

terminate this MOU with thirty days written notice to the other parties 



Rajcomp    50

and neither side will be liable for any loss, damages compensation cost 
or any other expense. Before notice by SCA a NO DUES 
CERTIFICATE to satisfaction of the E-Mitra Society shall be obtained 
and only after that one month notice will be valid.  

7.2.2 This agreement comes into force from the date on which both the 
parties to this Agreement sign it. 

 

7.3 EXIT CLAUSE 
7.3.1 At the end of every year from the date of commissioning of all Centres 

and Counters, E-MITRA and SCA would mutually recommend future 
course of action for either extension of Agreement on such terms and 
conditions as may be acceptable to both the parties, or for transfer of 
project in Toto to E-MITRA on such terms and conditions as may be 
just and equitable to both the parties. 

7.3.2 In case the recommendations are not acceptable to SCA, SCA is at 
liberty to take away the hardware. 

Note :- All the terms & condition of the RFP issued by SDA and MSA 
signed between SDA & SCA will be the part of this MOU 

 

Signed by Signed by Signed by 
 

------------------------- 
(<Name of District 

Collector>) 

Chairperson, DISTRICT E-
MITRA SOCIETY,  --------

-----    

 

-------------------------- 
(                              ) 

SCA 

 

------------------- 
(Tanmay Kumar) 

Managing Director 
RajCOMP 
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Service Rates and Revenue Share 

Name of Service Transaction Rate (inclusive 
of taxes etc) 

Revenue Share between 
SCA and the SDA/State 
Government 

1. Submission of 
Application 
Forms/Grievances 

Rs. 9 per transaction to be 
recovered from citizens   

10% of the transaction charges 
to be paid to SCA/VLE will  
retain by the respective e-
Governance Society  

1. Information 
Services 

Rs. 5 per transaction to be 
recovered from citizens 

10% of the transaction charges 
to be paid to SCA/VLE will  
retain by the respective e-
Governance Society 

3. Utility bill & other 
government dues 

Rs. 3.95 per transaction to be 
reimbursed by the concerned 
Department 

10% of the transaction charges 
to be paid to SCA/VLE will  
retain by the respective e-
Governance Society 

3. PHED water bill  

   (for urban areas) 

Rs. 2 per transaction to be 
reimbursed by the concerned 
Department 

10% of the transaction charges 
to be paid to SCA/VLE will 
retain by the respective e-
Governance Society 

4. PHED water bill 

      (for rural areas) 

Rs. 1 per transaction to be 
reimbursed by the concerned 
Department 

10% of the transaction charges 
to be paid to SCA/VLE will 
retain by the respective e-
Governance Society 

                               

The above rates are inclusive all types of taxes and levis as per rules and regulations. 

The State Government will have all rights to change the rates/philosophy of per transaction 
charges for CSC scheme at any point of time without assigning any reason thereof. 

For B2C services the SCA will be free to decide and charge a pre-determined fee to the citizens 
under intimation to the SDA. The respective e-Governance Society will get 10% of the transaction 
charges 
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Table of Service Level Metrics 

Note: The below mention service level parameters needs to be adhered to by the SCA. The SDA/ 
Government of Rajasthan/ District E-governance Society with the help of timely audit reports, daily MIS 
reports, field visits by their representatives, transaction counter foils, etc, would monitor the adherence of 
the various service level parameters.  

S.No Service Level 
Parameters 

Liquidated Damages 
for breach 

Material 
Breach 

Stipulated 
period for 
mitigating 
material 
breach 

conditions 

Remedial 
performance 
required for 

non 
termination 

during 
stipulated 

period 
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S.No Service Level 
Parameters 

Liquidated Damages 
for breach 

Material 
Breach 

Stipulated 
period for 
mitigating 
material 
breach 

conditions 

Remedial 
performance 
required for 

non 
termination 

during 
stipulated 

period 

1. The SCA will be 
required to establish 
and operationalize 
CSCs in phases as 
per the time 
schedule prescribed 
by the State 
Government/SDA  
as under:  

(1) 25% roll out in 5 
months from 
signing of MSA  

(2) 50 % roll out  in 
7 months from 
signing of MSA  

(3) 75% roll out in 9 
months month from 
signing of MSA 

(4) 100% roll out in 
12 months month 
from signing of 
MSA 

( A CSC will be 
deemed to be 
operational only 
after being certified 
by the SDA or its 
nominated 
agencies) 

No revenue support to 
be granted during the 
delay period for any 
CSCs  

 

                              and 

 

1. A Liquidated 
Damages of 
Rs.200 per 
day per CSC 
for each of 
the CSCs 
whose rollout 
has been 
delayed, per 
additional day 
of delay  from 
the schedule 

             OR 

2. LD as defined 
in para 5.13 
of vol 1 

 

 Whichever is higher 
out of 1&2 

Rollout 
being 
delayed by 4 
weeks as per 
the rollout 
schedule 

 

1 month Roll out of 
CSCs in the 
stipulated 
period for 
mitigating 
material breach 
as per the roll 
out schedule 

. 
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S.No Service Level 
Parameters 

Liquidated Damages 
for breach 

Material 
Breach 

Stipulated 
period for 
mitigating 
material 
breach 

conditions 

Remedial 
performance 
required for 

non 
termination 

during 
stipulated 

period 

2. Inoperability of 
CSCs in offering 
Government 
Services.  

A CSC needs to 
offer available 
Government 
Services throughout 
the year except on 
the Bank Holidays.  

A CSC will be 
deemed inoperable 
if it is not offering 
available 
Government 
Services for a 
continuous period 
of seven days, or 
more than a 
cumulative period 
of ten days in a 
month except in 
cases of force 
majeure.  

 

No revenue support +  

20% per CSC per 
week of monthly 
revenue support 
sought or Rs.1,000 
per CSC per week, 
whichever is more 

If a CSC is 
inoperable 
for more 
than 30 days 

7 days CSC needs to 
be operational 
and certified 
operational by 
RajCOMP or 
its designated 
agencies 

 

3. Mean time to 
repair any 
hardware at the 
Common Services 
Centers 

Any hardware 
problem has to be 
rectified within 5 
working days 

Would be deemed as 
inoperative and the 
liquidated damages as 
prescribed in 
Parameter 2 of this 
Schedule would apply 

Same as 
Parameter 2 
of this 
Schedule 

Same as 
Parameter 2 
of this 
Schedule 

Same as 
Parameter 2 of 
this Schedule 
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S.No Service Level 
Parameters 

Liquidated Damages 
for breach 

Material 
Breach 

Stipulated 
period for 
mitigating 
material 
breach 

conditions 

Remedial 
performance 
required for 

non 
termination 

during 
stipulated 

period 

4. Delay in deposit of 
money collected at 
CSCs to the District 
E-governance 
Society/ respective 
departments (cash, 
Cheque, DD) 
beyond 48 hours. 
(In case of holidays, 
the money to be 
transferred the next 
working days) 

Interest at the rate of 
18% per annum for 
the number of days 
for which the deposit 
is delayed 

 

 

Default for 5 
consecutive 
working 
days 

None None 

5. Delay on SCA/VLE 
part in 
dispatching/receivin
g the documents 
including Revenue 
Collection Register 
(RCR) (like counter 
foils/ applications/ 
forms) from or to 
the Citizens to the 
District E-
Governance Society 
office/Department 
concerned beyond 
48 hours. 

Rs.10 per day per 
counter  
foil/documents/applic
ations/forms etc. (for 
up to 3rd or 4th day) 

Rs.100 per day per 
counter-
foil/documents/applic
ations/forms etc. 
(from 5th day) 

Default for 4 
consecutive 
working 
days 

None None 

6. Non-adherence with 
the minimum office 
hours for CSC 
kiosks as prescribed 
in the MSA (The 
CSC shall function 
from every day at 
least between 9 am 
to 6 pm at least, 
except on Bank 
Holidays) 

Rs. 100/- per day for 
the number of days 
CSC kiosk remains 
non-operative. 

 

Default for 5 
consecutive 
working 
days 

None None 
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S.No Service Level 
Parameters 

Liquidated Damages 
for breach 

Material 
Breach 

Stipulated 
period for 
mitigating 
material 
breach 

conditions 

Remedial 
performance 
required for 

non 
termination 

during 
stipulated 

period 

7. Delay on SCA’s 
part in submitting a 
certified copy of the 
insurance policy to 
the 
RajCOMP/District 
E-Governance 
Society for the 
money to be 
collected at CSCs 
on behalf of 
government. 

SCA must submit a 
copy of insurance 
policy to District E-
Governance Society 
within 15 days from 
the date of roll-out 
of the CSC. In an 
event such 
eventualities arise, 
the amount will be 
recovered from 
SCA. 

Rs. 500 on per day 
basis for each CSC 

 

   

8. Replenish/top up of 
Performance 
Security 

 

Failure to 
replenish/top up 
within 7 days will 
invite liquidated 
damages of Rs.1000 
per day and penal 
interest @18% for the 
delayed period for the 
amount of deficit in 
Performance Security.   

Failure to 
Replenish/to
p up beyond 
30 days will 
be material 
breach and 
may lead to 
termination 
of 
agreement 

1 week To top up the 
Performance 
Security or 
provide cash/ 
Demand Draft 
in lieu thereof 
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S.No Service Level 
Parameters 

Liquidated Damages 
for breach 

Material 
Breach 

Stipulated 
period for 
mitigating 
material 
breach 

conditions 

Remedial 
performance 
required for 

non 
termination 

during 
stipulated 

period 

9. Loss/damage at 
SCA/VLE level of 
data/records 
collected from 
citizens 

Rs.1,000/- for each 
lost record (out of 
which Rs.500 to be 
deposited with the 
District E-
Governance Society, 
rest to be given to the 
aggrieved Citizen) + 
The cost that will 
incur to the citizen in 
acquiring the 
record/document lost 
at SCA/VLE end. 

   

10. Delay on SCA part 
in submitting the 
reconciliation 
statements, on a 
weekly basis duly 
verified by the 
Bank. 

 

Rs.1,000/- per day for 
the delay. 
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�

Annexure-4 



Certificate Format for CSC being ready to be operational 
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Annexure-5 
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