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1. About Inclusion Economics India Center
This project is led by Inclusion Economics India Centre, based at the Institute for Financial
Management and Research (IFMR)/Krea University with strategic oversight from Krea
University, India. IEIC’s mission is to produce data-driven research and engage with the
policy community in India on economic and social inclusion. IEIC has been operating
field-based projects in Chhattisgarh, Madhya Pradesh, and Bihar since 2017.

2. Background and Project Description
We are conducting a research study to understand women’s financial inclusion and rural
economic participation in Begusarai district, Bihar.

Recent field visits (in Begusarai district, Bihar) have provided us with two insights regarding
the usage and operation of digital finance services. First, while there are a large number of
Financial Service Providers (FSPs) or Financial Institutions (FIs), there is significant variation
in the quality of services provided by them. Second, given this variation in the quality of



service, customers’ trust in these providers -- especially smaller providers commonly found in
villages can suffer. Put together, it implies that improving the quality of service at FSPs has the
potential to boost customer trust and increase the use of financial services.

Our discussions with service providers and customers highlight three common “pain points”
that negatively affect the quality of community-based financial services: First, customers are
concerned about the lack of transparency while conducting financial transactions, which
makes the endeavor risky. Second, customers complained about the lack of quality customer
relations, e.g. explaining rates and fees, being polite, etc. Lastly, providers reported that
customers lacked awareness of how to use digital finance, therefore making it harder to
facilitate transactions.

IEIC plans to launch a research project to understand whether providing training to
village-based financial providers and/or organizing awareness drives targeted at rural
populations on the dos and don’ts of conducting digital financial transactions can increase the
adoption and use of village-based financial services.

3. Scope of Work

IEIC seeks a consultant to a) design (with IEIC feedback) and implement training of kiosk
banking operators aimed at improving transparency and customer service, and b) design
(with IEIC feedback) and conduct a citizen-centered awareness drive covering basic
principles for banking at kiosk banking operators.

A. Training of Kiosk Banking Operators: The selected firm will conduct training with
kiosk banking operators in 100-200 panchayats in the Begusarai district of Bihar. Our
study sample has an average of around 10 kiosk banking operators per GP. IEIC has a
database of these operators.

a. Training Materials Preparation:
The selected firm will be responsible for the preparation of training materials for
kiosk banking operators with modules focused on improving service quality and
transparency. The firm will share the materials with the IEIC team for feedback
and materials will only be finalized in consultation with the IEIC team. The firm
will be expected to test the training materials with at least 5-10 kiosk banking
operators during this time. This activity will focus on identifying and assessing
the quality and duration of the training, collating findings into a report, and using
them to update training materials content and/or protocols. Based on this
testing, the firm and the IEIC team will refine and finalize the training materials.



b. Organizing and conducting trainings:
The selected firm will work with the IEIC team to implement the training in the
study areas identified by IEIC. The duration of training should be a maximum of
2-3 hours. The firm will recruit experienced trainers and other staff required to
manage the logistics and implementation of the training. The IEIC team will
provide a list of operators who should be invited to the training. The firm will be
responsible for arranging and managing all the procurement and logistical
needs to successfully complete the training. This may include, but is not limited
to: arranging transport to study locations, venues, and supplies required for
training, stationary, personal protection gear, etc. The selected firm is expected
to identify and finalize venues and secure local permission for the training and
speak to the relevant stakeholders such as village leaders with support from the
IEIC team. The firm is also expected to collect data (based on discussion with
IEIC) on those invited for the training and their attendance during the training.

B. Citizen-centered awareness drives: The selected firm will conduct citizen-centered
awareness drives (short training) with a subset of the general population in 100-200
panchayats in the Begusarai district of Bihar. Overall, we expect the firm to conduct
5-10 training events per GP. SHG networks could be a channel for citizen-centered
training. Our sample has an average of 115 SHGs per panchayat with an average of 12
members per SHG. We encourage applicants to share additional ideas for conducting
these drives which ensure women have access to the drives (short training) as well.

a. Training Materials Preparations:
The selected firm will be responsible for the preparation of training materials for
a citizen-centered awareness drive with modules focused on building citizen
awareness about basic banking principles. The materials should include a
step-by-step process on how transactions happen, probable barriers to
smooth transacting, eg, server issues and how to address such situations,
and other things to keep in mind while transacting at a banking kiosk. The
firm will share the materials with the IEIC team for feedback and materials will
only be finalized in consultation with the IEIC team. During this time, the firm
would be expected to test the training materials in 1-2 GPs. This activity will
focus on identifying and assessing the quality and duration of the training,
collating findings into a report, and using them to update training materials
content and/or protocols. Based on this testing, the firm and IEIC team will
refine and finalise the training materials.

b. Organizing and conducting awareness drives:
The selected firm will be responsible for organizing the training as per the
schedule provided by the IEIC team. The duration of the training should be



around a maximum of 1-2 hours. The firm will recruit experienced trainers and
other staff required to manage the training logistics. The firm will be responsible
for arranging and managing all the procurement and logistical needs to
successfully complete the training. This may include, but is not limited to:
arranging transport to study locations, venues, and supplies required for
training, stationary, personal protection gear, etc. The selected firm is expected
to identify and finalise venues for the training, secure local permission and
speak to the relevant stakeholders such as village leaders with support from the
IEIC team.

4. Expected Activities
A. Activity 1: Preparation of Training Materials (output: short presentation, handout,

poster/banner)
● Prepare training modules and supporting materials (e.g. handouts,

presentations, mock exercises, poster/banner highlighting participation) for
kiosk banking operators training in consultation with IEIC team

● Prepare training modules and supporting materials for citizen-based awareness
training

● Share materials with the IEIC team for feedback on training modules
● Incorporate feedback provided by IEIC team to refine the training materials

B. Activity 2: Piloting training materials in the field
● Support the IEIC team in obtaining letters of support from the local

administration before starting any activity on the field.
● Pilot the full training of banking kiosk operators in 1-2 pilot GPs identified by the

IEIC team to assess for length, appropriateness, logistics, and quality of training
content.

● Pilot the full training of citizens in 1-2 pilot GPs identified by the IEIC team to
assess for length, appropriateness, logistics, and quality of training content.

● Summarise experience and findings from the pilot in a short (2-5 page) pilot
report.

● Discuss pilot feedback with the IEIC research team and incorporate any
required changes.

C. Activity 3: Provide detailed field procedure plan (Output: Draft Field Procedure
Plan)

● Submit draft Field Procedure Plan to IEIC for review. Update and finalize as
requested. The field procedure plan should have the following details:

○ Plans and protocols for inviting kiosk operators for the kiosk operators'
training and citizens for the citizen-based training.

○ Travel and logistics protocols, including how trainers will be supplied
with all necessary equipment required for training (handouts, projector)



and how field teams will be divided across the various geographies.
○ Management information/reporting tools to track the progress of training
○ Protocols for ensuring safety and compliance with recommended best

practices for mitigating the spread of COVID-19.
D. Activity 4: Organize training

● Organise training with kiosk banking operators as described in the scope of
work and as finalized in discussions with IEIC

● Organise training with citizens as described in the scope of work and as
finalized in discussions with IEIC

E. Activity 5: Progress Reports
● Provide reports twice a week to the IEIC team detailing the number of trainings

completed, challenges faced, modifications made to the Field Procedure Plan,
and any other notable occurrences and/or trends.

● Weekly meetings with IEIC
● Respond in a timely fashion to all inconsistencies and other issues that may

come up during the trainings
● Provide a final Report, submitted at the end of the training period, summarising

the weekly progress reports and detailing the overall participation and
completion. IEIC may suggest a report template for the final report or for the
data required by IEIC from the trainings.

5. Deliverables and Timeline

Activity Deliverables Timeline

1 ● Training module and supporting
materials for kiosk operators
training and citizens awareness
training

8 weeks before launch

2 ● Pilot training materials in the field 5 weeks before launch

3 ● Provide detailed field procedure
plan

At least 3 weeks before
training launch

4 ● Weekly field progress reports

● Final Report

As soon as training
commences



The selected firm is invited to comment on the Terms of Reference and suggest
amendments and other approaches if deemed suitable given the nature of the
interventions, and the local context.

Timeline
The selected firm is expected to have completed the piloting by June 30, 2023.
Following a break for flood season, the main training exercise should start no later
than September 15, 2023. A reasonable estimate of the time period required to
complete the training should be suggested by the firm. The timeline for the activities
is given in the table below.

Training materials finalization 3 Weeks

Pilot 2 Weeks

Training in 50-100 panchayats Firm to suggest

Completion Report 2 Weeks

6. Required Qualification of Firms
● Legal status recognized by the Government of India
● Demonstrated prior experience in administering training on financial inclusion

and good banking practices, preferably in Bihar or a similar setting in rural
India. The firm must have knowledge of local formalities and customs in the
implementation and conduct of training.

● Demonstrated capacity and experience in planning and organizing trainings
and citizen-based awareness drives

● The firm must have access to a good network of experienced trainers,
facilitators, and managers. The names of the trainers and managers, and
their specific responsibility, must be mentioned in the firm’s offer.

● Previous experience in managing large-scale trainings, especially in rural
Bihar.

● Experience in working with researchers, and adhering to research designs,
especially an RCT



7. Selection Criteria
The selection process will include careful evaluation of the technical and financial
proposals of the organization. Our criteria of evaluation are as follows:

1. Organizational Capacity and Profile (20%)
2. Technical Approach (40%) - Please also include a clear field plan with

productivity assumptions of training along with plans to ensure the quality
of training is consistent across training sites and is attended by the
targeted individuals.

3. Financial Proposal (40%) - This should include base figures, additional
taxes such as GST, etc, in both INR and USD. Please also indicate whether
the firm can accept direct USD payments to their US entity (if available) or if
they prefer INR payments only.

4. Strong references & feedback from three recently completed trainings in India.

8. Submission Deadline and Details
All interested firms should submit proposal materials no later than March 31, 2023.
Refer to Annex-2 for guidelines on the technical proposal and Annex-3 for guidelines
on the financial proposal. A timeline is provided below for reference:

Activity Deadlines

1. Firms to request clarification by
email before submission of RFP

March 5, 2023

2. IEIC to respond to all firms for
any clarification questions

March 10, 2023

3. Submission of all final proposals
and financials (in pdf and excel
format)

March 20, 2023,

4. Review of financials April 12, 2023

5.   Shortlisting proposals and
preparing schedule for
presentation

April 15, 2023

6. Presentation of proposals by
shortlisted firms

April 20, 2023



7. Finalizing contract terms and
signing of contract

April 30, 2023

Please send all the proposals and queries to Urmi Bhattacharya, Research Lead at
bhattacharya.urmi@ifmr.ac.in

Cancellation of the RFP
The cancellation may occur in situations described below:

1. The RFP has been unsuccessful because of not receiving worthwhile
proposals from any of the agencies.

2. The requirements of the project have been fundamentally altered.
3. Exceptional circumstances or force majeure render normal

performance of the contract impossible (including another COVID
wave).

4. All valid proposals exceed the financial resources available.

In no event shall the contracting authority be liable for any damages whatsoever
including, damages for loss of profits, in any way connected with the cancellation of
a RFP. The publication of a procurement notice does not commit the contracting
authority to implement the Program or project announced.

Annexures
Annexure-1: Guidelines for Technical Proposal

I. Organisation Capacity and Profile (Maximum 4 Pages)
1. This should include an organization portfolio outlining past experiences

(including geographical areas), areas of expertise, and years of
experience.

2. Brief profiles of the key people associated with the organization especially
those who will be involved in the project. It should include the following:

a. Skills, experience, and competencies
b. Their responsibilities in the study

3. Details of completed assignments of a similar nature in terms of scope,
and scale

4. List of clients
5. Annual turnover of the organization (optional)

II. Technical Approach (Maximum 10 pages)
1. Training Material: Quality of the training material, length of training,



handouts, etc.
2. Training plan: Structure of the field team, Number of field team members,

assumptions, etc.
3. Proposed field plan/ work plan

a. The number of training sites per panchayat, number of trainers per site
b. Strategies to invite people for training and to ensure that targeted

people attend the training.
c. Identify challenges/risks expected in this and strategies to counter

them
d. Plans to track attendance
e. Which block will be covered first, if the field office is based in Begusarai

Sadar?
f. How will the team move from one panchayat to the other?
g. How does the team move from one block to another?

4. Proposed timeline

Annexure-2: Guidelines for Financial Proposal
The financial proposal should clearly outline the following:

1. Human Resources: Please mention the designation of all the staff
involved, along with their gender composition

a. Organisation level
b. Field Staff level

2. Travel Costs
a. In Field Travel
b. Across inter-state travel (if any)

3. Equipment and Materials
4. Other Costs
5. Assumptions

a. a. Clearly state the assumptions behind all the costs involved


