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REQUEST FOR PROPOSALS – BSB/RFP/001/CS/2021
TITLE: REQUEST FOR PROPOSAL TO CONDUCT CUSTOMER LOYALTY SURVEY FOR BOTSWANA SAVINGS BANK
1. Introduction
Botswana Savings Bank (BSB) seeks to appoint a 100% citizen owned company to conduct customer loyalty survey on behalf of the bank. BSB is an approved financial services provider wholly owned by Botswana Government. Our mandate is to mobilise the nation to save. The bank provides general baking services predominantly to the retail market through the branch (10) and ATM (19) network as well as our partner (124 access points across the country).
2. Request For Proposal (RFP) Invitation
100% citizen owned Botswana registered companies are invited to submit proposals to conduct customer loyalty survey on behalf of Botswana Savings Bank
3. Required Services
3.1. Conduct customer loyalty survey based on a sample to be discussed and agreed with the bank.
3.2. Prepare a questioner which will be used during the survey
3.3. Estimate Customer Satisfaction Index (CSI) based on customer experience at:
1.1. Region or Branch(es)
1.2. Botswana Post

1.3. ATM network

1.4. Card transactions
1.5. Loan turn around times

1.6. Customer complaints management

1.7. Contact Centre

1.8. Social media

1.9. Website

3.4. Estimate Net Promoter Score (NPS) based on information collected during the survey
3.5. Competitor analysis based on sample
3.6. Customer views on 5Ps
3.6.1. Place/Accessibility 
3.6.2. Pricing (Rates, Tariff) 
3.6.3. People (Botho, Empathy, Etiquette, responsiveness etc) 

3.6.4. Products
3.6.5. Processes
3.7. Customer views on passbook
3.8. Find out if BSB clientele is ready and excited by introduction of digital channels
3.8.1. Mobile (App & USSD code)
3.8.2. Internet banking
3.8.3. Digital wallets
3.8.4. In-contact service
3.8.5. E-statements

4. Compliance stage: The following documents and/or conditions will be required as part of the proposals; failure to which the bid will be disqualified at compliance stage. Further assessment will not be made on any bid submission which fails one of these minimum conditions.
· 100% citizen ownership (To be verified from CIPA website)

· List of directors and Shareholders
· Valid tax clearance certificate (To be verified from BURS website)
· Curriculum vitae for key project team

· Should be registered with PPADB on relevant codes to the assignment 
5. Technical Requirements
As a minimum the bidder is expected to demonstrate the following as part of their technical proposal:
· Company`s ability and capacity in carrying out similar services in the past 5 years. This must be backed up by traceable written reference from past projects. (Demonstration of relevant experience, capacity and competencies)
5.1. Project approach or methodology in carrying out the survey
5.2. Project plan
5.3. Availability and readiness of project team backed up by attachment of the latest curriculum vitae, clearly showing qualification, experience and number of years with the company.
5.4. Demonstration any other value add to the proposal to meet beyond reproach, exigencies of the assignment.
6. Pricing instructions

Financial bid must be enclosed in a separate envelop clearly marked REQUEST FOR PROPOSAL TO CONDUCT CUSTOMER LOYALTY SURVEY FOR BOTSWANA SAVINGS BANK-FINANCIAL SUBMISSION. Itemised Pricing must be in BWP currency and VAT must be clearly indicated as part of the financial bid.
7. RFP Submission instructions: 
A two envelop system must be used for submission. One envelop clearly marked REQUEST FOR PROPOSAL TO CONDUCT CUSTOMER LOYALTY SURVEY FOR BOTSWANA SAVINGS BANK-TECHNICAL PROPOSAL and another envelope clearly marked REQUEST FOR PROPOSAL TO CONDUCT CUSTOMER LOYALTY SURVEY FOR BOTSWANA SAVINGS BANK-FINANCIAL PROPOSAL must be submitted as follows 
Botswana Savings Bank

BSB Tshomarelo House 

Plot 53796, Kagiso Mall.

Floor 6 

Gaborone 

And the physical address for proposal submission is: Botswana Savings Bank, Plot 53796, Kagiso Mall, Tshomarelo House 4th Floor Tender Box placed at the reception not later than the set date and time.
Proposals should be received not later than 9th November 2021, at 1000HRS (Gaborone Time). 

Any request for clarification should be directed to Messers; O. Keabaitse okeabaitse@bsb.bw and jabueng@bsb.bw   (Head, Client Services): 367 0000, with a copy to mjohnson@bsb.bw  (Procurement Manager), 367 0000.
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