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Invitation for Expression of Interest (EOI) to Pre-Qualify Suppliers for
DHAMAN Contact Center - Outsourcing Service

Ref: RFl# DM 220_EOI - Contact Center Out Sourcing Service

Health Assurance Hospitals Company (DHAMAN) invites all interested and qualified
organizations to participate in this pre-qualification process to outsource DHAMAN

DHAMAN gL _a_ i

wman Mgl o@n IOl g6 @i wod Sy
Health Assurance Hospitals Company

Contact Center for a network of hospitals and healthcare centers.

Az a part of this pre-gualification process, DHAMAKN will short-list organizations based on the

following criteria;

1. Speciahzation: Strong MEMA region expenence in healthcare field (types of calls, multiingual
capabilities.. etc).
2. Technology: Must include but not limited to integrated omni-channel customer experience

(IWR, e-mail, live chat, social media.. etc).

3. Compliance & Certifications: Preferably HIPA&A or 150900 certified in healthcare field,
4. Years in Buginess: Minimum 10 yvears contact center experience with sound references

and strong fimancial stable history.

5. Company Culture: Must reflect DHAMAN's brand and requirements in agent hiring and

traiming are aligned with DHAMAN.,

b, Capacity: Ability to meet DHAMAN's requirements regardless of call velume at all times
7. Performance & Quality Metrics: Provide detailed reporting based on KPIs set by DHAMARN.

Az a first step in the pre-qualification process, interested organizations must submit to
DHAMAM a Letter of Interest (LOI) with the below supporting information in the same following

arder

1. Proposed approach to manage the Contact Center Facility-Outsourcing Service

2. Corporate information (corporate profile, financial infermation, legal registration, commercial
licenses, organizational structure, board members, executive management, sharehaolders., etc)

3. Chent references of minimum 5 relevant completed Contact center projects with all
relevant details

4. Key expertise/resources for in “On-Premises” and “Cloud Based” contact service and

others with track-record of ability handle high pressure situations
5. Technology expertise, dealerships and agencies

Interested organizations must submit the LOI with supporting information on or
befare 3:30pm, 14 April 2022 to DHAMAN Procurement Department by either email

(procurementipdhaman.co) or sealed hardcopy to:

Procurement Department
Health Assurance Hospitals Company (DHAKMAN)
Aldivow Tower - 13th Floor

Khaled ben Alwaleed Strest

Sharg - Kuwait

For inquiries, contact procurement@dhaman.co

Mote: Any submissions after the deadline will not be accepted for the pre-gualification process.
Applying for this pre-qualification process does not oblige DHAMAN to pre-qualify the applicant
or any other commitment on DHAMAN, Submissions can be used for pre-qualification process,
the Contact Center and/or other matters as DHAMAN sees fit

Sharg | Khaled ibn Al-Waleed St. | Dhow Tower | B.OBa

Telep

me: +965 T2966642 | Fax: +965 ZI966601

Email: procurement@dhaman.co

3 Safat 13004 Kuwait

18 000 19

weew dhaman.co | [pdhamanbsalth
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