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CHAPTER 1 

NOTICE INVITING TENDER 

 

1.1 Invitation of Bids: The Indian Haj Pilgrims' Office (IHPO), Makkah, acting on 

behalf of the Haj Committee of India (HCoI), invites sealed bids under a Two-Envelope 

System from eligible Service Provider Companies licensed/authorized by competent 

authorities in the Kingdom of Saudi Arabia for providing the Comprehensive Service 

Package and associated operational support services for Indian pilgrims proceeding for 

Haj 2027 through the Haj Committee of India. 

 

1.2 Estimated Number of Pilgrims: The services under this Tender are proposed for 

approximately 1,22,518 Indian pilgrims, or such final number of pilgrims as may be 

notified by the Haj Committee of India / Indian Haj Mission, subject to final quota, 

cancellations, visa issuance, travel arrangements, regulatory directions and operational 

requirements. The number indicated above is provisional and shall not create any 

entitlement in favour of the Bidder or Contractor for minimum guaranteed volume, 

unless expressly provided otherwise in the Contract. 

 

1.3 Scope of Tender in Brief 

A. The Successful Bidder shall be responsible for providing, arranging, managing 

and ensuring delivery of the Comprehensive Service Package for Indian pilgrims 

during Haj 2027 in accordance with this Tender Document, the Contract, 

applicable Saudi Haj-related requirements and the instructions issued by the 

Indian Haj Mission. 

 

B. The Comprehensive Service Package shall include, at minimum, the following 

components:  

a. Essential Services at Holy Sites / Mashaer in Mina, Arafat and 

Muzdalifah, including camp facilities, catering and so on; 

b. accommodation in Makkah; 

c. accommodation in Madinah;  

d. airport, intercity, departure-phase and Mashaer transportation;  

e. Salawaat / Makkah intra-city shuttle operations;  

f. accommodation catering at Makkah and Madinah on full-board basis; 

g. airport and railway operations support;  

h. passport management support;  

i. baggage coordination and movement interface; and  

j. reporting, control room, deficiency rectification and other operational 

support services prescribed in this Tender Document or usually required 

during Haj. 
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C. Detailed service requirements, standards, deployment norms, reporting 

requirements, SLA/KPI framework and penalty provisions are contained in the 

relevant chapters and annexures of this Tender Document. The Comprehensive 

Service Package shall include all associated operational support services necessary for 

the effective delivery of the services specified under this Contract. 

 

1.4 Nature of Bid: Bidders shall quote an all-inclusive per-pilgrim rate in SAR for the 

complete Comprehensive Service Package. The Financial Bid shall also indicate 

component-wise cost break-up in the prescribed format, including accommodation, 

scheduled transportation, Salawaat operations, accommodation catering, Mashaer 

services and so on.  

 

1.5 Payment Platform: Payments under the Contract shall be made through the Nusuk 

Masaar platform of the Ministry of Hajj and Umrah, Kingdom of Saudi Arabia, or such 

other platform or mechanism as may be prescribed by the competent Saudi authority. 

The payment structure shall be governed by the three-instalment option permitted under 

the applicable Saudi Hajj Ministry framework, subject to the terms of this Tender 

Document and the Contract. 

 

1.6 Tender Process: The Tender shall be conducted through a Two-Envelope System 

consisting of Technical Bid and Financial Bid. The Technical Bid shall be evaluated 

first. The Financial Bid of only those Bidders who are found technically qualified and 

substantially responsive shall be opened. 

 

1.7 Critical Dates: The Indian Haj Mission may modify the below schedule through 

corrigendum, notice or official communication. 

Sl. 

No. 

Particulars Date Time 

1. Tender publishing date 11.08.2026 09:00 Hrs 

2. Bid submission start date 11.08.2026 09:00 Hrs 

3. Start date for seeking 

clarification 

11.08.2026 09:00 Hrs 

4. Pre-Bid Meeting 20.08.2026 14:00 Hrs 

5. Last date for seeking clarification 22.08.2026 14:00 Hrs 

6. Bid submission end date 22.08.2026 17:00 Hrs 

7. Bid opening date 23.08.2026 11:00 Hrs 

 

1.8 Submission of Bids: Bids shall be submitted in one sealed outer envelope 

containing two separate sealed envelopes clearly marked as: (a) Technical Bid - 

Selection of Service Provider Company for Haj 2027; and (b) Financial Bid - Selection 

of Service Provider Company for Haj 2027. The sealed outer envelope shall be 
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addressed to the Indian Haj Pilgrims' Office / Consulate General of India, Jeddah, as 

specified in the Tender Schedule, and shall be deposited in the designated Tender Box 

on or before the prescribed date and time. 

 

1.9 Auto-Extension of Bid Submission Date: If the number of bids received by the 

bid submission deadline is less than three, the Indian Haj Mission may extend the last 

date for submission and opening of bids for such period as may be specified in the 

Tender Schedule or corrigendum. Where the extended date falls on a non-working day, 

the next working day shall be treated as the applicable date. After such extension, the 

tender may be opened irrespective of the number of bids received. 

 

1.10 Pre-Bid Clarifications: Bidders may seek clarifications within the time prescribed 

in the Tender Schedule. Clarifications, replies and corrigenda issued by the Indian Haj 

Mission shall form part of the Tender Document. No oral clarification or informal 

communication shall bind the Indian Haj Mission. 

 

1.11 Right of Indian Haj Mission: The Indian Haj Mission reserves the right to accept 

or reject any bid, postpone the bid submission or opening date, modify the tender 

schedule, issue corrigenda, annul the tender process or cancel the tender, in whole or in 

part, at any stage before award of Contract, without assigning any reason. 

 

1.12 Acceptance of Tender Conditions: Submission of Bid shall be deemed to 

constitute unconditional acceptance by the Bidder of the terms and conditions of this 

Tender Document, including all annexures, corrigenda and clarifications issued in 

relation to the Tender. 

 

1.13 No Right to Award: Participation in the tender process shall not confer any right 

on any Bidder to be selected, shortlisted, awarded work or compensated for any cost 

incurred in preparation or submission of Bid. 
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CHAPTER 2 

DEFINITIONS AND INTERPRETATION 

 

2.1 Definitions: Unless the context otherwise requires, the following terms shall have 

the meanings assigned to them below: 

 

(a) "Annexure" means any annexure, schedule, format, form, statement or appendix 

forming part of this Tender Document. 

(b) "Bid" means the proposal submitted by a Bidder in response to this Tender, 

comprising the Technical Bid and Financial Bid. 

(c) "Bidder" means a Service Provider Company submitting a Bid pursuant to this 

Tender. 

(d) "Comprehensive Service Package" or "CSP" means the complete package of 

services required to be provided, arranged, managed and delivered by the Contractor 

under this Tender, including Essential Services at Holy Sites / Mashaer, 

accommodation, scheduled transportation, Salawaat operations, accommodation 

catering and associated operational support services. 

(e) "Contract" means the agreement to be executed with the Successful Bidder, together 

with the Tender Document, Letter of Award, accepted Bid, annexures, corrigenda, 

clarifications and all documents forming part of the contractual arrangement. 

(f) "Contractor" means the Successful Bidder with whom the Contract is executed. 

(g) "Earnest Money Deposit" or "EMD" means the bid security, if any, required to be 

submitted by a Bidder in the amount, form, manner and validity prescribed in the Tender 

Schedule. 

(h) "Financial Bid" means the price bid submitted by the Bidder in the prescribed 

format. 

(i) "Haj 2027" means the Haj season corresponding to 1448 AH. 

(j) "Haj Committee of India" or "HCoI" means the statutory body constituted under the 

Haj Committee Act, 2002. 

(k) "Holy Sites" or "Mashaer" means Mina, Arafat, Muzdalifah and such other locations 

as may be notified by competent authorities in connection with Haj operations. 

(l) "Indian Haj Mission" or "Mission" means the Indian Haj Pilgrims' Office, Makkah, 

acting on behalf of the Haj Committee of India for the purposes of this Tender. 

(m) "Letter of Award" or "LOA" means the communication issued to the Successful 

Bidder conveying acceptance of its Bid, subject to the terms of this Tender Document 

and completion of award-related requirements. 

(n) "Ministry of Hajj and Umrah" or "MoHU" means the Ministry of Hajj and Umrah, 

Kingdom of Saudi Arabia. 

(o) "Nusuk Masaar" means the platform or mechanism prescribed by the Ministry of 

Hajj and Umrah, Kingdom of Saudi Arabia, for Haj-related contracting, service 

confirmation, payment or associated processes. 
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(p) "Operational Instructions" means written instructions, directions, advisories, 

circulars or communications issued by the Indian Haj Mission in relation to 

performance of services under the Contract, including instructions issued electronically 

or through prescribed digital channels. 

(q) "Operational Node" means any location at which the Contractor is required to 

provide, arrange, manage or support services under the Contract, including camps, 

accommodation buildings, airports, railway stations, transport points, catering 

locations, baggage points, passport handling points, hospitality/service centres and 

control rooms. 

(r) "Performance Security" means the security, guarantee, deposit, undertaking or other 

permissible contractual safeguard, if any, required to be furnished or complied with by 

the Successful Bidder or Contractor in the form, amount, manner and validity prescribed 

in the Tender Schedule, Letter of Award or Contract, subject to applicable Haj-related 

rules, regulations and platform requirements. 

(s) "Pilgrim" means an Indian Haj pilgrim proceeding for Haj 2027 through the Haj 

Committee of India and covered under the services to be provided under this Tender. 

(t) "Service Deficiency" means any act, omission, delay, failure, inadequacy, non-

compliance or deviation resulting in failure to meet the prescribed service standard, 

deployment requirement, reporting obligation, operational instruction or contractual 

obligation. 

(u) "Service Level Agreement" or "SLA" means the service standards, timelines, 

performance requirements and rectification obligations prescribed under this Tender 

Document, Contract or annexures. 

(v) "Key Performance Indicator" or "KPI" means a measurable performance parameter 

prescribed for monitoring or assessing service delivery under the Contract. 

(w) "Service Provider Company" or "SPC" means a company licensed or authorized by 

competent authorities in the Kingdom of Saudi Arabia to provide Haj-related services 

to Haj Missions or Hajj Affairs Offices. 

(x) "Successful Bidder" means the Bidder whose Bid is accepted for award of Contract, 

subject to compliance with requirements of this Tender Document. 

(y) "Technical Bid" means the bid submitted by the Bidder containing eligibility 

documents, technical qualification documents, undertakings and other non-price 

documents required under this Tender. 

(z) "Tender" or "Tender Document" means this tender document, including all chapters, 

annexures, forms, schedules, corrigenda, clarifications and related documents issued by 

the Indian Haj Mission. 

 

2.2 Interpretation: References to the Bidder shall apply during the tender stage. 

References to the Successful Bidder shall apply after award and before execution of 

Contract. References to the Contractor shall apply after execution of Contract. Headings 

are for convenience only and shall not affect interpretation of the Tender Document. 

Any reference to a law, rule, regulation, platform requirement, approval, authority or 

procedure shall include any amendment, modification, replacement or successor 
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arrangement applicable at the relevant time. In case of any conflict between the main 

Tender Document and a specific quantified requirement prescribed in an annexure, the 

specific quantified requirement shall prevail to the extent of such inconsistency, unless 

expressly provided otherwise. All communications, clarifications, instructions, reports, 

notices and approvals under this Tender may be issued in writing, by e-mail, through 

official digital platform, prescribed messaging channel or any other mode notified by 

the Indian Haj Mission. 
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CHAPTER 3 

INSTRUCTIONS TO BIDDERS 

 

3.1 Eligibility to Submit Bid: The Bidder shall be a Service Provider Company 

licensed or authorized by competent authorities in the Kingdom of Saudi Arabia to 

provide Haj-related services to Haj Missions or Hajj Affairs Offices for Haj 2027. The 

Bidder shall satisfy the eligibility and technical qualification requirements prescribed 

in Chapter 4 and shall remain eligible and duly authorized throughout the tender process 

and, if selected, throughout the Contract Period. 

 

3.2 Examination of Tender Document: The Bidder shall carefully examine the Tender 

Document, including all chapters, annexures, forms, schedules, corrigenda and 

clarifications. Submission of Bid shall be deemed to imply that the Bidder has 

understood the scope of services, technical requirements, local regulatory requirements, 

payment mechanism, reporting obligations, service levels and all other conditions of the 

Tender. The Bidder shall bear all costs associated with preparation and submission of 

its Bid. 

 

3.3 Single Bid and No Consortium: Each Bidder shall submit only one Bid under this 

Tender. A Bidder submitting or participating in more than one Bid shall be liable to 

rejection. Bids submitted by consortiums, joint ventures, pass-through entities or 

multiple entities shall not be considered, unless expressly permitted in the Tender 

Document. 

 

3.4 Unconditional Bid: The Bid shall be unconditional and shall conform to the 

requirements of this Tender Document. Any Bid containing conditions, qualifications, 

deviations, assumptions, exclusions or counter-proposals not permitted under the 

Tender Document may be treated as non-responsive. The Bidder shall submit an 

undertaking for unconditional acceptance of the terms and conditions of the Tender in 

the prescribed format (Annexure A.4). 

 

3.5 Clarifications and Corrigenda: Bidders may seek clarifications within the time 

prescribed in the Tender Schedule. Clarifications, replies, amendments or corrigenda 

issued by the Indian Haj Mission shall form part of the Tender Document. No oral 

clarification, informal communication or discussion shall bind the Indian Haj Mission. 

The Indian Haj Mission may, at any time before the deadline for submission of Bids, 

issue corrigenda or amendments to the Tender Document. 

 

3.6 Language and Translation: The Bid and all accompanying documents shall be 

submitted in English. Documents issued in Arabic or any other language shall be 

accompanied by an English translation, wherever required by the Indian Haj Mission. 

The Indian Haj Mission may require clarification, verification, attestation or production 

of original documents at any stage of the tender process.  
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3.7 Bid Validity: The Bid shall remain valid for the 90 days from the Bid opening date.. 

The Indian Haj Mission may request Bidders to extend validity of their Bids. A Bidder 

may accept or decline such request. A Bidder accepting extension of bid validity shall 

not modify, vary or qualify its Bid. 

 

3.8 Bid Security Declaration: Bid Security: The bidder shall furnish, as part of his/her 

bid, a Bid Security Declaration.  Bids submitted without a valid Bid Security 

Declaration shall be deemed non responsive and will be summarily rejected by the 

Consulate.  The Bid Security Declaration must be submitted in the letter head of the 

company as mentioned in Annexure- A-5. 

 

3.9 Canvassing, Conflict of Interest and Accuracy: Canvassing, lobbying, influence, 

inducement or any attempt to affect the tender process in any manner shall be strictly 

prohibited. The Bidder shall disclose any conflict of interest or relationship that may 

affect fair participation in the tender process. The Bidder shall ensure that all 

information, documents, certificates, declarations and statements submitted with the 

Bid are true, complete, valid and accurate. Submission of false, forged, misleading or 

materially inaccurate information may result in rejection of Bid, cancellation of award, 

forfeiture of EMD or Performance Security, cancellation of Contract and other 

appropriate action. 

 

3.10 Right of Indian Haj Mission and Saudi Compliance: The Indian Haj Mission 

reserves the right to accept or reject any Bid, seek clarification, verify documents, 

modify the tender schedule, issue corrigenda, annul the tender process or cancel the 

Tender at any stage before award of Contract, without assigning any reason. The Bidder 

shall be responsible for understanding and complying with all applicable laws, 

regulations, platform requirements, approvals, instructions and directions issued by 

competent authorities in the Kingdom of Saudi Arabia relating to Haj operations and 

services covered under this Tender. 
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CHAPTER 4 

ELIGIBILITY AND TECHNICAL QUALIFICATION REQUIREMENTS 

 

 

4.1 Mandatory Eligibility and Technical Qualification Requirements 

Sl. 

No. 

Requirement Documentary Evidence 

1. Bidder shall be a Service Provider 

Company licensed or authorized by 

competent authorities in the Kingdom of 

Saudi Arabia to provide Haj-related 

services to Haj Missions / Hajj Affairs 

Offices. 

Valid licence, authorisation, 

approval, official listing, platform 

record or equivalent document 

issued by MoHU or competent 

Saudi authority. 

2. Bidder shall be a legally valid entity 

authorized to enter into contract and 

undertake the services covered under this 

Tender. 

Commercial Registration, 

constitutional documents, 

registration certificate, 

authorisation of signatory and 

equivalent documents. 

3. Bidder shall have provided Mashaer 

package to at least one Haj Mission / Hajj 

Affairs Office during at least one of the 

previous two Haj seasons. 

Contract, agreement, work order, 

client certificate, performance 

certificate, platform record or 

equivalent document. 

4. Bidder shall have provided Mashaer 

package for not less than 122,518 

pilgrims (including B2C/private sector 

pilgrims) in any one of the previous two 

Haj seasons. 

Certificate from Haj Mission / Hajj 

Affairs Office, Nusuk Masaar 

record, contract record, payment 

record, official confirmation or 

equivalent documentary evidence. 

5. Bidder shall have minimum average 

annual turnover of SAR 350 Million 

during any of the last two completed 

financial years (FY 2024 and 2025), 

 

Audited financial statements, , or 

equivalent financial document. 

6. Bidder shall not be blacklisted, debarred, 

suspended or restrained from providing 

Haj-related services by any competent 

authority.  

Self-declaration in prescribed 

format, subject to verification. 

7. Bidder shall submit unconditional 

acceptance of Tender terms, scope of 

services, service standards, reporting 

requirements, SLA framework and 

penalty provisions. 

Undertaking in prescribed format 

(Annexure A.4). 
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Sl. 

No. 

Requirement Documentary Evidence 

Bidder shall submit only one Bid and 

shall not participate through consortium, 

joint venture, pass-through arrangement 

or multiple entities, unless expressly 

permitted. 

 

 

4.2 Post-Award Detailed Implementation Plan: The Successful Bidder shall, within 

the time prescribed in the Letter of Award or Contract or as specified by the Indian Haj 

Mission, submit a Detailed Implementation Plan for approval, review or noting by the 

Indian Haj Mission. The Detailed Implementation Plan shall include service-wise 

arrangements for accommodation, transportation, Salawaat operations, accommodation 

catering, Holy Sites / Mashaer services, deployment, control room, reporting, 

escalation, deficiency rectification and contingency response. Submission or review of 

the Detailed Implementation Plan shall not dilute the Contractor's obligation to comply 

with service standards, deployment requirements, SLA/KPI framework and penalty 

provisions prescribed in the Tender Document. 

 

4.3 Technical Responsiveness: A Technical Bid shall be considered substantially 

responsive only if it establishes compliance with all mandatory requirements prescribed 

in this Chapter and contains all documents, declarations and undertakings required 

under the Tender Document. The Indian Haj Mission may seek clarification or 

verification of documents in accordance with the Tender Document. No Bidder shall be 

permitted to acquire eligibility, create new experience, create new financial capacity or 

materially improve its Technical Bid after the bid submission deadline.  
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CHAPTER 5 

PREPARATION AND SUBMISSION OF BIDS 

 

5.1 Two-Envelope System: Bids shall be submitted under a Two-Envelope System 

consisting of Envelope-I: Technical Bid and Envelope-II: Financial Bid. Both 

envelopes shall be placed in one sealed outer envelope clearly superscribed with the 

name of the Tender. The Technical Bid and Financial Bid shall be submitted separately. 

The Technical Bid shall not contain any price or financial quotation. 

 

5.2 Contents of Technical Bid: The Technical Bid shall contain the following 

documents:  

a. Bidder profile;  

b. valid SPC license / authorisation;  

c. Commercial Registration and legal status documents;  

d. authorisation of signatory;  

e. documents establishing past experience as SPC;  

f. documents establishing pilgrim handling capacity;  

g. financial statements/audited financial statements, for FY 2024 and FY 2025   

h. declarations regarding non-blacklisting, single bid, no consortium, conflict of 

interest and non-canvassing;  

i. undertaking for unconditional acceptance of Tender terms;  

j. Bid Security Declaration, if prescribed; 

k. Methodology and work Plan with timelines;  

l. and any other document required under this Tender Document or Tender 

Schedule. 

 

5.3 Methodology and Work Plan with timelines (Presentation before Technical Evaluation 

Committee): The Bidder shall make a presentation before the Technical Evaluation 

Committee regarding the workplan and Methodolgy of the SPC for the 2 month long 

period of Haj- 2027 . It shall  be assigned marks as mentioned in Chapter 6.  

 

5.4 Contents of Financial Bid: The Financial Bid shall be submitted in the prescribed 

Financial Bid Format. The Bidder shall quote the total all-inclusive per-pilgrim rate for 

the complete Comprehensive Service Package including applicable VAT. The Financial 

Bid shall also contain component-wise break-up of the quoted rate, including Essential 

Services at Holy Sites / Mashaer, Makkah accommodation, Madinah accommodation, 

accommodation catering, scheduled transportation, Salawaat operations, airport and 

railway operations support, passport management support, baggage coordination, and 

so on. Unless expressly provided otherwise, financial evaluation and award shall be 

based on the total all-inclusive per-pilgrim CSP rate and not on individual component-

wise rates. 
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5.5 Firm and Inclusive Rates: The rate quoted by the Bidder shall be firm, final and 

inclusive of all costs and taxes required for complete performance of Contract, unless 

expressly excluded in the Tender Document. No additional claim shall be admissible 

on account of any cost included or deemed to be included in the quoted rate. 

 

5.6 Zero, Conditional or Unbalanced Bids: A Financial Bid quoting zero, nil or non-

serious consideration for the total all-inclusive per-pilgrim CSP rate shall be treated as 

non-responsive. A Financial Bid containing conditions, qualifications, assumptions, 

exclusions or deviations shall be liable to rejection. The Bidder shall not quote zero, nil, 

nominal or unrealistic rates for any mandatory CSP component. Where the component-

wise break-up appears materially unbalanced, incomplete or unrealistic, the Indian Haj 

Mission may seek clarification. Such clarification shall not permit alteration of total 

quoted rate or material modification of Financial Bid. 

 

5.7 Signing, Sealing, Deadline and Rejection: The Bid shall be signed by the 

authorized signatory of the Bidder. Envelope-I shall be marked Technical Bid and 

Envelope-II shall be marked Financial Bid. The outer envelope shall mention Tender 

reference number, name of Tender, name of Bidder, address, e-mail address and mobile 

number. A Bid may be rejected if submitted late, incomplete, unsigned, without Bid 

Security declaration where applicable, with price information in Technical Bid, 

conditional, ambiguous, non-responsive, or if the Bidder fails to establish eligibility or 

submits false or misleading information. 
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CHAPTER 6 

EVALUATION OF BIDS AND AWARD 

 

6.1 Opening and Preliminary Scrutiny: Technical Bids shall be opened on the date, 

time and place prescribed in the Tender Schedule or as notified by the Indian Haj 

Mission. Financial Bids shall not be opened at the stage of Technical Bid opening. The 

Indian Haj Mission may conduct preliminary scrutiny to determine whether the Bid has 

been submitted within prescribed deadline, in prescribed two-envelope format, signed 

by authorized signatory, accompanied by required documents , and whether Technical 

Bid contains no price information. 

 

6.2 Technical Evaluation: Technical Bids found responsive at preliminary scrutiny 

stage shall be evaluated against mandatory eligibility and technical qualification 

requirements prescribed in Chapter 4. A Bidder shall be declared technically qualified 

only if it satisfies all mandatory eligibility and technical qualification requirements and 

submits required documentary evidence.  

 

6.3 Clarification and Verification: The Indian Haj Mission may seek written 

clarification from any Bidder in relation to documents or information submitted as part 

of the Technical Bid. A clarificatory document may be considered only if it existed and 

was issued, generated or valid on or before the bid submission deadline. No Bidder shall 

be permitted to acquire eligibility, create new experience, create new financial capacity, 

submit a new licence, substitute a deficient mandatory document or materially improve 

its Technical Bid after the bid submission deadline. 

 

6.4  QCBS (Quality and Cost based selection) : QCBS method will be used for the evaluation 

with a ratio of 30:70 (30 marks allotted to quality/technical parameters and 70 marks to 

cost/financial parameters). A Committee will evaluate the submitted offers in two stages. Firstly, 

technical offers will be evaluated. If available, the Committee may also refer to the list of Service 

Provider companies provided by the MoHU to verify the eligibility of the company. After technical 

evaluation, marks will be awarded to the bidders which will be normalized to marks out of 30.  

Technical Evaluation Selection Criteria suggestions: 

Technical Evaluation Criteria 

S. No. Criteria Range 
Assigned 

Marks 

1 

Experience in B2B 

contracts with Haj 

Missions in any two 

of the last three Haj 

seasons (i.e. Haj–

2024, Haj–2025 & 

0 to 5 05 

6 to 10 10 

11 to 15 15 

16 to 20 20 
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Haj–2026) 

(Cumulative number 

of projects of best 

two seasons) 

2 

Total number of 

pilgrims served with 

Haj Missions in any 

two of the last three 

Haj seasons (Haj–

2024, Haj–2025 & 

Haj–2026) 

1,22,518 to 2,00,000 05 

2,00,001 to 2,50,000 10 

2,50,001 to 3,00,000 15 

More than 3,00,000 20 

3 

Past experience and 

capabilities 

(Cumulative 

contract value of all 

B2B contracts 

executed & 

completed in any 

two of the last three 

Haj seasons, 

substantiated by 

supporting 

documents) 

Less than SAR 300 million 05 

More than SAR 300 million to SAR 400 million 10 

More than SAR 400 million to SAR 500 million 15 

More than SAR 500 million 20 

4 

Methodology and 

Work Plan with 

timelines 

(Presentation before 

Technical 

Evaluation 

Committee)* 

Poor 05 

Average 10 

Good 15 

Excellent 20 

5 

Financial Standing 

(Average annual 

turnover of SPC for 

any two of the last 

three Haj years with 

supporting 

documents) 

SAR 350 million to SAR 500 million 05 

More than SAR 500 million to SAR 600 million 10 

More than SAR 600 million to SAR 700 million  15 

More than SAR 700 million 20 

Maximum marks = 100 

Minimum qualifying marks = 70 

 

*Methodology and work plan areas to cover all the services forming part of the Comprehensive 

Service Package and associated operational aspects, including but not limited to: 

• Essential Services at Holy Sites / Mashaer in Mina, Arafat and Muzdalifah;  

• Makkah accommodation;  

• Madinah accommodation;  

• accommodation catering at Makkah and Madinah;  

• airport, intercity,  
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• departure-phase and Mashaer transportation;  

• Salawaat / Makkah intra-city shuttle operations;  

• airport and railway operations support;  

• passport management support;  

• baggage coordination and movement interface;  

• any other service or support specified in the Tender Document or annexures or usually 

required in Haj operation. 

 

(Poor = Insufficient information or information that lacks clarity, not covering all the plans. 

Average = Sufficient information to demonstrate how the requirement will be met, but all 

plans/factors are not covered.  

Good = Sufficient information to demonstrate how the requirement will be met and all 

plans/factors are covered. 

Excellent = Sufficient information to demonstrate how the requirement will be met and all 

plans/factors are covered, with examples and sound knowledge of the assignment.) 

 

6.5 Opening and Evaluation of Financial Bids 

Subsequently, the financial offers of only technically qualified Service Provider Companies will 

be opened to discover Lowest Financial Offer (L1).  

 

In case of more than one company quoting the same L1 rate, those companies will be asked 

to resubmit financial bids (only rates lower than the original quote will be entertained) in a sealed 

envelope. During financial evaluation L1 will be given 70 full marks, and for other bidders, marks 

will be calculated on percentile basis compared to L1.  

 

6.6 Treatment of Financial Bid Discrepancies and Unbalanced Rates: Where there 

is discrepancy between total all-inclusive per-pilgrim CSP rate quoted in figures and 

words, the rate quoted in words shall prevail. Where the sum of component-wise rates 

does not match total all-inclusive per-pilgrim CSP rate, the total all-inclusive per-

pilgrim CSP rate quoted in words shall prevail for financial evaluation. Where 

component-wise break-up indicates unbalanced, unrealistic, nominal or incomplete 

rates for any mandatory CSP component, the Indian Haj Mission may seek written 

clarification. If clarification establishes that any mandatory component has been 

excluded from quoted rate, the Financial Bid may be treated as non-responsive. 

 

6.7 Combined Evaluation and Award of Contract 

Finally total marks will be calculated adding in the following formula: 

 

Total Marks = (Technical Marks out of 100×0.30)+(Quotation of L1/Quotation of SPC×70) 
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SPC with maximum total marks will be termed as H1 and HCoI will sign a contract with 

the selected company (H1) upon receiving the final approval. If the company fails to enter into the 

contract within the specified time frame, their provisional selection will be cancelled. 
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CHAPTER 7 

SCOPE OF COMPREHENSIVE SERVICE PACKAGE 

 

7.1 General Scope: The Successful Bidder shall provide, arrange, manage and ensure 

delivery of the Comprehensive Service Package for Indian pilgrims proceeding for Haj 

2027 through the Haj Committee of India. The services shall be provided in accordance 

with this Tender Document, Contract, applicable Saudi Haj-related requirements, 

Nusuk Masaar requirements, service annexures, SLA/KPI framework, reporting 

requirements and Operational Instructions issued by the Indian Haj Mission. 

 

7.2 Responsibility and Costing Principle: The Bidder shall quote an all-inclusive per-

pilgrim rate for complete Comprehensive Service Package. The quoted rate shall 

include all costs required for providing, arranging, managing, supervising and ensuring 

delivery of all services covered under this Tender, unless expressly excluded in the 

Tender Document. The Contractor shall be responsible for selection, contracting, 

payment, coordination and performance management of all service providers, vendors, 

subcontractors, accommodation providers, transport providers, catering providers, 

manpower providers and other entities engaged for delivery of services under CSP. 

 

7.3 Components of Comprehensive Service Package: The CSP shall include 

Essential Services at Holy Sites / Mashaer in Mina, Arafat and Muzdalifah; Makkah 

accommodation; Madinah accommodation; accommodation catering at Makkah and 

Madinah on full-board basis; airport, intercity, departure-phase and Mashaer 

transportation; Salawaat / Makkah intra-city shuttle operations; airport and railway 

operations support; passport management support; baggage coordination and movement 

interface; and any other service or support specified in the Tender Document or 

annexures or usually required in Haj operation. 

 

 

7.4 Holy Sites / Mashaer Services: The Contractor shall provide complete Essential 

Services at Holy Sites / Mashaer for Indian pilgrims in Mina, Arafat and Muzdalifah in 

accordance with applicable Saudi requirements and specifications prescribed in 

Annexure C. The services shall include camp readiness, camp infrastructure, pilgrim 

space allocation, bedding arrangements, cooling arrangements, flooring, shading, 

signage, water arrangements, medical and administrative spaces, security coordination, 

public announcement arrangements, Mashaer meals, snacks, beverages and drinking 

water, meal distribution, movement management and other facilities prescribed in the 

Tender Document. 

 

7.5 Makkah Accommodation: The Contractor shall arrange suitable accommodation 

for Indian pilgrims in Makkah in accordance with location, category preference, 

classification, capacity, occupancy, facility and service requirements prescribed in 

Annexure D. The accommodation hierarchy shall prioritize Nuzul Buildings in Azizia 
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and Naseem areas, then Nuzul Buildings in other approved areas satisfying cluster and 

transport-route requirements, and then 1-Star hotels only where adequate Nuzul 

Building clusters are not available. 

 

7.6 Madinah Accommodation: The Contractor shall arrange suitable accommodation 

for Indian pilgrims in the Markazia area of Madinah, in accordance with Annexure E. 

The Contractor shall ensure accommodation availability across required stay cycles, 

including regular stay and short-duration stay pilgrims, as per flight schedule and 

operational plan. 

 

7.7 Airport, Intercity and Mashaer Transportation: The Contractor shall arrange 

airport, intercity, departure-phase and Mashaer transportation services in accordance 

with Annexure F. Transportation services shall include airport to accommodation 

movement, accommodation to airport movement, Makkah-Madinah / Madinah-Makkah 

movement, Makkah-Mina, Mina-Arafat, Arafat-Muzdalifah, Muzdalifah-Mina, Mina-

Makkah and train-camp related movement, wherever applicable. 

 

7.8 Salawaat / Makkah Intra-city Shuttle Operations: Salawaat / Makkah intra-city 

shuttle operations shall be treated as a separate major service component under the CSP 

and shall be governed by Annexure G. The Contractor shall provide continuous, high-

frequency and crowd-sensitive shuttle services between pilgrim accommodation 

clusters and Haram Sharief / designated access points, subject to applicable Saudi 

permissions, route approvals, traffic plans, tunnel movement restrictions and 

Operational Instructions issued by the Indian Haj Mission. 

 

7.9 Accommodation Catering: The Contractor shall provide accommodation catering 

in Makkah and Madinah on full-board basis in accordance with Annexure H. 

Accommodation catering shall cover only meals at pilgrims’ accommodation in 

Makkah and Madinah. Meals, snacks, beverages and drinking water during Mashaer 

shall remain part of Essential Services at Holy Sites / Mashaer and shall be governed 

by Annexure C. 

 

7.10 Airport, Railway, Passport and Baggage Support: The Contractor shall provide 

operational support at airports, railway stations and other movement nodes as prescribed 

in the Tender Document and annexures. The Contractor shall provide passport 

management support, including secure handling support, sorting, bundling, movement, 

distribution, collection, reconciliation and reporting, as required by the Indian Haj 

Mission. The Contractor shall provide baggage coordination and movement interface 

support at airports, accommodation buildings, railway stations, transport points and 

other relevant operational nodes. The Contractor shall facilitate Riyazul Jannah visits 

for pilgrims in coordination with the concerned local authorities and under the 

directions of the Indian Haj Mission, subject to applicable Saudi regulations and slot 

availability. The Contractor shall also provide such operational facilitation and liaison 
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assistance as may be directed by the Indian Haj Mission in pilgrim-related 

contingencies, including medical emergencies, hospitalization, missing pilgrims, police 

custody or deportation-related formalities, to the extent connected with performance of 

the Contract and permissible under applicable Saudi regulations. Nothing herein shall 

authorize the Contractor to perform consular, legal or sovereign functions on behalf of 

the Indian Haj Mission. 

 

7.11 Deployment, Reporting and Control Room: The Contractor shall deploy 

service-wise managers, supervisors, field staff, control room personnel and support staff 

in accordance with Annexure I. The Contractor shall establish control room and 

escalation arrangements for monitoring service delivery, receiving complaints, 

reporting deficiencies and coordinating rectification. The Contractor shall submit 

reports in formats, frequency and manner prescribed in Annexure J or as directed by the 

Indian Haj Mission. 

 

7.12 Monitorable Service Delivery: All services under the CSP shall be delivered in a 

manner capable of verification through records, reports, inspection, digital monitoring, 

GPS data, attendance records, photographs, complaint logs, movement records, meal 

distribution records or other evidence prescribed by the Indian Haj Mission. Failure to 

provide services, maintain prescribed standards, submit required reports, rectify 

deficiencies within the stated timelines or provide evidence of rectification shall attract 

consequences as prescribed in the Tender Document, Annexure J and Annexure K. 
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CHAPTER 8 

CONTRACT PRICE AND PAYMENT THROUGH NUSUK MASAAR 

 

8.1 Contract Price: The Contract Price shall be based on accepted all-inclusive per-

pilgrim Comprehensive Service Package rate quoted by Successful Bidder in Financial 

Bid. The quoted rate shall be inclusive of all costs required for complete performance 

of Contract, including costs relating to Essential Services at Holy Sites / Mashaer, 

Makkah accommodation, Madinah accommodation, airport/intercity/Mashaer 

transportation, Salawaat operations, accommodation catering, airport and railway 

operations support, passport management support, baggage coordination, and all 

incidental costs, unless expressly excluded in Tender Document. 

 

8.2 Component-wise Price Break-up: The Financial Bid shall contain component-

wise break-up of quoted all-inclusive per-pilgrim CSP rate in prescribed Financial Bid 

Format. The component-wise break-up shall include, as applicable, separate indication 

of costs relating to Essential Services at Holy Sites / Mashaer; Makkah accommodation; 

Madinah accommodation; accommodation catering in Makkah and Madinah; airport, 

intercity, departure-phase and Mashaer transportation; Salawaat operations; airport and 

railway operations support; passport management support; baggage coordination; and 

any other cost included in CSP. The component-wise break-up shall be used for 

transparency, price reasonableness, platform-related requirements, reconciliation and 

contract administration and shall not dilute Contractor's responsibility to provide 

complete CSP at accepted all-inclusive rate. 

 

8.3 Basis of Payment and Platform: Payment shall be calculated with reference to 

accepted all-inclusive per-pilgrim CSP rate and number of pilgrims finally covered 

under services of Contractor, subject to Contract and applicable platform requirements. 

Payments shall be made through Nusuk Masaar platform of Ministry of Hajj and 

Umrah, Kingdom of Saudi Arabia, or such other platform or mechanism as may be 

prescribed by competent Saudi authority. The payment structure shall be governed by 

the three-instalment option permitted by Ministry of Hajj and Umrah on Nusuk Masaar 

platform, or such other payment structure as may be applicable under platform at 

relevant time. 

 

8.4 Penalties / Claim Assessments and Adjustments: Service Deficiencies, non-

performance, part-performance, delay, unauthorized collection from pilgrims, 

additional cost caused to Indian Haj Mission or any other breach by the Contractor may 

be recorded and assessed for claim, recommendation, financial consequence or other 

contractual remedy by the Indian Haj Mission in accordance with the Tender Document, 

Annexure J and Annexure K. Penalty, deduction, recovery or adjustment shall be 

subject to the applicable Saudi Haj regulatory framework and Contract provisions. Any 

claim or recommendation, if pursued, shall be raised only through the appropriate 

permissible channel. 
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8.5 Taxes, No Direct Charges and Final Reconciliation: The quoted rate shall be 

inclusive of all applicable taxes, duties, levies, fees, charges and statutory or regulatory 

payments payable in connection with performance of Contract, unless expressly 

provided otherwise. Contractor shall not demand, collect or attempt to collect any fee, 

charge, tip, service charge, facilitation charge or consideration from any pilgrim for any 

service covered under Contract. Final reconciliation shall be undertaken after 

completion of services, reconciliation of pilgrim numbers, review of platform records, 

submission of required documents, review of penalties or recoveries and completion of 

applicable contractual and regulatory requirements. 
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CHAPTER 9 

PERFORMANCE MONITORING, REPORTING AND DEFICIENCY 

RECTIFICATION 

 

9.1 General and Contractor Accountability: The Contractor shall perform all services 

under overall operational supervision, inspection, verification and review of the Indian 

Haj Mission. Performance monitoring shall be directed towards timely identification of 

service issues, real-time reporting, course correction, documented rectification and 

protection of pilgrim welfare. Monitoring, inspection, review, acceptance of reports, 

participation in meetings or issuance of operational instructions by Indian Haj Mission 

shall not dilute Contractor’s responsibility for service delivery. The contractor is 

accountable for compliance to the deadlines prescribed by the Indian Haj Mission/ 

Ministry  of Hajj & Umrah,  related to the selection/sub-contracting of sub-elements of 

the CSP including accommodation, transportation, catering and other allied services for 

all the 1,22,518 HCoI pilgrims 

 

9.2 Control Room and Mandatory Reporting: The Contractor shall establish a central 

control room and service-wise escalation mechanism for operational period prescribed 

by Indian Haj Mission. The control room shall coordinate with Indian Haj Mission, 

service providers, field supervisors, accommodation units, transport teams, Salawaat 

teams, catering teams, Mashaer camps, airport teams, railway teams, passport teams and 

baggage teams. Mandatory reports include readiness reports, daily operations reports, 

deployment reports, accommodation reports, accommodation catering reports, 

scheduled transport movement reports, Salawaat reports, GPS/fleet reports, Mashaer 

camp reports, incident reports, passport reconciliation reports, baggage reports, 

complaint reports, deficiency reports, rectification reports and any other report as 

desired by Indian Haj Mission. 

 

9.3 Service Deficiency and Classification: Service Deficiency shall mean any act, 

omission, delay, failure, inadequacy, non-compliance or deviation resulting in failure 

to meet prescribed service standard, deployment requirement, reporting obligation, 

operational instruction or contractual obligation. Deficiencies may be classified as 

Critical, Major or Routine, as prescribed in Annexure J. Critical deficiencies include 

deficiencies affecting pilgrim safety, health, food safety, accommodation habitability, 

essential utilities, movement continuity, passport security or any other matter requiring 

immediate corrective action. 

 

9.4 Rectification, Closure and Evidence: The Contractor shall rectify deficiencies 

within timelines prescribed in Tender Document, Annexure J, Annexure K or 

Operational Instructions. For Critical deficiencies, Contractor shall initiate corrective 

action immediately and provide temporary, substitute or alternative arrangements 

wherever required. A deficiency shall not be treated as closed merely upon submission 

of rectification report; closure shall be subject to verification, acceptance or deemed 

closure in prescribed manner. Records may include duty rosters, attendance records, 
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control room logs, photographs, GPS records, vehicle records, meal distribution 

records, certified laboratory reports where applicable in cases of food safety incidents, 

accommodation readiness records, complaint logs, passport records and baggage 

records. 

 

9.5 Consequences: Service Deficiencies may attract penalties, recoveries, rectification 

at Contractor’s cost, invocation or adjustment of Performance Security where 

applicable, escalation to competent Saudi authorities or any other contractual or 

regulatory remedy prescribed in the Tender Document, Contract or annexures. Any 

penalty, recovery or adjustment shall be effected only through a mechanism permissible 

under applicable Haj regulations, Nusuk Masaar requirements and Contract. 
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CHAPTER 10 

SPECIAL CONDITIONS OF CONTRACT 

 

10.1 Applicability and Compliance: The conditions contained in this Chapter shall 

apply to Successful Bidder upon award of work and shall form part of Contract. The 

Contractor shall perform Contract in accordance with applicable laws, rules, 

regulations, platform requirements, approvals and directions issued by competent 

authorities in Kingdom of Saudi Arabia. Contractor shall independently obtain and 

maintain all licences, approvals, permits, registrations, platform access, clearances and 

authorizations required for performance of services assigned under the Contract, at its 

own responsibility and cost.  

 

10.2 Service Chain Responsibility: The Contractor may engage service partners, 

vendors, subcontractors, accommodation providers, transport providers, catering 

providers, manpower providers or other operational entities only to the extent permitted 

under applicable Saudi requirements, Nusuk Masaar framework and Contract. The 

Contractor shall remain fully responsible for performance, acts, omissions, delays, 

deficiencies, misconduct and non-compliance of all entities and persons engaged by it. 

Engagement of any service partner, vendor, subcontractor or other entity by the 

contractor shall not create any contractual relationship between such entity and Indian 

Haj Mission. 

 

10.3 Personnel, Continuity and No Direct Charges: The Contractor shall deploy 

competent, suitable, experienced and adequately briefed personnel for performance of 

services. The Indian Haj Mission may require replacement of any personnel whose 

conduct, competence, responsiveness, availability, language capability or performance 

is found unsatisfactory. Contractor shall ensure continuity of services throughout 

operational period and shall not suspend, interrupt, delay or reduce any service on 

account of internal administrative, financial, manpower, vendor, subcontractor or 

coordination issues. The Contractor shall not demand, collect or attempt to collect any 

fee, charge, tip, service charge, facilitation charge or consideration from any pilgrim for 

any service covered under Contract. 

 

10.4 Records and Audit: The Contractor shall maintain all records required under the 

Tender Document, Contract, Annexures, Operational Instructions and applicable 

platform requirements. Such records shall be made available to the Indian Haj Mission 

for inspection, verification, review, audit, reconciliation or contract administration, as 

and when required. The records shall be retained for a minimum period of six (6) months 

from the date of the last return flight, or for such longer period as may be directed by 

the Indian Haj Mission. 

 

10.5 Responsibility for Subcontractors: The Contractor shall remain fully responsible 

for the performance of all services under the Contract, including those performed 
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through its vendors, subcontractors or other service providers. In the event of any 

service deficiency or default by any such entity, the Contractor shall make immediate 

alternate arrangements in accordance with Chapter 11. Any additional costs arising 

from such default, replacement arrangements or corrective measures attributable to the 

Contractor shall be borne solely by the Contractor. 

 

The Contractor shall be solely responsible for the timely payment of all dues, 

wages, charges and other liabilities payable to its vendors, service partners, 

subcontractors, accommodation providers, transport providers, catering providers, 

manpower providers and any other person or entity engaged by it for the performance 

of the Contract. The performance of the services under this Contract shall not be 

affected or delayed on account of any dispute or delay in such payments. 

 

10.6 Privacy and Protection of Personal Data: The Contractor shall collect, access, 

use, process, store and retain pilgrim data and any other personal data received by it in 

connection with the Contract solely for the purpose of performing its obligations under 

the Contract and in accordance with applicable law. The Contractor shall implement 

appropriate technical and organisational measures to protect such data against 

unauthorised access, disclosure, alteration, loss or misuse and shall restrict access to 

authorised personnel on a need-to-know basis. The Contractor shall not use, disclose or 

share such data for any purpose unrelated to the performance of the Contract without 

the prior written approval of the Indian Haj Mission or as otherwise required by law. 

 

10.7 Cybersecurity: The Contractor shall implement appropriate technical and 

organisational security measures to protect all electronic records, systems and 

information processed or stored in connection with the Contract against unauthorised 

access, disclosure, alteration, loss or destruction. The Contractor shall promptly notify 

the Indian Haj Mission of any actual or suspected security incident or data breach 

affecting such information and shall take all necessary steps to investigate, contain and 

mitigate the incident as required by law.  

 

10.8 Confidentiality: The Contractor shall maintain the confidentiality of all 

confidential information, documents and operational information received from or on 

behalf of the Indian Haj Mission in connection with the Contract and shall not disclose 

such information to any third party except as authorised under the Contract or required 

by law. This obligation shall survive the expiry or termination of the Contract. 
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CHAPTER 11 

DEFAULT, CONTINGENCY MEASURES AND CONTINUITY OF 

SERVICES 

 

11.1 General: In case of default, breach, non-performance, part-performance or 

inability of Contractor to provide any service in accordance with Contract, applicable 

contingency measures prescribed under this contract as well as laws, regulations, 

guidelines, platform requirements and directions of competent authorities in Kingdom 

of Saudi Arabia shall apply. Remedies under this Chapter shall be exercised in a manner 

consistent with applicable Haj-related regulations, Nusuk Masaar requirements and 

directions of MoHU or any other competent Saudi authority. The primary objective of 

remedial or contingency action shall be continuity of services, timely rectification of 

deficiencies, protection of pilgrim welfare and compliance with operational framework 

applicable for Haj 2027. 

 

11.2 Events of Default: Events of Default include failure to commence services; failure 

to provide major CSP component; failure to maintain license, approval, authorisation, 

platform access or regulatory eligibility; failure to arrange or provide accommodation, 

transportation, Salawaat operations, accommodation catering, Holy Sites / Mashaer 

services or other CSP components as prescribed; inability to arrange any service at 

quoted or agreed cost; repeated or serious Service Deficiencies; failure to rectify Critical 

or Major Deficiencies; unauthorized collection from pilgrims; false records or reports; 

abandonment, suspension, disruption or reduction of services without approval; failure 

to comply with Operational Instructions; failure to pay vendors where service delivery 

is affected; loss of legal capacity or regulatory permission; or any other material breach. 

 

11.3 Mandatory Substitute or Upgraded Arrangements: Where Contractor is unable 

to provide any service in accordance with agreed terms, prescribed specifications, 

quoted price or approved arrangement, Contractor shall arrange an equivalent or higher-

standard substitute service in accordance with applicable Saudi regulations and 

directions of competent authorities. Where suitable accommodation, transportation, 

Salawaat service, accommodation catering, camp facility or any other service is not 

available at price assumed or quoted by Contractor, Contractor shall nevertheless 

arrange required service at same level or higher level of standard, and any price 

difference or additional cost shall be borne by Contractor. 

 

11.4 Service-specific Contingency Measures: In case of failure, inadequacy, rejection, 

non-readiness, sealing, regulatory non-compliance or non-availability of 

accommodation, Contractor shall arrange alternate accommodation of same or higher 

category and standard at its own cost, including additional transportation, baggage 

movement, porterage or related operational cost. In case of failure, shortage, 

breakdown, delay or non-availability of transportation or Salawaat operations, 

Contractor shall arrange replacement buses, additional buses, alternate permitted 

vehicles, additional field staff or other approved transport solutions at its own cost. In 
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case of deficiency in accommodation catering or Mashaer services, Contractor shall 

provide corrective, additional, substitute or upgraded arrangements at its own cost. 

 

11.5 Reporting, Escalation and Financial Responsibility: The Contractor shall 

immediately report actual or anticipated default, non-performance, non-availability, 

service disruption or regulatory issue to Indian Haj Mission. Where any deficiency 

affects delivery of services to pilgrims, Indian Haj Mission may escalate matter to 

MoHU, Nusuk Masaar platform authorities, Kidana, Naqaba, airport authorities, 

municipal authorities, health authorities, civil defence authorities or any other 

competent Saudi authority. All additional costs arising from default, non-performance, 

non-availability of service at quoted rate, replacement of deficient service, upgraded 

substitute arrangement, additional deployment, emergency rectification or corrective 

action attributable to Contractor shall be borne by Contractor. 

 

11.6 Continuity and Regulatory Closure: The Contractor shall ensure continuity of 

all services during operational period, notwithstanding any dispute, claim, payment 

issue, vendor issue, manpower issue, market price issue, internal administrative issue 

or pending reconciliation. Where performance of any service becomes unlawful, 

impermissible or impossible due to loss of licence, approval, authorisation, platform 

eligibility or regulatory permission, Contractor shall immediately inform Indian Haj 

Mission and propose lawful alternatives. Any further action, including modification, 

substitution, regulatory intervention, reassignment, closure or termination, if any, shall 

be subject to applicable Saudi regulations, platform requirements, directions of 

competent authorities and Contract. 
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CHAPTER 12 

PLATFORM PAYMENTS, DISPUTES, FORCE MAJEURE AND 

MISCELLANEOUS 

 

12.1 Platform-Administered Payments 

1. Payments under the Contract shall be made through Nusuk Masaar / applicable 

Saudi Haj platform as per the payment and release mechanism prescribed by the 

competent Saudi authorities for Haj 2027. 

2. Any advance deposit / payment through the platform shall not constitute acceptance 

of services or waiver of inspection rights, service standards, deficiency claims or 

Contractor liability. 

3. Release of payment to the Contractor shall be governed by the applicable Saudi 

platform mechanism. The Contractor shall remain responsible for full-service 

delivery irrespective of the timing or manner of such release. 

4. Indian Haj Mission shall not be responsible for any delay, withholding, adjustment 

or release decision made under applicable Saudi platform rules. 
 

12.2 Deficiencies, Refunds and Penalties 

1. Service deficiencies shall be recorded and processed as per Chapter 9, Chapter 11, 

Annexure J and Annexure K. 

2. Refunds, penalties, deductions, compensation or other financial consequences, if 

pursued, shall be raised or processed through the appropriate permissible channel 

under the applicable Saudi Haj regulatory framework, without prejudice to any 

contractual remedy available under this Contract. 

3. Indian Haj Mission may submit inspection reports, deficiency reports, evidence, 

penalty recommendations, refund claims or service failure reports through the 

applicable Saudi platform / authority mechanism. 

4. The Contractor shall provide all records and documents required for processing any 

deficiency claim, refund, penalty or platform adjustment. 

5. The Contractor shall give effect to any refund, penalty, withholding, adjustment or 

financial consequence processed under the applicable Saudi platform framework or 

any other applicable contractual remedy available under this Contract.. 
 

12.3 Dispute Resolution 

1. In respect of all or any dispute(s) of any kind whatsoever between the Parties arising 

out of or in connection with the Contract, the Parties shall seek to resolve any such 

dispute or difference by mutual consultation 

2. Operational issues during Haj shall be resolved at field level through designated 

nodal officers of the Contractor and Indian Haj Mission. 

3. Unresolved issues shall be escalated to the Contractor’s senior management 

(Chairman/CEO) and the authorised officer of the Indian Haj Mission. 

4. Issues involving refund, claim assessment, penalty, service deficiency processing, 

platform adjustment or service centre performance may be taken up through the 
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applicable Saudi platform / authority mechanism, without prejudice to Indian Haj 

Mission’s contractual rights. 

5. Contractual disputes not resolved through operational escalation or applicable 

process shall be dealt with under the dispute resolution mechanism specified in the 

Contract. 

6. Pending resolution of any dispute, claim or representation, the Contractor shall 

continue all services without suspension, reduction, delay or interruption. 

7. Governing Law and Jurisdiction: The Contract shall be governed by and 

construed in accordance with the laws in force. The Parties submit to the exclusive 

jurisdiction of the Courts situated at Jeddah for, adjudication of disputes, injunctive 

reliefs, actions and proceedings, if any, arising out of the Contract. 
 

12.4 Force Majeure 

1. Force majeure shall mean an extraordinary event beyond reasonable control which 

directly prevents performance and could not reasonably have been foreseen, avoided 

or mitigated. 

2. Force majeure may include war, civil disturbance, natural disaster, epidemic, 

government prohibition, closure of relevant transport route as per the written 

instructions issued by the competent Saudi authorities, binding order of competent 

authority or comparable event directly preventing performance. 

3. Increase in cost, vendor refusal, labour shortage, fuel price increase, currency 

fluctuation, subcontractor failure, service centre failure or commercial hardship shall 

not by itself constitute force majeure. 

4. The party claiming force majeure shall immediately notify the other party with 

particulars, evidence, affected obligations, expected duration and mitigation plan. 

5. The Contractor shall continue services through alternate lawful arrangements 

wherever reasonably possible within the Saudi Haj framework. 
 

12.5 Records, No Waiver and Survival 

1. The Contractor shall maintain records of service delivery, manpower deployment, 

accommodation, transport, catering, Mashaer services, complaints, rectification, 

inspections, invoices, subcontracting and platform transactions. 

2. Such records shall be made available to Indian Haj Mission and, where required, for 

submission through the applicable Saudi platform / authority mechanism. 

3. Inspection, non-inspection, platform payment, release of payment, delayed action, 

partial acceptance or non-assessment / non-pursuit of any claim shall not constitute 

waiver of any right of Indian Haj Mission. 

4. Contractor obligations relating to records, refunds, penalties, claims, confidentiality, 

platform processes and post-Haj reconciliation shall survive completion of Haj 

operations and expiry of the Contract. The reports need to be maintained for a period 

of at-least 6 months after the last return flight or as decided by the Indian Haj 

Mission. 
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PART III 

ANNEXURES 
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ANNEXURE A 

TECHNICAL BID FORMS AND UNDERTAKINGS 

 

A.1 Technical Bid Covering Letter 

 

To, 

 

The Indian Haj Pilgrims’ Office, Makkah, acting on behalf of the Haj Committee of 

India 

 

Subject: Technical Bid for Selection of Service Provider Company for Comprehensive 

Service Package for Indian Haj Pilgrims during Haj 2027 

 

We, the undersigned, submit our Technical Bid for the above Tender and confirm that 

we have read, understood and accepted the Tender Document, including all Chapters, 

Annexures, service specifications, payment provisions, platform requirements and 

Operational Instructions. 

 

We confirm that no financial quote has been included in the Technical Bid. 

 

Name of Bidder: 

Authorised Signatory: 

Designation: 

Date: 

Seal: 
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A.2 Bidder Information and Document Checklist 

Sl. 

No. 
Particular / Document 

Details / 

Attached 

1 Legal name of Bidder  

2 Commercial registration / legal registration  

3 
SPC licence / authorisation issued by competent Saudi 

authority 
 

4 Registered office address  

5 Makkah office / operational office details  

6 Authorised signatory document / power of attorney  

7 Contact person for Tender  

8 Proof of eligibility as required under Chapter 4  

9 Financial capacity documents as required under Chapter 4  

10 EMD / bid security document, if applicable  

11 Preliminary Implementation Note  

12 Consolidated Undertaking  

13 Any other document required under the Tender  

Note: The Bidder’s eligibility shall be assessed only on the mandatory qualification 

criteria prescribed in the Tender. 

 

A.3 Preliminary Implementation Note 

The Bidder shall submit a Preliminary Implementation Note, not exceeding 25 pages, 

covering its proposed approach for: 

1. Holy Sites / Mashaer services; 

2. Makkah accommodation; 

3. Madinah accommodation; 

4. airport, intercity and Mashaer transportation; 

5. Salawaat / Makkah intra-city shuttle operations; 

6. accommodation catering; 

7. manpower deployment, control room and reporting; risk, continuity and 

coordination arrangements. 

The Preliminary Implementation Note shall be non-scored and non-comparative. It shall 

be used only to assess responsiveness, understanding of scope, implementation 

preparedness and absence of deviations. The Note may be submitted in simple language, 

bullet points or tables.   
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A.4 Consolidated Undertaking 

We, the undersigned, hereby declare and undertake that: 

1. we are duly registered, licensed and authorised to participate in the Tender and 

provide the services covered under the Tender; 

2. all documents, information and statements submitted by us are true, complete 

and correct; 

3. we have read, understood and accepted all terms and conditions of the Tender 

without deviation, reservation or condition; 

4. no financial quote has been included in the Technical Bid; 

5. we are submitting only one bid and are not participating through any other entity, 

front entity, consortium or alternate arrangement; 

6. we have not been blacklisted, debarred or declared ineligible by any competent 

authority, except as specifically disclosed; 

7. we shall comply with applicable Saudi regulations, MoHU requirements, and 

Operational Instructions of the Indian Haj Mission; 

8. we shall remain fully responsible for all acts, omissions, defaults and service 

failures of our vendors, service centres, subcontractors, manpower agencies and 

other engaged entities; 

9. we shall not canvass, influence or attempt to influence the Tender process; 

10. if any information, document or declaration submitted by us is found false, 

misleading or incomplete, or if we fail to comply with the Tender / Contract, we 

shall be liable for: 

(a) cancellation of bid or termination of contract, as applicable; 

(b) forfeiture of / Performance Security / applicable contractual safeguard; 

(c) banning / debarment, where permissible; and 

(d) any other action deemed appropriate in accordance with applicable rules, 

regulations, Tender and Contract provisions. 

 

Yours faithfully, 

Name of Authorised Signatory: 

Signature: 

Designation: 

Company Name: 

Stamp: 

Date:  
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ANNEXURE-A-5    

 Bid Security Declaration Form 

To 

The Consulate General of India, Jeddah  

Tender reference No.: 

Name of Tender: 

 

Dear Sir, 

I/We. The undersigned, declare that: 

 

I/We understand that, according to your conditions, bids must be supported by a 

Bid Securing Declaration on the Company’s letter head duly signed and stamped and 

attested by Chamber of Commerce. 

 

I/We accept that I/We may be disqualified from bidding for any contract with 

you for a period of one year from the date of notification if I am /We are in a breach of 

any obligation under the bid conditions, because I/We 

 

(a) have withdrawn/modified/amended, impaired or derogated from the 

tender, my/our Bid during the period of bid validity specified in the form of Bid; or 

 

(b) having been notified of the acceptance of our Bid by the purchaser during 

the period of bid validity (i) failed or refused to execute the contract, if required, or (ii) 

failed or refused to furnish the Performance Security, in accordance with the 

Instructions to Bidders. 

 

I/We understand this Bid Securing Declaration shall cease to be valid if I am/we 

are not the successful Bidder, upon the earlier of (i) the receipt of your notification of 

the name of the successful Bidder; or (ii) thirty days after the expiration of the validity 

of my/our Bid. 

 

Signed: ……………………………………. 

Name:…………………………………… 

Dated ____________________________ 

Corporate Seal (where appropriate) 
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ANNEXURE B 

FINANCIAL BID FORMAT 

 

1. Total All-Inclusive Per-Pilgrim CSP Rate 

Sl. No. Particular Amount in SAR 

1. Total all-inclusive per-pilgrim Comprehensive 

Service Package rate, excluding VAT 

 

2. VAT / applicable tax, if any  

3. Total all-inclusive per-pilgrim CSP rate, 

including VAT and all applicable charges 

 

 

Total all-inclusive per-pilgrim CSP rate in words: SAR 

______________________________________________ only. 

 

2. CSP Component-wise Break-up 

Sl. 

No. 

CSP Component Rate per 

Pilgrim 

excluding 

VAT  

VAT / Tax 

/ Charges 

Total Rate 

per 

Pilgrim in 

SAR 

1. Essential Services at Holy Sites / 

Mashaer, including Mina, Arafat, 

Muzdalifah 

   

2. Makkah accommodation    

3. Madinah accommodation    

4. Accommodation catering in 

Makkah and Madinah on full-board 

basis 

   

5. Airport transfers, intercity, and 

Mashaer transportation 

   

6. Salawaat / Makkah intra-city 

shuttle operations 

   

7. All other standard pilgrim services 

(Airport and railway operations 

support; passport management 

support, Nusuk card distribution, 

pilgrims’ guidance, and so on) 

   

Total all-inclusive per-pilgrim CSP rate    
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3. Makkah Accommodation Cost Break-up (along with numbers against each 

category) 

Sl. 

No. 

Category Proposed 

Rate per 

Pilgrim 

in SAR 

VAT / 

Charges 

Total Rate 

per Pilgrim 

in SAR 

1. Nuzul Buildings in Azizia / 

Naseem 

   

2. Nuzul Buildings in other approved 

areas satisfying cluster and 

transport-route requirements 

   

3. 1-Star hotels in approved areas, 

only where adequate Nuzul 

Building clusters are not available 

   

 

4. Madinah Accommodation (Only Markazia Area) Cost Break-up 

Sl. 

No. 

Category Proposed 

Rate per 

Pilgrim 

in SAR 

VAT / 

Charges 

Total Rate 

per Pilgrim 

in SAR 

1. Regular stay pilgrims, 9 days    

2. Short-duration stay pilgrims, 5 

days 

   

 

5. Scheduled Transportation Cost Break-up 

Sl. 

No. 

Route / Service Proposed 

Rate per 

Pilgrim 

in SAR 

VAT / 

Charges 

Total Rate 

per Pilgrim 

in SAR 

1. Jeddah Airport to Makkah 

accommodation 

   

2. Madinah Airport to Madinah 

accommodation 

   

3. Makkah to Madinah / Madinah to 

Makkah (Train – 60% of pilgrims 

– in case of train, the cost should 

include the cost of bus linkages 

from accommodation to train 

station at both ends of the journey) 

   

4. Makkah to Madinah / Madinah to 

Makkah (Bus – 40% of pilgrims) 
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Sl. 

No. 

Route / Service Proposed 

Rate per 

Pilgrim 

in SAR 

VAT / 

Charges 

Total Rate 

per Pilgrim 

in SAR 

5. Makkah accommodation to Jeddah 

Airport 

   

6. Madinah accommodation to 

Madinah Airport 

   

7. Mashaer transportation for bus 

camps on Raddain basis 

   

8. Mashaer transportation for train 

camps, where applicable 

   

 

6. Salawaat Cost Break-up 

Sl. 

No. 

Service Proposed 

Rate per 

Pilgrim 

in SAR 

VAT / 

Charges 

Total Rate 

per Pilgrim 

in SAR 

1. Salawaat / Makkah intra-city 

shuttle operations 

   

 

7. Accommodation Catering Cost Break-up 

Sl. 

No. 

Catering Component Proposed 

Rate per 

Pilgrim 

in SAR 

VAT / 

Charges 

Total Rate 

per 

Pilgrim in 

SAR 

1. Makkah accommodation catering 

on full-board basis 

   

2. Madinah accommodation catering 

on full-board basis 

   

 

8. Declaration by Bidder 

I / We hereby confirm that the rate quoted above is total all-inclusive per-pilgrim rate 

for complete CSP for Haj 2027; includes all costs required for performance of services 

covered under Tender Document; component-wise break-up has been furnished for 

transparency, price reasonableness assessment, platform-related requirements, 

reconciliation and contract administration; component-wise break-up shall not dilute, 

limit or qualify our responsibility to provide complete CSP at total all-inclusive per-

pilgrim CSP rate quoted above; no additional claim shall be made on account of under-

estimation, omission or miscalculation of any component-wise cost; and quoted rate 

shall remain firm and valid for the period prescribed in Tender Document. 
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Particular Details 

Name of Authorized Signatory  

Designation  

Company Name  

Signature  

Company Stamp  

Date  

Place  
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ANNEXURE C 

HOLY SITES / MASHAER SERVICE SPECIFICATIONS 

 

C.1 Scope and Package Basis 

1. The Contractor shall deliver Essential Services for Indian pilgrims at Mina, Arafat 

and Muzdalifah in accordance with Package C / Package C-equivalent for Haj 2027, 

as prescribed by competent Saudi authority. 

2. Package C shall mean the Saudi-prescribed Package C / Package C-equivalent 

service package, including all quantitative and qualitative classifications, mandatory 

inclusions, service levels, manpower, meals, camp facilities and other obligations 

forming part of such package. 

3. In addition to the Saudi Package C baseline, the Contractor shall provide all specific 

service levels, facilities, specifications and operational requirements prescribed by 

the Indian Haj Mission in this Annexure and elsewhere in the Tender Document. 

4. Where the Saudi authority prescribes a higher or more specific standard, such 

standard shall apply. Where the Tender prescribes a higher or more specific 

requirement than the Saudi Package C baseline, the Tender requirement shall apply, 

subject to applicable Saudi approvals. 

 

C.2 Essential Mashaer Service Requirements 

The Contractor shall provide, arrange, manage and ensure the following services at the 

Holy Sites / Mashaer. 

A. Camp Structures, Bedding and Space Allocation 

1. Camps in Mina shall have fixed / gypsum board structures or other approved 

structures as prescribed or permitted by competent Saudi authorities. 

2. Tent gates / entry points shall be sliding type or other approved functional design of 

good quality. 

3. Each pilgrim shall be provided one clean, safe and usable sofa-cum-bed.  

Item Minimum Requirement 

Quantity One per pilgrim 

Size 12 × 175 × 50 cm 

Pressure / density Minimum 60 pressure per person 

Canopy One-sided canopy 

Label Pilgrim-wise allotment label 

Condition Clean, safe and usable 

4. The camp and tent layout shall provide bedding space and reasonable standing / 

walking space, while maintaining access to exits, cooling units, luggage racks, 

electrical points and service areas. 
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5. Officer space, camp office space and service areas shall be clearly marked in the 

layout. Sleeping / resting space for Contractor staff, subcontractors or service 

personnel shall be separately arranged by the contractor and shall not encroach upon 

pilgrim space, officer space, prayer space, common areas or pathways. 

 

B. Luggage, Shoe Storage, Flooring and Turf 

1. Overhead luggage racks or equivalent approved storage arrangements shall be 

provided in Mina and Arafat camps. 

2. Minimum luggage storage norm shall be one rack / storage unit sufficient for safe 

storage for every 16 pilgrims, unless a higher standard is prescribed. 

3. Luggage and shoe storage shall not obstruct bedding space, pathways, emergency 

exits, cooling units, electrical points or service areas. 

4. Shoe racks or organised shoe storage shall be provided near tents, entry points or 

designated areas. 

5. Tents shall have suitable flooring / wall-to-wall fitted carpeting. Pathways, reserve 

areas, sitting areas and common areas shall have artificial turf or equivalent 

approved ground covering. 

Item Minimum Requirement 

Hair length 40 mm 

Density 17,000 stitches / m² 

Quality compliance ISO 9001 / ISO 14001 or applicable equivalent, where prescribed 

Fire safety As per Civil Defence requirements 

 

C. HVAC, Electrical, Water, Toilets and Sanitation 

1. Air-conditioning and ventilation shall be provided and maintained in Mina and 

Arafat camps as per Package C / competent authority specifications.  

2. Before handover, the Contractor shall conduct load testing / functional testing of air-

conditioning systems in all camps and submit readiness / commissioning 

certification from competent technical personnel or authorized agency to the Indian 

Haj Mission before or at the time of handing over of the camps. 

3. AC ducting, condensate piping and drainage shall be installed in accordance with 

applicable HVAC safety and workmanship standards to prevent leakage, water 

seepage or dripping into pilgrim-use areas. 

4. Electrical wiring, sockets, panels, distribution boards and charging points shall 

comply with Saudi electrical safety, Civil Defence and fire safety requirements. 

Exposed wiring, overloading, unsafe joints and non-compliant temporary wiring 

shall not be permitted. 
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Item Minimum Requirement 

Charging point ratio Minimum one socket / charging point for every 16 pilgrims 

Safety Proper insulation, safe placement, no exposed wiring 

Compliance Saudi electrical safety / Civil Defence norms 

5. Lighting shall be provided in tents, pathways, toilets, ablution areas, common areas, 

food distribution points, water points, medical spaces, administrative spaces and 

entry / exit points. 

6. Drinking water shall be available throughout the Mashaer stay. Refrigerated water 

dispensers, refrigerators, refrigerated units or equivalent approved arrangements 

shall be placed at suitable locations and replenished regularly. 

7. Toilets and ablution areas shall be ready, clean, functional and usable before arrival 

of pilgrims. Preparedness shall include water supply, drainage, jet sprays, taps, 

washbasins, toilet seats, seat covers, doors, locks, lighting, ventilation and cleaning 

arrangements. 

8. Toilet and ablution facilities shall be arranged at a ratio not worse than one toilet / 

ablution unit for every 100 pilgrims, or such higher standard as may be prescribed 

by competent Saudi authorities. Required approvals for additional approved toilet / 

ablution facilities shall be obtained by the Contractor. Portable toilets on need basis 

may be made available by the Contractor. The numbers shall be mutually agreed 

between the Contractor and Indian Haj Mission 

9. Toilets, ablution areas, pathways, tents, common areas, food distribution areas and 

medical / administrative spaces shall be cleaned regularly and maintained in usable 

condition. Maintenance and rectification of defective toilets, AC units, charging 

sockets, water taps shall be carried out regularly. Reports of water shortage/overflow 

shall be attended to within 30 minutes.  

 

D. Signage, PA, Medical, Administrative and Security Arrangements 

1. Clear signage shall be provided for service centre number, camp number, tent 

number, entry / exit, toilets, ablution areas, medical room, administrative office, 

food distribution point, drinking water point, and emergency exits. 

2. Functional public announcement system with adequate speaker coverage shall be 

provided in camps / tents / common areas. Announcements shall be made only by 

or under the authority of the Indian Haj Mission officer / authorised camp in-charge. 

3. Each camp / service centre shall have medical examination room / medical space 

and administrative space as prescribed by competent Saudi authorities and the Indian 

Haj Mission. The Contractor shall provide sufficient wheelchairs with assistance to 

pilgrims in need, in all camps at its own cost. 

4. Space utilisation for service centre office, Contractor office, storage or 

administrative use shall require prior concurrence of the Indian Haj Mission. 

Administrative space, where required, shall provide comparable functional 

infrastructure for Indian Haj Mission and Contractor / service centre teams. 
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5. Camp-level security, access control and crowd support shall be provided at each 

camp / service centre in accordance with Saudi regulations. Security personnel shall 

cover entrances, key access points, administrative spaces, medical spaces, food 

distribution areas, water points and other sensitive locations. 

6. Access cards / permissions for Indian Haj Mission officers and authorised personnel 

shall be arranged as per the list provided by the Indian Haj Mission and handed over 

at least one week before commencement of the Mashaer period, or within the 

timeline prescribed by competent Saudi authority, whichever is earlier. 

7. Reserve camp details in Mina and Arafat, where made available / required under the 

Saudi framework, shall be shared with the Indian Haj Mission, latest by the time of 

handover of camps. 

 

E. Mashaer Meals, Beverages and Drinking Water 

1. Meals, snacks, beverages and drinking water during Mina, Arafat and Muzdalifah 

shall form part of Essential Services at the Holy Sites / Mashaer and shall not be 

treated as a separate accommodation catering component. 

2. The menu for Mashaer meals, snacks and beverages shall be finalised with the 

concurrence of the Indian Haj Mission. The Contractor shall deploy chefs / cooks 

experienced in Indian cuisine and capable of preparing meals suitable for Indian 

dietary preferences. 

3. Tea / coffee stations shall be provided and maintained at suitable locations in each 

camp / service centre throughout the Mashaer stay period, on a 24x7 basis. 

4. Meals shall be freshly cooked and served within meal-wise time windows prescribed 

by the Indian Haj Mission. 

5. Dinner on 8th Zul Hijjah shall be served in Mina before departure for Arafat. Packed 

dinner on 9th Zul Hijjah shall be provided at Arafat before movement to Muzdalifah. 

6. Meal distribution shall be camp-wise, tent-wise or group-wise. Where required, 

meals shall be delivered up to tent level or inside tents. 

7. Adequate reserve food shall be maintained during the Mashaer period. Reserve / 

replacement meals shall be capable of being delivered inside the camp within 30 

minutes of reported shortage. 

 

F. Field Coordination of Mashaer-related Movements 

1. Movement of pilgrims across the Haj journey, including airport, intercity, Makkah, 

Madinah, Mashaer and departure-related movements, shall remain the responsibility 

of the Contractor under the Comprehensive Service Package. 

2. In the context of this Annexure, the Contractor shall ensure field-level coordination 

of pilgrim movements connected with Mashaer. Such coordination shall include 

Makkah to Mina, Mina to Arafat, Arafat to Muzdalifah, Muzdalifah to Mina, Mina 

to Jamarat and return to Mina, and Mina to Makkah return movement. The 

Contractor shall ensure timely dissemination of Mashaer movement-related 

information, instructions and updates to pilgrims allotted to the concerned camps, in 
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English / Hindi / Urdu, through camp-level announcements, guides / group leaders, 

display boards, control desk support or other appropriate channels, under the 

directions of the Indian Haj Mission and subject to instructions of competent Saudi 

authorities. A control room shall be established by the contractor for real time 

coordination of movement of pilgrims from 7th Zul Hijjah to 13th Zul Hijjah and 

permit field officials of Indian Haj Mission to monitor the same. The digital access 

to real time location of vehicles shall be made available to the Indian Haj Mission. 

3. The Contractor shall arrange return movement from Mina to Makkah for pilgrims 

preferring to leave on 12th Zul Hijjah and shall continue full Mashaer services for 

pilgrims remaining in Mina until 13th Zul Hijjah, including meals, water, sanitation, 

cooling, field coordination and return movement.  

4. Vehicular transport shall be governed by Annexure F; camp-side, service-centre-

side and pilgrim-facing coordination shall remain part of this Annexure. 

 

C.3 Camp Layout, Allotment and Readiness Protocol 

1. The Contractor shall submit a Mashaer preparedness timeline covering model camp, 

layout plan, construction / partitioning, HVAC, electrical, plumbing, toilet 

readiness, bed placement, signage, PA system, stickers, camp cards, meal 

distribution arrangements and joint inspection. 

2. A model camp / model tent shall be prepared on the date prescribed by the Indian 

Haj Mission. It shall show the proposed standard for structure, partitioning, doors, 

sofa-cum-beds, luggage racks, shoe racks, turf, electrical fittings, water 

arrangements, toilet fittings, signage, PA system and meal distribution. Once 

approved / noted, the same standard shall be replicated across Indian pilgrim camps, 

subject to Saudi-approved layout. 

3. All Contractor-controlled arrangements shall be completed at least one week before 

the MoHU / Saudi authority deadline for camp handover, or such earlier date as may 

be prescribed by the Indian Haj Mission. A joint inspection shall thereafter be 

carried out by the teams of Indian Haj Mission and the Contractor, and the camps 

shall only be handed over after submission of satisfactory inspection report by the 

joint inspection team. 

4. Bulk procurement of pilgrim-facing items shall be undertaken only after sample 

approval / noting by the Indian Haj Mission, including sofa-cum-beds, bedding, 

stickers, camp cards, luggage racks, shoe racks, turf, signage, meal packaging, water 

arrangements and electrical fixtures. 

5. The Contractor shall submit camp-wise and tent-wise layouts showing service centre 

number, camp number, tent number, male / female tent segregation,  sofa-cum-bed 

layout, officer space, camp office space, access points, capacity and guide / group 

linkage. 

6. Bed placement shall be as per approved / noted layout and shall be jointly inspected 

before pilgrim-to-bed mapping is finalised. 

7. The total number of  sofa-cum-beds shall correspond to the number of spaces 

contracted / purchased for Indian pilgrims and authorised officers, and shall not be 
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reduced merely on the basis of passports available with any service centre. Officials 

of the Indian Haj Mission shall count the number of beds on a mutually agreed date 

before 7th Zul Hijjah and alternate arrangements for any shortfall in numbers may 

be made by the contractor before 7th Zul Hijjah. 

8. Tent-wise allotment of pilgrims for Arafat shall be prepared. Bed-wise allotment in 

Arafat shall be provided wherever feasible; otherwise, tent-wise pilgrim allotment 

shall be mandatory. 

9. Pilgrim lists shall be displayed at each camp, each tent and relevant entry points. 

10. Each sofa-cum-bed / shall carry a pilgrim-wise allotment sticker containing pilgrim 

name, photograph, cover number, passport number and other particulars prescribed 

by the Indian Haj Mission. Sticker format, language, size, colour scheme, print 

quality and adhesive quality shall be approved / noted before printing. 

11. Mashaer camp cards shall be printed and distributed at least seven days before the 

core Haj period, or within the timeline prescribed by the Indian Haj Mission. 

 

C.4 Deployment, Reporting and Inspection 

1. The Contractor shall deploy manpower for Holy Sites / Mashaer operations in 

accordance with Annexure I, including camp management, tent supervision, water 

monitoring, sanitation, maintenance, AC / electrical / plumbing support, meal 

distribution, movement coordination, security, signage / PA support, control desk 

and liaison staff. 

2. Contractor’s staff deployed at Holy Sites / Mashaer shall comply with operational 

instructions issued by authorised officials of the Indian Haj Mission. 

3. The Contractor shall share names, designations, mobile numbers, duty locations and 

escalation hierarchy of service centre managers, camp managers, nodal officers, 

supervisors and key field staff before commencement of Haj operations. Such 

personnel shall remain reachable and responsive to calls and messages from 

authorised Indian Haj Mission officials. 

4. The Contractor shall submit reports on camp readiness, tent-wise allocation, bedding 

readiness, water arrangements, toilet and sanitation readiness, AC / electrical / 

plumbing readiness, medical space, signage / PA, meal distribution, movement 

readiness, security arrangements, deployment and deficiencies in the prescribed 

format. 

5. The Indian Haj Mission may inspect camps, tents, bedding units, labels, luggage 

racks, turf, water arrangements, toilets, AC load testing records, electrical 

arrangements, signage, PA system, medical spaces, administrative spaces, sanitation 

arrangements, security arrangements, meal distribution points and relevant records. 

6. Deficiencies, delays, shortfalls or non-compliances relating to Holy Sites / Mashaer 

services shall be dealt with in accordance with Chapter 9, Chapter 11, Annexure J 

and Annexure K. 
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ANNEXURE D 

MAKKAH ACCOMMODATION SPECIFICATIONS 

 

D.1 Scope and Planning Requirement 

1. The Contractor shall arrange, contract, pay for, manage and ensure delivery of 

suitable accommodation in Makkah for approximately 1,22,518 Indian pilgrims, or 

such final number as may be notified, together with reserve accommodation buffer 

as prescribed by competent Saudi authorities. 

2. The present planning requirement shall include the notified pilgrim requirement plus 

reserve buffer, presently understood as 1% of the country quota (175,025), subject 

to final Saudi platform requirements and Operational Instructions. 

3. Accommodation shall comply with applicable Saudi regulations, MoHU 

requirements, HCoI guidelines for Haj 2027, classification requirements, safety 

requirements and this Annexure. 

 

D.2 Accommodation Rate, Category Mix and Execution Obligation 

1. The Bidder shall quote the Makkah accommodation component as part of the 

Comprehensive Service Package on the basis of its own assessment of 

accommodation availability, category mix, area-wise availability, service standards, 

cluster feasibility and applicable Saudi requirements. 

2. Along with the Financial Bid break-up, the Bidder shall provide an indicative 

category-wise and area-wise accommodation plan covering: 

(a) Nuzul Buildings in Azizia; 

(b) Nuzul Buildings in Naseem; 

(c) Nuzul Buildings in other approved areas of Makkah; 

(d) 1-Star hotels, only as fallback where adequate Nuzul Building clusters are not 

available. 

3. The indicative plan shall specify proposed pilgrim capacity, number of buildings / 

units, area, category, estimated rate and operational assumptions for each category / 

area. 

4. The Contractor shall execute the Makkah accommodation arrangement broadly in 

accordance with the quoted accommodation plan, subject to actual availability, 

Indian Building Inspection and Selection Team (BIST) inspection & approval and 

Nusuk Masaar contracting. 

 

D.3 Location, Category and Cluster Requirements 

1. The preferred accommodation category in Makkah shall be Nuzul Buildings, subject 

to availability, Saudi compliance, approved capacity, measured space norms and 

acceptance / noting by the Indian Haj Mission. 
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2. First preference shall be for Nuzul Buildings located in Azizia and Naseem. The 

Contractor shall make all reasonable arrangements to secure maximum possible 

capacity in these areas. 

3. If adequate Nuzul Building capacity is not available in Azizia / Naseem, the 

Contractor may arrange Nuzul Buildings in other suitable areas of Makkah, subject 

to the following: 

(a) operationally viable transport route; 

(b) suitability for Salawaat / Makkah intra-city transportation; 

(c) feasibility of large operational cluster management; 

(d) cluster size ordinarily not less than 10,000 pilgrims; 

(e) suitability for pilgrim convenience, medical support, supervision and service 

delivery. 

4. If adequate Nuzul Building clusters are exhausted or not available despite reasonable 

efforts, the Contractor may arrange 1-Star hotels only, subject to the same cluster, 

transport-route, capacity, serviceability, measured space and approval requirements. 

5. Fragmented, isolated, narrow-street, steep-slope, hilly or operationally unsuitable 

locations shall not be accepted unless specifically approved by the Indian Haj 

Mission due to unavoidable operational or regulatory reasons. 

6. All buildings shall have adequate dining / buffet serving space or suitable meal 

distribution space, without compromising movement, lift access, reception, 

emergency exits or common areas. 

 

D.4 Classification, Capacity, Measured Space and Exclusivity 

1. Each accommodation unit shall have valid Saudi approval, classification, Tashneef 

/ Tasreeh, Nuzul classification or other applicable registration / permit prescribed by 

competent Saudi authorities. 

2. No building shall be hired or occupied beyond its approved Tasreeh / Tashneef / 

Saudi-authorised capacity. 

3. Buildings having approved Tasreeh / Tashneef capacity of less than 150 pilgrims 

shall not be considered for hiring. 

4. All hired buildings shall be used exclusively for HCoI pilgrims / authorised Indian 

Haj Mission personnel. Buildings shared with pilgrims of any other nationality shall 

not be accepted. 

5. Accommodation shall be allotted strictly in accordance with approved Tashneef / 

Tasreeh / Krooki / floor plan, measured space norms and applicable Saudi 

regulations. Measured space norms shall prevail.  

6. Corridors, lobbies, kitchens, stores, service rooms, basements, terraces, passages, 

prayer rooms, reception areas or other non-approved spaces shall not be used for 

accommodating pilgrims. 

7. Not more than six pilgrims shall be accommodated in a single room. 
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8. The average toilet / bathroom to pilgrim ratio in a building shall not be worse than 

1:12. Where two rooms share one toilet / bathroom, only one such room may be 

hired unless specifically accepted by the Indian Haj Mission. 

9. Each bathroom shall have functional water supply, drainage, toilet seat, cover, flush, 

jet spray, taps, washbasin, toiletries stand, lock, lighting, ventilation and geyser / hot 

water arrangement. 

 

D.5 Allotment Authority 

1. Allotment of pilgrims, groups, guides and authorised officers to specific buildings, 

floors, rooms or accommodation clusters shall be the sole authority of the Indian Haj 

Mission / HCoI.  

2. The Contractor shall have no right to allot, re-allot, shift or interchange any pilgrim, 

group, guide or authorised officer except under written instructions of the Indian Haj 

Mission.  

3. The Contractor shall provide building-wise, floor-wise and room-wise capacity, 

occupancy, toilet mapping, lift access and other data required for allotment, and shall 

implement the allotment finalised by the Indian Haj Mission.  

4. Any shift required due to safety, regulatory restriction, building deficiency or 

operational contingency shall be carried out only with the approval of the Indian Haj 

Mission, except in immediate safety emergencies, which shall be reported without 

delay. 

 

D.6 Submission, Inspection, Concurrence and Nusuk Contracting 

1. The Contractor shall submit proposed building lists with complete documentation 

for scrutiny / inspection / approval / noting by the BIST or any other team authorised 

by the Indian Haj Mission. 

2. The first consolidated list of proposed buildings shall cover not less than 70,000 

pilgrim spaces and shall be submitted no later than end of September 2026, unless 

extended with approval of the Indian Haj Mission. 

3. The final list covering the full accommodation requirement, including prescribed 

reserve buffer, shall be submitted no later than end of October 2026, unless extended 

with approval of the Indian Haj Mission due to force majeure, Saudi regulatory delay 

or other duly accepted reasons. 

4. For each proposed building, the Contractor shall submit the following documents, 

as applicable: 

(a) ownership / lease / contracting documents; 

(b) Saudi approval / classification documents; 

(c) Tashneef / Tasreeh certificate; 

(d) Krooki / approved floor plan; 

(e) approved capacity statement; 

(f) toilet / bathroom mapping; 
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(g) lift details, capacity and maintenance records; 

(h) fire safety approvals; 

(i) water reservoir capacity details and maintenance records; 

(j) building photographs / video walkthrough, where required; 

(k) HVAC / air-conditioning system details, capacity details and maintenance 

records 

(l) maintenance contracts / arrangements for plumbing, electrical, HVAC, water 

supply and sanitation systems 

(m) any other document prescribed by Indian Haj Mission / competent Saudi 

authority.  

 

5. The Contractor shall facilitate BIST / Mission inspection visits, provide English-

speaking support staff during inspection and arrange access to all rooms, floors, lifts, 

toilets, reservoirs, service areas, HVAC system, fire safety systems and records. 

6. No building shall be treated as finally accepted merely because it is proposed by the 

Contractor, or available on Nusuk Masaar. Acceptance shall be subject to document 

scrutiny, capacity verification, location suitability, measured space compliance, 

facility verification, BIST inspection and approval. 

7. Buildings failing inspection or not accepted by the Indian Haj Mission shall be 

replaced by the Contractor with suitable compliant alternatives within the prescribed 

timeline. 

8. After concurrence, the Contractor shall complete contracting / booking / 

confirmation of accepted accommodation on Nusuk Masaar. All contracting in 

Nusuk Masaar shall be completed by the contractor within the prescribed Saudi and 

Mission timelines. 

 

D.7 Building Suitability, Lifts and Access 

1. Buildings without functional automatic lifts shall not be hired. Where lifts do not 

serve any floor, such floor shall not be hired or occupied for HCoI pilgrims. 

2. Preference shall be given to buildings with more than one automatic lift and reliable 

lift maintenance arrangements. No building with 10 or more floors shall have less 

than four lifts. The Contractor shall strive to maintain the preferred lift to pilgrim 

ratio of 1:150 in each building. 

3. The Contractor shall submit a lift adequacy statement for each building, indicating 

number of lifts, rated capacity, floors served, maintenance agency, service validity 

and peak movement handling capacity. 

4. Each building shall have safe pedestrian access, ambulance access, baggage vehicle 

access and operationally viable bus / shuttle interface, as applicable. 

5. Buildings located in narrow streets, steep slopes, difficult approach roads or 

locations unsuitable for bus / shuttle operations, emergency access or baggage 

movement shall be avoided. 
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6. Each building shall have its own water reservoir / storage arrangement with 

sufficient capacity, as well as sufficient pumping capacity, for full approved 

occupancy. The Contractor shall ensure presence of water-level monitoring system 

for underground water reservoirs, so that the minimum water levels never fall below 

25% of the total reservoir capacity. Reservoir capacity details shall be submitted 

before acceptance. 

 

D.8 Readiness Phase and Pre-Arrival Clearance 

1. The readiness phase shall commence after platform contracting of a building, or 

earlier where preparatory works can be undertaken, and shall conclude only after 

building-wise readiness clearance by the Indian Haj Mission / authorised team. 

2. Each accepted building shall be fully ready before arrival of pilgrims, including 

rooms, bedding, linen, AC, lighting, water, toilets, lifts, fire safety, reception, 

housekeeping, security, baggage support, signage, Wi-Fi, washing machines, arrival 

meal arrangements and maintenance systems. 

3. At least two weeks before pilgrim arrival, the Contractor shall submit a building-

wise readiness certificate covering: 

(a) room readiness; 

(b) bedding and linen; 

(c) fumigation / pest control; 

(d) AC functionality; 

(e) lift functionality; 

(f) water supply and water reservoir; 

(g) drinking water arrangements; 

(h) toilet / bathroom functionality; 

(i) geyser / hot water functionality; 

(j) lighting and electrical safety; 

(k) fire safety; 

(l) Wi-Fi coverage; 

(m) reception / helpdesk; 

(n) housekeeping and garbage disposal; 

(o) baggage support; 

(p) security and access control; 

(q) first-arrival meal arrangements (to be provided as part of the full-board catering 

arrangement, and coordinated with actual arrival time of the pilgrims at the 

accommodation). 

4. The Indian Haj Mission may carry out readiness inspection before permitting 

occupation of any building. A building shall not receive pilgrims unless readiness 

has been verified / cleared by the Indian Haj Mission 
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D.9 Minimum Facilities and Quantified Service Standards 

The Contractor shall ensure the following minimum facilities and services in each 

accommodation unit: 

Sl. 

No. 

Facility / 

Service 
Minimum Requirement 

1 Lighting 
Adequate lighting in rooms, corridors, staircases, reception, 

toilets, common areas and entry / exit points 

2 
Flooring / 

carpeting 

Clean carpeted / suitable floor covering in pilgrim-use rooms 

and common areas, as applicable 

3 
Air-

conditioning 

Fully functional air-conditioning of adequate capacity, 

commensurate with room size, occupancy and building HVAC 

design, shall be provided in every pilgrim room and relevant 

common areas, including reception / waiting areas. The AC / 

HVAC system shall be properly serviced, supported by 

maintenance arrangements, and capable of providing effective 

cooling under full occupancy. Any AC / HVAC system found 

inadequate during inspection or operation shall be serviced, 

supplemented or replaced before occupation / continued use. 

4 Bedding 
Bed / mattress, pillow and freshly laundered soft blanket for each 

pilgrim 

5 Linen 
Clean bed sheet, pillow cover and towel on arrival, with weekly 

replacement  

6 Pest control 
Fumigation / pest control of beds, mattresses, rooms and 

common areas before pilgrim arrival 

7 Water supply Continuous running water in bathrooms and toilets 

8 Hot water 

Functional geyser / hot water arrangement in every bathroom, 

with safe installation, adequate capacity and proper 

maintenance. 

9 
Drinking water 

dispensers 

Minimum one chilled drinking water dispenser / cooler for every 

50 pilgrims on each floor, with at least one functional dispenser 

/ cooler on every occupied floor 

10 
Mineral water 

bottles 

Adequate mineral water bottle stock to be maintained in each 

building; replenishment / replacement to be made on real-time 

basis as per pilgrim requirement and Operational Instructions 

11 
Toilets / 

bathrooms 

Clean, functional, properly mapped and regularly maintained 

toilets / bathrooms, with exhaust fans / adequate ventilation and 

functional latches, with ratio not worse than 1:12 
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Sl. 

No. 

Facility / 

Service 
Minimum Requirement 

12 Housekeeping 

Housekeeping of pilgrim rooms on alternate days, daily cleaning 

of common areas, and provision of adequate cleaning supplies 

and equipment for pilgrim use. 

13 
Garbage 

disposal 
Regular collection and disposal of waste 

14 Security 

Adequate building-level security and access control, with 

minimum two security guards per shift per accommodation unit 

/ building, and CCTV coverage in common areas, with footage 

retention of at least 15 days and access / viewing facility for 

authorized Indian Haj Mission personnel, subject to applicable 

Saudi regulations. 

15 Elevators 
Functional automatic elevators with regular maintenance and lift 

adequacy statement 

16 Fire safety 
Fire alarms, extinguishers, emergency exits and other safety 

arrangements as per Saudi regulations 

17 
Reception / 

helpdesk 

24x7 reception / helpdesk with trained staff, preferably 

English/Hindi/Urdu speaking 

18 Maintenance 
Timely repair of plumbing, electrical, HVAC, sanitation, lift, 

geyser and other systems 

19 
Baggage 

support 

Adequate porters / staff for arrival, departure, loading, unloading 

and building-level movement 

20 Wi-Fi 

Building-wide Wi-Fi with ordinarily not less than one access 

point per occupied floor and minimum usable download speed 

of 5 Mbps at representative test locations in rooms and common 

areas. Additional access points / bandwidth shall be provided 

where coverage or speed is found inadequate during inspection 

or based on ground reports. 

21 
Washing 

machines 

Minimum one fully-automatic washing machine for every 50 

pilgrims, with dryer / drying facility or designated laundry 

drying arrangement at a suitable location 

22 Laundry 
Laundry arrangement on payable basis, with rates displayed 

where such service is available 

23 Signage 
Building, floor, room, reception, lift, emergency, toilet, helpdesk 

and Mission signage 

24 Room access 

Each pilgrim room shall have functional locking arrangement. 

One room key / access card shall be provided to each pilgrim, 

with emergency access protocol at reception. 
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Sl. 

No. 

Facility / 

Service 
Minimum Requirement 

25 
First-arrival 

meal 

First-arrival meal and drinking water (to be provided as part of 

the full-board catering arrangement, and coordinated with actual 

arrival time of the pilgrims at the accommodation) 

26 Amenities 
One refrigerator of not less than 150-litre capacity and one 

electric hot-water kettle shall be provided in each pilgrim room. 

27 
Electrical 

sockets 

Adequate electrical sockets / charging points shall be provided 

in each pilgrim room, preferably one charging point per pilgrim 

and in any case not less than one charging point for every two 

pilgrims, with safe wiring and no exposed or overloaded 

connections. 

 

D.10 Operations Phase: Services During Pilgrim Stay 

1. During the stay of pilgrims, the Contractor shall operate and maintain each building 

as a fully serviced pilgrim accommodation unit. 

2. Each building shall have a 24x7 reception / helpdesk with trained staff capable of 

coordinating with pilgrims, building management, Contractor control room and 

Indian Haj Mission officials. 

3. Reception / helpdesk shall maintain room allotment details, contact numbers, 

complaint register, maintenance register, baggage movement register, incident 

register and emergency contact list. 

4. The Contractor shall deploy sufficient personnel for check-in, check-out, room key 

distribution, pilgrim guidance, baggage unloading, baggage loading, floor 

coordination and transport interface. 

5. Building-level maintenance support shall cover plumbing, electrical systems, AC, 

lifts, sanitation, water supply, geysers, Wi-Fi, room access, lighting and general 

repairs. 

6. The Contractor shall ensure preventive maintenance of lifts, AC units, electrical 

systems, pumps, water tanks, geysers, toilets, fire safety systems and drinking water 

arrangements. 

7. Housekeeping, sanitation, garbage removal and common area cleaning shall be 

carried out daily and more frequently where required due to occupancy load. 

8. Drinking water dispensers / coolers shall remain functional and replenished. Mineral 

water bottle stock shall be maintained and replaced / supplied on real-time basis as 

per requirement. 

9. First-arrival meal shall be provided as part of the full-board catering arrangement 

and shall be aligned with arrival schedules and check-in flow. 

10. Baggage handlers / porters shall be mandatorily deployed during arrivals, departures 

and transport-linked movements. 
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D.11 Phase-wise Staffing and Coordination 

1. The Contractor shall nominate phase-wise responsible officers and staff for Makkah 

accommodation operations and share their names, designations, mobile numbers, 

duty locations and escalation hierarchy with the Indian Haj Mission. 

2. Staffing and coordination responsibility shall cover the following phases: 

Phase Minimum Contractor Responsibility 

Building proposal 

phase 

Submission of building lists, documents, capacity statements 

and location details 

BIST inspection 

phase 

Facilitation of visits, access, interpretation, records and 

inspection support 

Nusuk contracting 

phase 

Completion of platform contracting / confirmation for accepted 

buildings 

Readiness phase 
Building preparation, facility verification, readiness certificate 

and pre-arrival clearance 

Arrival / check-in 

phase 

Reception, room allocation, baggage support, first-arrival meal, 

water and crowd management 

Stay / operations 

phase 

24x7 helpdesk, housekeeping, maintenance, water, sanitation, 

security and daily reporting 

Departure / check-out 

phase 

Baggage support, room vacation coordination, departure 

interface and building closure report 

3. Contractor personnel assigned for accommodation coordination shall remain 

reachable and responsive to calls and messages from authorised Indian Haj Mission 

officials. 

4. Building-level staff shall comply with Operational Instructions issued by authorised 

Indian Haj Mission officials. 

 

D.12 Reporting and Inspection 

1. The Contractor shall submit accommodation proposal statements, compliance 

document sets, Krooki / capacity statements, toilet-mapping statements, lift 

adequacy statements, water reservoir details, readiness reports and arrival-readiness 

reports. 

2. During operations, the Contractor shall submit daily accommodation status reports 

covering housekeeping, sanitation, water supply, drinking water, AC functionality, 

lift functionality, Wi-Fi, maintenance complaints, baggage support, check-in / 

check-out, security and deficiencies. 

3. The Indian Haj Mission may inspect accommodation units, rooms, toilets, common 

areas, reception, lifts, water systems, drinking water arrangements, AC systems, Wi-

Fi arrangements, fire safety systems, baggage arrangements, maintenance records 

and relevant documents. 
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4. Deficiencies, delays, shortfalls or non-compliances relating to Makkah 

accommodation shall be dealt with in accordance with Chapter 9, Chapter 11, 

Annexure J and Annexure K. 
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ANNEXURE E 

MADINAH ACCOMMODATION SPECIFICATIONS 

 

E.1 Scope, Location and Planning Requirement 

1. The Contractor shall arrange, contract, pay for, manage and ensure suitable 

accommodation in Madinah for approximately 1,22,518 Indian pilgrims, or such 

final number as may be notified, in accordance with the actual pilgrim arrivals by 

the Indian Haj Mission. 

2. Madinah accommodation shall be arranged only in the Markazia area. 

3. Accommodation shall be suitable for Indian pilgrims and operationally convenient 

for access to Masjid an-Nabawi. 

4. Accommodation shall comply with Saudi regulations, MoHU requirements, 

classification and safety requirements, HCoI guidelines for Haj 2027 and this 

Annexure. 

 

E.2 Accommodation Rate, Cycle Plan and Contracting 

1. The Bidder shall quote the Madinah accommodation component on the basis of its 

own assessment of Markazia availability, cycle-wise requirement, stay duration, 

service standards and Saudi platform requirements. 

2. Madinah accommodation shall be planned broadly as follows: 

(a) approximately 50,000–55,000 pilgrim spaces in the pre-core Haj period for 

normal 9-day Madinah stay pilgrims; 

(b) balance pilgrim spaces in the post-core Haj period, including short-duration 5-

day Madinah stay pilgrims and normal 9-day Madinah stay pilgrims. 

3. Actual cycle-wise requirement, stay duration, arrival and departure dates shall be 

based on approved flight slots and Operational Instructions issued by the Indian Haj 

Mission. 

4. Within one month of receipt of approved flight data / flight slots, the Contractor 

shall complete contracting of 100% Markazia accommodation on Nusuk Masaar, or 

within such shorter timeline as may be prescribed by competent Saudi authority / 

Indian Haj Mission and under no circumstances beyond the Saudi prescribed 

timelines for such contracting. 

 

E.3 Documentation, Capacity and Allotment Authority 

1. Each Madinah accommodation unit shall have valid Saudi approval, Tashneef / 

Tasreeh, registration, permit, Krooki / approved floor plan and other documents 

required under Saudi regulations. 
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2. No accommodation unit shall be hired or occupied beyond its approved Tasreeh / 

Tashneef / Saudi-authorised capacity. 

3. Not more than six pilgrims shall be accommodated in a single room, unless 

expressly permitted by competent Saudi authority and accepted by the Indian Haj 

Mission. 

4. The Contractor shall submit, for each accommodation unit, approved floor plan, 

approved capacity, floor-wise room list, lift and fire safety compliance records, 

dining area details, water arrangements and any other document prescribed by the 

Indian Haj Mission / competent Saudi authority. 

5. Floor plans, room-wise capacity data and cycle-wise availability shall be submitted 

within prescribed timelines to enable room allotment by the Indian Haj Mission. 

6. Allotment of pilgrims, groups, guides and authorised officers to specific Madinah 

hotels / buildings, floors, rooms or cycles shall be the sole authority of the Indian 

Haj Mission. 

7. The Contractor shall have no right to allot, re-allot, shift or interchange any pilgrim, 

group, guide or authorised officer except under written instructions of the Indian Haj 

Mission. 

 

E.4 Readiness and Minimum Facilities 

1. Each Madinah accommodation unit shall be fully ready before arrival of pilgrims in 

each cycle. 

2. Room turnaround between cycles shall be completed before arrival of the next group 

and shall include cleaning, linen replacement, toilet cleaning, water check, AC 

check, room access check, maintenance check and readiness confirmation. 

3. Before each cycle, the Contractor shall submit a readiness certificate covering 

rooms, bedding, linen, AC, lifts, water, toilets, lighting, fire safety, Wi-Fi, reception, 

housekeeping, baggage support, security, dining area and first-arrival meal 

arrangements. 

4. The Indian Haj Mission may inspect accommodation before occupation. 

Accommodation shall not receive pilgrims unless readiness has been verified / 

cleared.    

5. Minimum facilities and services shall be as follows: 

Sl. 

No. 

Facility / 

Service 
Minimum Requirement 

1 Location Markazia area only 

2 Lighting 
Adequate lighting in rooms, corridors, staircases, reception, 

toilets, dining areas, common areas and entry / exit points 

3 
Air-

conditioning 

Fully functional air-conditioning of adequate capacity, 

commensurate with room size, occupancy and building HVAC 

design, shall be provided in every pilgrim room and relevant 

common areas, including reception / waiting areas. The AC / 
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Sl. 

No. 

Facility / 

Service 
Minimum Requirement 

HVAC system shall be properly serviced, supported by 

maintenance arrangements, and capable of providing effective 

cooling under full occupancy. Any AC / HVAC system found 

inadequate during inspection or operation shall be serviced, 

supplemented or replaced before occupation / continued use. 

4 Bedding 
Bed / mattress, pillow and freshly laundered blanket for each 

pilgrim 

5 Linen 
Clean bed sheet, pillow cover and towel on arrival, with 

replacement at least once during the period of stay 

6 Water supply Continuous running water in bathrooms and toilets 

7 Drinking water 

Minimum one chilled dispenser / cooler for every 50 pilgrims on 

each floor, with at least one functional dispenser / cooler on every 

occupied floor 

8 
Mineral water 

bottles 

Adequate stock to be maintained; replenishment / replacement on 

real-time basis as per requirement and Operational Instructions 

9 
Toilets / 

bathrooms 

Clean, functional, properly mapped and regularly maintained 

toilets / bathrooms, with exhaust fans / adequate ventilation and 

functional latches 

10 Hot water Functional hot water arrangement where prescribed / applicable 

11 Housekeeping Daily room housekeeping and regular cleaning of common areas 

12 
Garbage 

disposal 
Regular collection and disposal of waste 

13 Security Adequate hotel / building-level security and access control 

14 Elevators 
Functional elevators with regular maintenance and lift safety 

compliance 

15 Fire safety 
Fire alarms, extinguishers, emergency exits and other 

arrangements as per Saudi regulations 

16 
Reception / 

helpdesk 
24x7 reception / helpdesk with trained staff 

17 Maintenance 
Timely repair of plumbing, electrical, AC, lift, water, room 

access and sanitation systems 

18 
Baggage 

support 

Adequate porters / staff during arrival, departure and transport-

linked movements 

19 Wi-Fi Building-wide Wi-Fi with ordinarily not less than one access 

point per occupied floor and minimum usable download speed of 
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Sl. 

No. 

Facility / 

Service 
Minimum Requirement 

5 Mbps at representative test locations in rooms and common 

areas. Additional access points / bandwidth shall be provided 

where coverage or speed is found inadequate during inspection 

or based on ground reports. 

20 Laundry 
Laundry arrangement on payable basis, with rates displayed 

where available 

21 Signage 
Building, floor, room, reception, lift, emergency, toilet, dining, 

helpdesk and Mission signage 

22 Room access 

Each pilgrim room shall have functional locking arrangement. 

One room key / access card shall be provided to each pilgrim, 

with emergency access protocol at reception. 

23 Dining area Clean, furnished, well-lit and suitable dining / meal service area 

24 
First-arrival 

meal 

First-arrival meal and drinking water (to be provided as part of 

the full-board catering arrangement, and coordinated with actual 

arrival time of the pilgrims at the accommodation) 

 

E.5 Catering Interface 

1. Full-board catering in Madinah shall be mandatory and shall be coordinated with 

the accommodation plan, cycle plan, arrival schedule and check-in / check-out 

schedule. 

2. The first-arrival meal shall be provided as part of the full-board catering 

arrangement and aligned with actual arrival time at the accommodation. 

3. Dining / meal service areas shall be clean, hygienic, adequately furnished, well-lit, 

ventilated and suitable for orderly meal distribution. 

4. Meal distribution shall not obstruct reception areas, lift lobbies, emergency exits, 

staircases, baggage movement or pilgrim circulation. 

5. Dining area cleaning, waste removal and restoration shall be carried out after every 

meal service. 

 

E.6 Operations, Staffing, Reporting and Inspection 

1. During pilgrim stay, the Contractor shall operate and maintain each Madinah 

accommodation unit as a fully serviced pilgrim accommodation. 

2. Each hotel / building shall have 24x7 reception / helpdesk, complaint register, 

maintenance register, baggage movement register, incident register and emergency 

contact list. 
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3. The Contractor shall deploy sufficient personnel for check-in, check-out, room 

access, baggage handling, pilgrim guidance, floor coordination, maintenance, 

housekeeping, security, catering interface and transport interface. 

4. The Contractor shall nominate phase-wise responsible officers for Nusuk 

contracting, readiness, arrival, stay operations and departure / cycle turnover, and 

share names, designations, mobile numbers, duty locations and escalation hierarchy 

with the Indian Haj Mission. 

5. Contractor personnel shall remain reachable and responsive to calls and messages 

from authorised Indian Haj Mission officials and shall comply with Operational 

Instructions provided by such Indian Haj Mission Officials 

6. The Contractor shall submit proposal statements, compliance documents, floor 

plans, room-wise capacity plans, cycle-wise accommodation plans, readiness 

reports, arrival-readiness reports and daily accommodation status reports To the 

Indian haj Mission. 

7. Daily reports shall cover occupancy, cycle status, housekeeping, sanitation, water, 

drinking water, AC, lifts, Wi-Fi, maintenance complaints, baggage support, catering 

interface, check-in / check-out, security and deficiencies. 

8. The Indian Haj Mission may inspect rooms, toilets, common areas, reception, lifts, 

water systems, AC systems, Wi-Fi arrangements, dining areas, fire safety systems, 

baggage arrangements, maintenance records and relevant documents. 

9. Deficiencies, delays, shortfalls or non-compliances relating to Madinah 

accommodation shall be dealt with in accordance with Chapter 9, Chapter 11, 

Annexure J and Annexure K. 
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ANNEXURE F 

AIRPORT, INTERCITY AND MASHAER TRANSPORTATION 

SPECIFICATIONS 

 

F.1 Scope and Covered Movements 

1. The Contractor shall arrange, contract, pay for, manage and ensure scheduled 

transportation services for Indian pilgrims, excluding Salawaat / Makkah intra-city 

shuttle operations, which shall be governed by Annexure G. 

2. Transportation under this Annexure shall include: 

(a) airport transfers; 

(b) intercity movement between Makkah and Madinah; 

(c) Mashaer transportation on Raddain basis; 

(d) transport connected with Haramain High Speed Railway movements – bus 

transfer from accommodation to station and vice versa; 

(e) transport connected with Mashaer train camps, wherever applicable. 

 

F.2 Contracting and Rate Basis 

1. The Contractor shall arrange all transport through transport providers duly licensed 

/ approved by Naqaba Sayarat, or other competent Saudi authority, as applicable. 

2. Where any movement is required to be contracted through Naqaba Sayarat, the 

Contractor shall contract accordingly through Nusuk Masaar at the platform quoted 

rates. 

3. For movements where the Contractor is permitted to engage approved transport 

vendors directly, the quoted / contracted rate shall be inclusive of VAT, taxes, 

charges and all incidental costs, and shall not exceed rates approved / prescribed by 

competent Saudi authorities, wherever such rates are prescribed. 

4. The Contractor shall remain responsible for ensuring that every transport provider, 

vehicle, driver, permit, route permission and movement approval is valid and 

compliant with Saudi regulations. 

 

F.3 Vehicle Standards and Transport Provider Requirements 

1. Buses shall be safe, clean, roadworthy, licensed, insured, permitted and compliant 

with Saudi transport regulations. 

2. Unless otherwise approved / prescribed, buses shall ordinarily be of model year 2022 

or later and shall have seating capacity of 45 passengers or more. 

3. Each bus shall have functional air-conditioning, toilets, seats, doors, lighting, tyres, 

safety equipment, communication support and other facilities required under 

applicable Saudi norms. 

4. No overloaded, unsafe, unlicensed, non-permitted or non-compliant vehicle shall be 

deployed for Indian pilgrims. 
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F.4 Airport Transfers and Departure Transportation 

1. Airport transfer services shall be aligned with approved flight schedules and actual 

arrival/departure. 

2. Arrival movement from airport to accommodation shall be arranged through Naqaba 

Sayarat wherever so prescribed. 

3. Departure movement from accommodation to airport shall be arranged through 

Naqaba Sayarat or approved transport vendors, as permitted under Saudi 

regulations. Where vendors are engaged directly, rates shall remain within approved 

Saudi authority rates, wherever applicable. 

4. No pilgrim group shall be moved unless destination readiness, receiving 

arrangements and movement permissions have been coordinated and concurrence 

of Indian Haj Mission is obtained. 

 

F.5 Intercity Movement: Haramain Train and Bus 

1. Intercity movement between Makkah and Madinah shall be arranged broadly on the 

basis of 60% pilgrims by Haramain High Speed Railway (operated by Saudi Arabian 

Railway – SAR) and 40% pilgrims by bus, or as finally prescribed by the Indian Haj 

Mission. 

2. For rail-based movement, the Contractor shall be responsible for: 

(a) coordination / contracting with SAR; 

(b) finalisation of train schedules based on preferred operational schedule and 

approval of the Indian Haj Mission; 

(c) purchase / confirmation / printing / collection of train tickets; 

(d) timely distribution of tickets to pilgrims; 

(e) bus transfer from accommodation to departure railway station; 

(f) bus transfer from arrival railway station to destination accommodation; 

(g) pilgrim guidance at stations; 

(h) boarding and arrival assistance; 

(i) temporary air-conditioned waiting halls / waiting arrangements in coordination 

with SAR at departure and arrival stations, wherever required and permitted, with 

sufficient provisions for drinking water, functional toilets and lighting 

arrangements. 

3. For bus-based intercity movement, the Contractor shall arrange approved buses, 

drivers, route permissions, water, baggage interface, staff deployment, GPS tracking 

and receiving arrangements at destination accommodation. 

4. Allotment of pilgrims, groups, guides and authorised officers to specific 

Trains/Buses shall be the sole authority of the Indian Haj Mission. 
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5. The Contractor shall have no right to allot, re-allot, shift or interchange any pilgrim, 

group, guide or authorised officer except under written instructions of the Indian Haj 

Mission. 

 

F.6 Mashaer Transportation and Train Camp Movements 

1. Mashaer transportation shall include Makkah accommodation to Mina, Mina to 

Arafat, Arafat to Muzdalifah, Muzdalifah to Mina, Mina to Makkah accommodation 

and other Mashaer-linked movements as prescribed. 

2. Mashaer movements shall be arranged on Raddain basis in accordance with Indian 

Haj Mission’s movement preferences, route permissions, timing restrictions and 

Operational Instructions. 

3. For pilgrims allotted to Mashaer train camps, the Contractor shall be responsible for 

purchase / confirmation, collection, printing and distribution of Mashaer train tickets 

at their accommodation in accordance with camp-wise and (Mina/Arafat) station-

wise mapping  

4. The Contractor shall coordinate train camp movements, including pilgrim assembly, 

ticket verification, station guidance, boarding support, arrival coordination and 

linkage with camp-side movement arrangements. 

5. The Contractor shall ensure that all Mashaer transport vendors and vehicles possess 

all approvals, permits and movement authorisations required for Mashaer 

operations. 

 

F.7 GPS, Control Room and Staff Deployment 

1. All buses shall have functional GPS tracking. 

2. The Contractor shall provide GPS dashboard access or other monitoring access to 

the Indian Haj Mission for oversight and real-time movement monitoring. This 

access should be provided latest by 27th Shawwal, i.e., 03 days before the arrival of 

first flight of Indian pilgrims. 

3. The Contractor shall establish transport control room arrangements in Makkah and 

Madinah and integrate them with the central control room. 

4. The Contractor shall deploy main transport coordinator, route coordinators, airport 

coordinators, railway station coordinators, Mashaer movement coordinators, bus 

dispatch staff, field supervisors and escalation officers in accordance with Annexure 

I. 

5. Names, mobile numbers, duty locations and escalation hierarchy of all transport 

coordinators and field supervisors shall be shared with the Indian Haj Mission before 

commencement of operations. 
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F.8 Water and Passenger Support 

1. The Contractor shall provide at least two bottles of drinking water of 0.5 litre each 

per pilgrim per journey, unless a higher or different requirement is prescribed. 

Adequate reserve water stock shall be maintained for delayed journeys, waiting 

periods, breakdowns and high-temperature conditions. 

2. Passenger support shall include queue management, seating / waiting guidance, 

boarding assistance, support for elderly / vulnerable pilgrims and coordination with 

Indian Haj Mission field officials. 

 

F.9 Spare Buses and Alternate Movement Arrangements 

1. The Contractor shall maintain adequate spare buses / standby transport arrangements 

for airport, intercity, departure and Mashaer movements. 

2. In case of breakdown, shortage, non-availability, vehicle rejection, route disruption, 

driver shortage or regulatory issue, replacement bus or alternate movement 

arrangement shall ordinarily be provided within one hour of reporting, or within a 

shorter timeline where ritual timing, flight timing, train timing or competent 

authority direction so requires. 

3. Any alternate arrangement shall be of equivalent or higher permitted standard and 

shall not entail additional cost to Indian Haj Mission or pilgrims. 

4. The Contractor shall not suspend, delay or reduce transportation services on account 

of vendor failure, cost escalation, shortage of vehicles, route restrictions or internal 

coordination failure. In case any specific directions are issued by competent Saudi 

authorities for suspension / reduction in transportation services, the same shall be 

formally shared with the Indian Haj Mission within 12 hours of the receipt of such 

directions. The Contractor shall take all feasible remedial measures, consistent with 

the approved contingency measures and other operationally practicable 

arrangements, to mitigate the impact of the issue. 

 

F.10 Reporting and Inspection 

1. The Contractor shall submit reports relating to transport provider details, fleet 

readiness, vehicle documents, route permissions, GPS access, staff deployment, 

airport movement, intercity bus movement, railway movement, Mashaer movement, 

train camp movement, water distribution, waiting arrangements, breakdowns, 

replacements and deficiencies. 

2. The Indian Haj Mission may inspect buses, permits, driver documents, GPS access, 

water arrangements, waiting facilities, ticket distribution records, station 

arrangements, control room records and movement logs. 

3. Deficiencies, delays, shortfalls or non-compliances relating to transportation shall 

be dealt with in accordance with Chapter 9, Chapter 11, Annexure J and Annexure 

K. 
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ANNEXURE G 

SALAWAAT / MAKKAH INTRA-CITY SHUTTLE OPERATIONS 

SPECIFICATIONS 

 

G.1 Scope 

1. The Contractor shall arrange, contract, pay for, manage and ensure Salawaat / 

Makkah intra-city shuttle operations for Indian pilgrims during Haj 2027. 

2. Salawaat shall be treated as a separate major service component under the 

Comprehensive Service Package and shall not be treated as ordinary scheduled 

transportation under Annexure F. 

3. Salawaat operations shall cover continuous (24x7) shuttle movement between 

Makkah accommodation clusters / buildings and Haram Sharief / designated access 

points, including cluster-wise or building-wise deployment wherever required by 

accommodation spread, pilgrim load or Operational Instructions, along with bus 

points, sub-bus points, connection points, tunnel / feeder arrangements, Haram-side 

access points, crowd support and pilgrim assistance. 

 

G.2 Period, Permissions and Route Plan 

1. Salawaat operations shall be provided for the entire Haj period (from pilgrims first 

arrival in Makkah to the last departure of pilgrims from Makkah) or as prescribed 

by the Indian Haj Mission, subject to Saudi traffic regulations. 

2. The Contractor shall obtain all approvals for routes, tunnels, parking, bus points, 

Haram-side access points, distribution of pilgrim support items and other operational 

requirements, including payment of applicable fees, taxes and charges. 

3. The Contractor shall submit, for concurrence of the Indian Haj Mission, a route-wise 

Salawaat plan indicating accommodation cluster / building, pilgrim load, route map, 

bus requirement, bus frequency, bus points, sub-bus points, connection points, 

tunnel / feeder arrangements, Haram-side access points, coaster requirement, GPS 

monitoring, shift-wise staff deployment, designated shift-change points for the 

drivers, maintenance schedule for the buses and Friday / peak-period augmentation, 

at least 15 days before the arrival of first batch of Indian pilgrims in Makkah. 

4. The Indian Haj Mission reserves the right to approve, modify, require revision of, 

or decline concurrence to any Salawaat plan submitted by the Contractor. 

5. The Contractor shall execute Salawaat operations through exactly two Saudi govt. 

licensed transport  transport vendors. Vendor-wise route / cluster allocation shall be 

included in the Salawaat plan and shall be subject to concurrence of the Indian Haj 

Mission. 

 

G.3 Bus Deployment 

1. As a planning norm, one Salawaat bus shall serve not more than 250 pilgrims per 

daily operating cycle, unless a different norm is prescribed by Indian Haj Mission.  
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2. The Contractor shall deploy at least 40 Salawaat buses during each daily operating 

cycle from Day One, irrespective of the number of pilgrims present, or such higher 

number as may be required due to operational demand and at no additional cost 

3. Each Salawaat bus shall ordinarily complete a minimum of 10 round trips per daily 

operating cycle, subject to Saudi traffic control and route restrictions.  

4. Where 10 round trips per bus per daily operating cycle are not operationally feasible 

on any route due to route length, congestion, tunnel restriction, prayer-time traffic 

regulation or authority direction, the Contractor shall deploy additional buses, 

coaster / feeder support or alternate permitted arrangements to maintain the required 

service frequency and pilgrim movement.  

5. During initial days, Fridays, peak prayer periods, high-density days and special 

movement periods, deployment shall be based on actual operational requirement and 

not merely on the 1:250 ratio or minimum round-trip norm.  

6. On Fridays and other peak days, at least 10% additional buses over the assessed 

daily requirement shall be deployed, unless higher augmentation is required.  

7. Buses shall be clean, safe, roadworthy, air-conditioned, licensed, permitted, insured 

and compliant with Saudi transport requirements. Overloading of buses in violation 

of Saudi rules and regulations, or any violation of this Contract, shall not be 

permitted. Only Indian pilgrims shall be permitted to board these buses. 

8. Buses not operational due to repair, driver break, fuel shortage, staff absence or any 

other reason shall not be counted as deployed.  

9. Round trips shall be verifiable through GPS records, route logs, bus point records or 

other monitoring mechanism prescribed by the Indian Haj Mission.  

 

G.4 Coaster, Feeder and Spare Arrangements 

1. The Contractor shall deploy coaster buses / feeder buses / shuttle vans for connecting 

accommodation clusters with designated bus points, particularly where pilgrims 

board or alight at a bus point different from the point nearest to their 

accommodation. 

2. As a minimum norm, at least one coaster bus (20-25 seater) for every 10,000 

pilgrims shall be provided, inclusive of drivers, fuel, maintenance and replacement 

arrangement. 

3. For tunnel shuttle movements, the Contractor shall provide buses as per Saudi 

authority norms, including any prescribed tunnel shuttle ratio (1000 pilgrims per bus 

per day). 

4. The Contractor shall keep spare buses of at least 10% of the assessed daily bus 

requirement ready during Salawaat operations. In addition, the Contractor shall 

specify the designated parking spaces for the bus fleet, which may be inspected at 

any time by the Indian Haj Mission. 

5. Replacement bus / alternate permitted arrangement shall ordinarily be provided 

within one hour of breakdown / disruption, or earlier where crowd density, prayer 

timing, heat conditions or operational urgency so requires. 
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6. Any alternate arrangement shall be of equivalent or higher permitted standard and 

shall not entail additional cost to Indian Haj Mission or pilgrims. 

7. The Contractor shall not suspend, delay or reduce transportation services on account 

of vendor failure, cost escalation, shortage of vehicles, route restrictions or internal 

coordination failure. In case any specific directions are issued by competent Saudi 

authorities for suspension / reduction in transportation services, the same shall be 

formally shared with the Indian Haj Mission within 12 hours of the receipt of such 

directions. The Contractor shall take all feasible remedial measures, consistent with 

the approved contingency measures and other operationally practicable 

arrangements, to mitigate the impact of the issue and fulfil the Contract 

requirements. 

 

G.5 Bus Points and Pilgrim Support 

1. The Contractor shall establish accommodation-side/building-side bus points, 

Haram-side bus points, connection points and sub-bus points as prescribed by the 

Indian Haj Mission / competent Saudi authority. 

2. As an indicative planning norm, the Contractor shall provide at least 22–25 shaded 

bus points and around 5 sub-bus points. This requirement may change and could 

be higher subject to the geographical spread of accommodation clusters and 

Operational Instructions. 

3. Each bus point / connection point shall have shade, seating, drinking water, lighting 

/ electricity, pedestal/table fans, signage, route information, queue management and 

helpdesk / field support. 

4. The Contractor shall provide water, juice, slippers, umbrellas and wheelchairs to 

pilgrims in need, especially on Fridays and peak days, at its own cost and subject to 

required Saudi permissions. 

 

G.6 Field Support, Communication and Conduct 

1. Field support for Salawaat operations shall be deployed at accommodation-side bus 

points, Haram-side bus points, connection points, tunnel / feeder points and other 

operational locations in accordance with Annexure I. 

2. Field support shall cover queue management, pilgrim guidance, boarding / alighting 

assistance, support to elderly and mobility-constrained pilgrims, complaint 

resolution, coordination with authorities and real-time reporting of shortages, delays 

or route disruptions. 

3. The Contractor shall designate Salawaat nodal officers, route supervisors, bus point 

supervisors, field staff and escalation officers as per Annexure I, and share names, 

mobile numbers, duty locations, ID / Iqama details and escalation hierarchy with the 

Indian Haj Mission, at least two weeks before the commencement of Salawaat 

operations.  

4. The Contractor shall provide at least 10 sets of walkie-talkies / communication 

devices to field staff and supervisors, and such communication / monitoring devices 

as may be required for Indian Haj Mission oversight. 



Page 70 

5. Drivers, attendants and field staff shall be properly briefed on pilgrim safety, 

courteous conduct, route discipline, crowd-sensitive driving and compliance with 

Operational Instructions. It is preferable to deploy field staff proficient in 

English/Hindi/Urdu for seamless communication with the pilgrims. 

 

G.7 GPS, Control Room and Monitoring 

1. All Salawaat buses shall have functional GPS-based vehicle monitoring systems. 

2. GPS tracking shall remain active during operations and shall enable real-time 

monitoring of vehicle location, speed and route. 

3. The Contractor shall provide GPS dashboard access / credentials or other monitoring 

access to authorised Indian Haj Mission officials. This should be enabled and tested 

at least two weeks before the beginning of the Salawaat operations. 

4. The Contractor shall establish a Salawaat control room in Makkah and integrate it 

with the central control room. The Contractor shall also deploy one Salawaat Liaison 

Officer per shift at the IHPO Makkah’s SPC Desk for Salawaat-related coordination 

and escalation. 

 

G.8 Reporting and Inspection 

1. The Contractor shall submit Salawaat route plan, bus deployment plan, permission 

report, bus point readiness report, daily operations report, Friday / peak 

augmentation report, GPS report, staff deployment report, bus shortage / delay 

report, breakdown report and pilgrim complaint report. 

2. The Indian Haj Mission may inspect buses, bus points, connection points, route 

arrangements, GPS dashboard, control room, field deployment, water / support 

arrangements, signage, communication devices and records. 

3. Deficiencies, delays, shortfalls or non-compliances relating to Salawaat operations 

shall be dealt with in accordance with Chapter 9, Chapter 11, Annexure J and 

Annexure K. 
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ANNEXURE H 

ACCOMMODATION CATERING SPECIFICATIONS FOR MAKKAH AND 

MADINAH 

 

H.1 Scope and Full-board Obligation 

1. The Contractor shall arrange, contract, pay for, manage and ensure accommodation 

catering for Indian pilgrims in Makkah and Madinah on full-board basis. 

2. Full-board shall mean three meals per pilgrim per day, breakfast, lunch and dinner, 

or such other meal combination as may be prescribed by the Indian Haj Mission. 

3. The first-arrival meal at accommodation shall form part of the full-board catering 

arrangement and shall be aligned with actual arrival / check-in time of pilgrims. 

4. This Annexure shall apply only to accommodation catering in Makkah and 

Madinah. Meals, snacks, beverages and drinking water during Mina, Arafat and 

Muzdalifah shall be governed by Annexure C. 

 

H.2 Catering Vendors, Menu and Food Safety 

1. Catering shall be arranged only through licensed / approved kitchens, caterers and 

food service providers compliant with applicable Saudi regulations. 

2. Before onboarding, the Contractor shall submit technical details of the proposed 

caterers, along with details of their chefs, for concurrence of IHPO/HCOI.     

3. Each catering vendor shall handle not less than 10,000 pilgrims and not more than 

15,000 pilgrims, unless specifically approved by the Indian Haj Mission for 

operational or regulatory reasons. 

4. Vendor-wise allocation of buildings / hotels, pilgrim numbers, kitchens and 

distribution points shall be submitted to the Indian Haj Mission. 

5. The menu shall follow a 7-day rotation cycle with Indian dishes suitable for Indian 

pilgrims and shall be finalised with the concurrence of the Indian Haj Mission. Food 

should be freshly cooked. Pre-cooked meals shall not be served. The Meal shall 

include beverages (Hot & Cold and snacks). 

6. Only chefs / cooks experienced in Indian cuisine shall be deployed for preparation 

and supervision of meals. 

7. No menu item shall be changed without prior concurrence of the Indian Haj Mission, 

except where immediate substitution is required due to food safety, supply failure 

or competent authority direction. The Contractor shall submit a contingency catering 

plan to the Indian Haj Mission at least two weeks before commencement of catering 

operations / arrival of pilgrims. 

8. Food shall be prepared, stored, packed, transported and served hygienically. 

Kitchens, storage areas, cooking areas, utensils, equipment, food handlers, transport 

vehicles and distribution personnel shall comply with applicable Saudi food safety 

and hygiene regulations. 
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H.3 Serving Method, Timing and Distribution 

1. Buffet service shall be the mode of meal distribution.. 

2. Each meal service shall be completed within the four-hour meal serving window 

prescribed by the Indian Haj Mission. 

3. Meal distribution shall not obstruct reception areas, lift lobbies, staircases, 

emergency exits, baggage movement, transport interface or pilgrim circulation. 

4. The Contractor shall submit building-wise / hotel-wise meal distribution plans 

indicating pilgrim count, meal timing, serving method, distribution point, catering 

supervisor and replacement meal contact. 

 

H.4 Replacement, Reserve Meals and Food Safety Incidents 

1. In case of delayed, deficient, spoiled, unsafe, inadequate, short-supplied or rejected 

meal, the Contractor shall provide replacement meal / suitable substitute approved 

by the authorized Indian Haj Mission official within the timeline prescribed in 

Annexure J. 

2. Adequate reserve meals / substitute meal capacity shall be maintained for delayed 

arrivals, late check-ins, operational disruptions and short supply. 

3. In case of serious food safety incident, suspected food poisoning or repeated 

rejection of meals from any vendor, the Contractor shall immediately shift supply to 

another approved catering vendor already engaged / mapped for contingency, 

without disruption of meal service. The Contractor shall maintain adequate 

contingency catering arrangements, including mapped alternate vendors and reserve 

production / distribution capacity, to address vendor failure, short supply, food 

safety incidents or sudden operational disruption. 

4. Replacement or contingency arrangements shall not dilute approved menu, quantity, 

hygiene, timing or service standards. 

 

H.5 Reporting and Inspection 

1. Catering deployment shall be in accordance with Annexure I. 

2. The Contractor shall submit catering provider details, kitchen approvals, vendor-

wise allocation, menu statement, production plan, distribution plan, daily meal 

distribution report, complaint report, replacement meal report and food safety 

incident report. 

3. The Indian Haj Mission may inspect kitchens, storage areas, packaging points, 

transport vehicles, buffet / dining areas, distribution points, meal packets, 

temperature-maintaining arrangements and catering records. 

4. Deficiencies, delays, shortfalls or non-compliances relating to accommodation 

catering shall be dealt with in accordance with Chapter 9, Chapter 11, Annexure J 

and Annexure K. 
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5. The Catering Service providers engaged by the contractor shall be 

licensed/empanelled by/with relevant KSA authorities. 
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ANNEXURE I 

MINIMUM DEPLOYMENT AND COMPETENCY MATRIX 

 

I.1 General: The Contractor shall deploy minimum human resources for each service 

component in accordance with this Annexure. Deployment prescribed represents 

minimum mandatory deployment. Compliance with the minimum deployment 

prescribed herein shall not relieve the Contractor of its obligation to ensure 

uninterrupted performance of all Contractual Services. Contractor shall augment 

deployment wherever required due to operational requirement such as pilgrim strength, 

number of buildings, number of camps, number of bus points, meal distribution load, 

movement schedule, crowd density, emergency requirement or Operational 

Instructions. No additional payment shall be admissible for augmentation of manpower 

required for fulfilment of obligations. Each deployment plan shall indicate name, ID / 

Iqama number, mobile number, assigned role, location, shift timing, language 

capability, reporting officer, emergency contact and backup arrangement. 

 

I.2 Central Programme Management and Control Room 

Sl. 

No. 

Position / Function Minimum 

Deployment 

Competency 

Requirement 

Shift 

Requirement 

1. Overall Project 

Director / Senior 

Relationship Manager 

1 Senior decision-

making 

authority 

empowered to 

take binding 

operational 

decisions 

Available 

throughout 

operational 

period 

2. Deputy Project 

Director / Alternate 

Relationship Manager 

1 Backup senior 

officer with 

authority to act 

in absence of 

Project Director 

Available 

throughout 

operational 

period 

3. Central Control Room 

Manager 

1 per shift Experience in 

large-scale 

operational 

coordination 

24x7 during 

peak 

operational 

period 

4. Service-wise Nodal 

Officers 

1 each for 

Mashaer, 

Makkah 

accommodation, 

Madinah 

accommodation, 

scheduled 

Functional 

knowledge of 

assigned service 

As per 

operational 

requirement 
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Sl. 

No. 

Position / Function Minimum 

Deployment 

Competency 

Requirement 

Shift 

Requirement 

transport, 

Salawaat, 

accommodation 

catering, airport / 

railway, passport 

/ baggage and 

reporting 

5. Complaint / 

Deficiency Logging 

Staff 

Minimum 3 per 

shift 

Record 

complaints, 

escalate and 

track closure 

24x7 during 

operational 

period 

6. Data / Reporting Staff Minimum 2 per 

shift 

Report 

preparation, 

dashboard 

updating, Excel / 

digital reporting 

capability 

24x7 during 

operational 

period 

7. Indian Language 

Helpdesk Staff 

Minimum 2 per 

shift 

Hindi / Urdu / 

English  

24x7 during 

operational 

period 

 

I.3 Holy Sites / Mashaer Deployment 

Sl. 

No. 

Position / Function Minimum 

Deployment 

Norm 

Competency 

Requirement 

Shift 

Requirement 

1. Camp / Service Centre 

Manager 

1 per camp / 

service centre 

Overall camp 

coordination; 

decision-

making ability 

Throughout 

Mashaer stay & 

pre-agreed 

review periods 

during the 

preparatory 

stage  

2. Deputy Camp Manager 1 per camp / 

service centre 

Backup to 

Camp Manager 

Throughout 

Mashaer stay & 

pre-agreed 

review periods 

during the 

preparatory 

stage 

3. Tent Supervisors 1 per 500 

pilgrims, 

Tent-wise 

pilgrim support 

Shift-wise 
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Sl. 

No. 

Position / Function Minimum 

Deployment 

Norm 

Competency 

Requirement 

Shift 

Requirement 

minimum 8 per 

camp 

and deficiency 

reporting 

4. Pilgrim Allocation / Bed 

Labelling Team 

1 team of 4 per 

camp before 

arrival 

Tent mapping, 

bed labelling, 

pilgrim list 

display 

Pre-arrival and 

arrival 

5. Water Arrangement 

Monitors 

1 per 1,000 

pilgrims, 

minimum 4 per 

camp 

Monitoring 

refrigerated 

water units and 

replenishment 

Shift-wise 

6. Sanitation Supervisors 1 per 1,000 

pilgrims, 

minimum 4 per 

camp 

Cleaning, 

toilets, waste 

management 

supervision 

Shift-wise 

7. Maintenance / Electrical 

/ Cooling Team 

Minimum 1 

team of 4 per 

camp 

Electrical, 

cooling, 

lighting and 

minor repair 

support 

24x7 during 

Mashaer 

8. Mashaer Meal 

Distribution Coordinator 

1 per camp Meal 

coordination as 

part of Essential 

Services at Holy 

Sites 

Meal-wise and 

shift-wise 

9. Mashaer Meal 

Distribution Field Staff 

1 per 250 

pilgrims during 

distribution 

Meal delivery, 

shortage 

reporting and 

replacement 

support 

Meal-wise 

10. Transport Movement 

Coordinator 

2 per camp Coordination of 

Mashaer 

movements 

Movement-

wise 

11. PA System / Signage 

Support Staff 

1 per camp PA system 

operation under 

Mission 

authority; 

signage support 

As required 

12. Support Staff Minimum 2 per 

shift per camp 

Support to 

Mission 

medical / 

Shift-wise 
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Sl. 

No. 

Position / Function Minimum 

Deployment 

Norm 

Competency 

Requirement 

Shift 

Requirement 

administrative 

teams 

 

Complaint 

logging, 

escalation and 

reporting 

 

I.4 Accommodation, Transportation, Salawaat and Catering Deployment 

Service Component Position / Function Minimum Deployment 

Norm 

Makkah Accommodation Cluster Manager 1 per accommodation 

cluster of up to 10,000 

pilgrims 

Makkah Accommodation Building Coordinator / 

Manager 

1 per building 

Makkah Accommodation Reception / Helpdesk Staff Minimum 2 per shift per 

building 

Makkah Accommodation Maintenance Staff Minimum 1 plumber and 1 

electrician per building per 

shift, or higher based on 

size 

Makkah Accommodation Housekeeping Staff Minimum 1 per 100 

pilgrims, or as required by 

building size 

Makkah Accommodation Baggage Support Staff Minimum 1 per 100 

pilgrims during arrival / 

departure / scheduled 

movements 

Madinah Accommodation Hotel Coordinator / 

Manager 

1 per hotel 

Madinah Accommodation Reception / Helpdesk Staff Minimum 2 per shift per 

hotel 

Madinah Accommodation Housekeeping Staff Minimum 1 per 100 

pilgrims, or as required by 

hotel size 

Madinah Accommodation Baggage Support Staff Minimum 1 per  100 

pilgrims during arrival / 
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Service Component Position / Function Minimum Deployment 

Norm 

departure / scheduled 

movements 

Scheduled Transportation Airport Field Supervisors Minimum 2 per shift 

Scheduled Transportation GPS / Fleet Monitoring 

Staff 

Minimum 2 per shift 

Scheduled Transportation Train Movement Support 

Staff 

1 per 150 pilgrims per train 

movement 

Salawaat Bus Point Staff - 

Accommodation Side 

Minimum 2 per shift per 

bus point 

Salawaat Bus Connection Point 

Staff 

Minimum 4 per shift per 

connection point 

Salawaat Haram-side Bus Point 

Staff 

Minimum 4 per shift per 

bus point 

Salawaat Route Field Supervisors Minimum 3 active 

supervisors per major 

Salawaat route 

Salawaat GPS / Fleet Monitoring 

Staff 

Minimum 2 per shift 

dedicated to Salawaat 

Salawaat 

Salawaat Liaison Officer 

at designated IHPO / SPC 

Desk 

1 per shift, duly 

empowered to coordinate 

and escalate Salawaat-

related operational issues 

Accommodation Catering Meal Distribution Staff Minimum 1 per 150 

pilgrims during 

distribution 

Accommodation Catering Quality / Hygiene 

Supervisor 

1 per kitchen or catering 

source 

Passport Management Passport Sorting / 

Bundling Staff 

1 per 500 passports 

handled per shift 

Passport Management Passport Reconciliation 

Staff 

1 per 2,000 passports 

handled per shift 

Baggage Baggage Handling Staff 1 per 100 pilgrims during 

major movement 

Baggage Baggage Supervisor 1 per major baggage node 

 

I.5 Language, Replacement and Augmentation 

Pilgrim-facing personnel shall have sufficient language skills to communicate 

operational instructions and assist pilgrims in Hindi/Urdu or English, as appropriate to 
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location and role. Personnel responsible for coordination with Saudi authorities, local 

vendors, accommodation providers, transport providers, caterers and regulatory 

agencies shall have Arabic communication capability or be supported by Arabic-

speaking liaison personnel. Indian Haj Mission may require replacement of any 

personnel whose conduct, competence, responsiveness, language ability, availability or 

performance is found unsatisfactory. Contractor shall augment manpower immediately 

where minimum deployment is insufficient due to actual operational load. 
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ANNEXURE J 

REPORTING, SLA AND DEFICIENCY RECTIFICATION FRAMEWORK 

 

J.1 Purpose and SLA Principles 

1. This Annexure prescribes reporting requirements, Service Level Agreement (SLA) 

timelines, deficiency classification and rectification framework applicable to all 

services under the Contract. 

2. Reporting shall be treated as an operational control mechanism. Reports shall be 

accurate, time-bound, location-specific, evidence-backed and verifiable. 

3. The SLA timeline shall commence from the time the deficiency is first reported, 

noticed or recorded, whichever is earlier. For this purpose, reporting may be by a 

pilgrim, Indian Haj Mission official, Contractor’s staff, inspection team, control 

room, helpdesk or any other authorised operational channel. Where the deficiency 

relates to non-completion of a readiness milestone or scheduled service, the SLA 

timeline shall commence from the expiry of the prescribed readiness or service 

deadline. 

4. Where final rectification cannot be completed within the prescribed timeline, the 

Contractor shall provide interim relief / substitute arrangement within the SLA 

timeline. Such interim or substitute arrangement shall be of the same or higher 

standard as prescribed in the Contract / Tender Document and acceptable to the 

Indian Haj Mission. The Contractor shall continue action until final rectification and 

closure. 

5. Service-specific SLA timelines shall prevail over general SLA timelines. 

 

J.2 Mandatory Operational Reports 

Sl. 

No. 
Report Frequency 

1 Daily consolidated operations report Daily 

2 Deployment and attendance report Daily / shift-wise 

3 Makkah accommodation status report Daily 

4 Madinah accommodation status report Daily / cycle-wise 

5 Mashaer readiness / operations report 
Milestone-wise / daily during 

Mashaer 

6 Scheduled transportation report Movement-wise / daily 

7 Haramain train and Mashaer train report Movement-wise 

8 Salawaat operations report Shift-wise / daily 

9 Accommodation catering report Meal-wise / daily 
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Sl. 

No. 
Report Frequency 

10 
Passport / Nusuk card support report, wherever 

applicable 
Operation-wise / daily 

11 
Baggage movement (except intercity) and 

complaint report 
Movement-wise / daily 

12 Deficiency and rectification report Real-time / daily summary 

13 Incident report Immediate 

 

J.3 Readiness Reports 

Sl. 

No. 
Readiness Report Submission Stage 

1 
Makkah accommodation 

readiness report 

Preferably one week before first arrival of pilgrims 

in each building / cluster, and not later than 03 days 

before arrival in any case 

2 
Madinah accommodation 

readiness report 
Before each cycle 

3 
Mashaer model camp / 

milestone readiness report 

As per Mashaer preparedness timeline prescribed by 

Indian Haj Mission 

4 
Final Mashaer camp 

readiness report 

A week before the Saudi deadline for Mashaer camp 

hand-over 

5 
Scheduled transport fleet / 

route readiness report 
Before each movement phase 

6 
SAR / train ticket and 

station readiness report 
Before rail movement 

7 
Salawaat bus point / fleet 

readiness report 

At least 03 days before commencement of Salawaat 

operations and a day before Fridays / peak days 

8 
Accommodation catering 

readiness report 

At least 03 days before commencement of meal 

service 

9 

Passport / Nusuk card 

readiness report, wherever 

applicable 

Nusuk card readiness: at least 48 hours before arrival 

of the scheduled flight concerned 

Passport segregation / flight-wise or group-wise 

bundling readiness: at least 48 hours before 

scheduled departure of the concerned pilgrim group 

from accommodation. 

10 
Baggage support readiness 

report 
Before each major movement phase 
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J.4 Deficiency Classification 

Category Definition 

Critical 

Deficiency 

Deficiency affecting pilgrim safety, health, food safety, drinking water, 

accommodation habitability, Mashaer readiness, movement continuity, 

passport security or any matter requiring urgent corrective action. 

Major 

Deficiency 

Deficiency materially affecting service delivery, pilgrim comfort, 

prescribed standards, deployment adequacy, reporting reliability or 

operational efficiency. 

Routine 

Deficiency 

Localised deficiency capable of rectification without material disruption 

to pilgrim welfare or service continuity. 

 

J.5 General SLA Timelines 

Sl. 

No. 
Deficiency Type SLA Requirement 

1 Critical deficiency 

Corrective action to start within 15 minutes; interim 

relief within 30 minutes, unless shorter service-specific 

timeline applies 

2 Major deficiency 
Corrective action within 1 hour; closure within 3 hours, 

unless shorter service-specific timeline applies 

3 Routine deficiency 
Closure within 12 hours, unless shorter service-specific 

timeline applies 

4 
Reporting failure / 

inaccurate report 
Corrected report within 2 hours of notice 

5 
Deployment shortfall 

during active operation 

Replacement / augmentation within 1 hour; within 30 

minutes for Mashaer, Salawaat, meal distribution or 

active movement points 

6 
Unsuitable / absent key 

personnel 

Replacement within 6 hours; immediately in serious 

misconduct, safety or operational disruption cases 

 

J.6 Service-specific SLA Matrix 

Service 

Component 
Deficiency / Failure Classification 

SLA / Rectification 

Requirement 

Makkah / 

Madinah 

Accommodation 

Room not available on 

arrival 
Critical 

Holding support 

immediately; suitable 

room / alternate 
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Service 

Component 
Deficiency / Failure Classification 

SLA / Rectification 

Requirement 

arrangement within 2 

hours 

Makkah / 

Madinah 

Accommodation 

Overcrowding / excess 

occupancy / use of 

unapproved space 

Critical 

Immediate correction; 

compliant 

arrangement within 3 

hours 

Makkah / 

Madinah 

Accommodation 

AC failure in room Major 

Attend within 30 

minutes; restore 

within 2 hours or 

provide alternate room 

Makkah / 

Madinah 

Accommodation 

AC failure affecting floor / 

multiple rooms 
Critical 

Attend within 15 

minutes; interim 

cooling / alternate 

space within 30 

minutes; restore / shift 

within 2 hours 

Makkah / 

Madinah 

Accommodation 

Water supply failure Critical 

Alternate supply 

within 30 minutes; 

restoration within 2 

hours 

Makkah / 

Madinah 

Accommodation 

Drinking water dispenser / 

mineral water shortage 
Major 

Replenish / restore 

within 30 minutes 

Makkah / 

Madinah 

Accommodation 

Toilet defect / geyser / jet 

spray / flush / lock / leakage 
Major 

Repair / replace within 

2 hours 

Makkah / 

Madinah 

Accommodation 

Sewage overflow / unusable 

toilet block / major leakage 
Critical 

Isolate and clean 

immediately; restore 

within 2 hours 

Makkah / 

Madinah 

Accommodation 

Lift failure 
Major / 

Critical 

Repair / alternate 

movement support 

within 1 hour 

Makkah / 

Madinah 

Accommodation 

Room key / access card not 

provided 
Major 

Provide key / card or 

controlled access 

within 1 hour 

Makkah / 

Madinah 

Accommodation 

Housekeeping / garbage 

accumulation 

Routine / 

Major 

Clean within 3 hours; 

immediately if 

hygiene risk 
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Service 

Component 
Deficiency / Failure Classification 

SLA / Rectification 

Requirement 

Makkah / 

Madinah 

Accommodation 

Wi-Fi not functional 

building-wide 

Routine / 

Major 

Restore within 12 

hours 

Makkah / 

Madinah 

Accommodation 

Building-level security / 

access control not 

maintained as prescribed 

Major / 

Critical 

Immediate corrective 

action; replacement / 

augmentation of 

security personnel 

within 1 hour 

Makkah / 

Madinah 

Accommodation 

CCTV in common areas not 

functional, where 

prescribed 

Major 

Alternate monitoring 

immediately; CCTV 

restoration within 24 

hours 

Holy Sites / 

Mashaer 

Camp / tent not ready 

before pilgrim arrival 
Critical 

Corrective / substitute 

arrangement before 

pilgrim occupation 

Holy Sites / 

Mashaer 

Sofa-cum-bed / bedding 

missing or unusable 

Major / 

Critical 
Replace within 1 hour 

Holy Sites / 

Mashaer 

Wrong / missing bed sticker 

or allocation display 
Major 

Correct within 2 

hours; before arrival if 

detected pre-arrival 

Holy Sites / 

Mashaer 
Cooling / AC failure in tent Critical 

Attend within 15 

minutes; interim relief 

within 30 minutes; 

restore / alternate 

arrangement within 2 

hours 

Holy Sites / 

Mashaer 

AC leakage / unsafe wiring 

/ short-circuit risk 
Critical 

Isolate immediately; 

safe rectification 

before further use 

Holy Sites / 

Mashaer 
Drinking water shortage Critical 

Replenish within 30 

minutes 

Holy Sites / 

Mashaer 
Toilet / ablution defect 

Major / 

Critical 

Repair within 1 hour; 

immediate action for 

leakage / sewage / 

unusable block 

Holy Sites / 

Mashaer 

PA / signage failure 

affecting movement or 

identification 

Major 
Restore / substitute 

within 2 hours 
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Service 

Component 
Deficiency / Failure Classification 

SLA / Rectification 

Requirement 

Holy Sites / 

Mashaer 

12th / 13th Zul Hijjah 

services not maintained 
Critical 

Immediate restoration 

of meals, water, 

sanitation, cooling and 

return movement 

support 

Mashaer Meals 
Meal delay beyond 

prescribed window 

Critical / 

Major 

Alternate / 

replacement meal to 

commence within 30 

minutes 

Mashaer Meals Short supply of meals Critical 

Additional / 

replacement meals 

within 30 minutes 

Mashaer Meals 
Spoiled / unsafe / rejected 

meal 
Critical 

Stop distribution 

immediately; 

replacement within 30 

minutes 

Scheduled 

Transport 

Bus not available for 

scheduled movement 

Critical / 

Major 

Substitute 

arrangement within 1 

hour or earlier where 

flight / train / ritual 

timing requires 

Scheduled 

Transport 

Bus breakdown during 

journey 

Major / 

Critical 

Replacement / 

permitted alternate 

within 1 hour, subject 

to traffic control 

Scheduled 

Transport 

Drinking water not 

provided 
Major 

Provide before 

departure or at first 

feasible halt / point 

Scheduled 

Transport 
GPS not functional Major 

Alternate tracking 

immediately; GPS 

restoration within 24 

hours 

SAR / Haramain 

Train 

Ticketing / distribution 

failure before movement 
Critical 

Correction / reprint / 

distribution before 

group departure 

SAR / Haramain 

Train 

Station waiting / boarding 

support not available 

Major / 

Critical 

Deploy support within 

30 minutes 
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Service 

Component 
Deficiency / Failure Classification 

SLA / Rectification 

Requirement 

Mashaer Train 
Camp-wise / station-wise 

ticket distribution failure 
Critical 

Correct before 

movement 

Salawaat 
Daily bus deployment 

below required level 

Major / 

Critical 

Augmentation within 

1 hour 

Salawaat 

Minimum 40 buses not 

available during daily 

operating cycle 

Major / 

Critical 

Augmentation within 

1 hour 

Salawaat 

Required round trips not 

achieved without valid 

operational reason 

Major 
Same-day route / bus 

augmentation 

Salawaat 
Bus point / connection point 

unmanned 
Major 

Staff deployment 

within 30 minutes 

Salawaat 
Bus point without water / 

shade / basic support 
Major 

Water within 30 

minutes; other support 

within 1 hour 

Salawaat 
Friday / peak augmentation 

not provided 

Critical / 

Major 

Immediate 

augmentation before / 

during peak period 

Salawaat GPS dashboard unavailable Major 

Alternate tracking 

immediately; 

restoration within 24 

hours 

Accommodation 

Catering 

Meal not served within 

prescribed window 

Critical / 

Major 

Replacement / 

alternate meal to 

commence within 30 

minutes 

Accommodation 

Catering 
Short supply of meals 

Critical / 

Major 

Additional / 

replacement meals 

within 30 minutes 

Accommodation 

Catering 

Spoiled / unsafe / rejected 

meal 
Critical 

Stop distribution 

immediately; 

replacement within  30 

minutes 

Accommodation 

Catering 

Food temperature not 

maintained 

Major / 

Critical 

Approved reheating / 

replacement within 30 

minutes 
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Service 

Component 
Deficiency / Failure Classification 

SLA / Rectification 

Requirement 

Accommodation 

Catering 

First-arrival meal not 

available 

Major / 

Critical 

Meal / substitute 

within 30 minutes 

Accommodation 

Catering 

Repeated substantiated 

meal deficiency / 

complaints from same 

vendor, excluding food 

safety incidents (three 

substantiated deficiencies / 

complaints within 24 hours) 

Major 

Corrective action 

immediately; alternate 

mapped vendor before 

next meal service, if 

Mission so directs 

Passport / Nusuk 

Card Support 

Passport mismatch / 

missing passport 
Critical 

Immediate escalation, 

tracing and 

reconciliation; written 

update same day 

Passport / Nusuk 

Card Support 

Nusuk card distribution / 

replacement issue, 

wherever applicable 

Major / 

Critical 

Immediate correction / 

replacement 

facilitation within 

applicable Saudi 

timeline 

Baggage 
Missing / misdirected 

baggage 

Major / 

Critical 

Tracing to start 

immediately; status 

update within 2 hours 

and every 2 hours until 

closure 

Baggage 
Baggage delayed at arrival / 

departure interface 
Major 

Corrective action 

within 2 hours; 

priority for vulnerable 

pilgrims 

 

J.7 Deficiency Reporting and Evidence 

1. Each deficiency report shall contain a unique deficiency number, date and time of 

reporting, location, service component, category, description, number of pilgrims 

affected, source of report, responsible Contractor official, immediate action taken, 

expected closure time, actual closure time, evidence of closure and closure status. 

2. Evidence may include geo-tagged photographs, video clips, duty rosters, attendance 

records, GPS records, bus logs, round-trip records, meal delivery records, food 

temperature records, room readiness checklists, maintenance logs, complaint logs, 

ticket distribution records, passport / Nusuk card reconciliation sheets, baggage 

reconciliation sheets, signed inspection notes, platform records and any other 

evidence prescribed by the Indian Haj Mission. 
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J.8 Closure and Escalation 

1. A deficiency shall not be treated as closed merely upon statement of the Contractor. 

Closure shall require evidence and verification / acceptance by the Indian Haj 

Mission in the prescribed manner. 

2. Where a deficiency is not closed within the prescribed SLA, it shall be escalated to 

the Contractor’s Project Director and authorised officer of the Indian Haj Mission. 

3. Recurrence of the same deficiency after closure may be treated as a fresh deficiency 

and as evidence of systemic failure. 

4. Failure to rectify, repeated recurrence, suppression of deficiency, false closure or 

non-submission of evidence shall be dealt with under Chapter 9, Chapter 11 and 

Annexure K. 
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ANNEXURE K 

PENALTY / CLAIM ASSESSMENT SCHEDULE 

K.1 General 

1. This Annexure prescribes the framework for assessment of financial consequences 

arising from Service Deficiencies, SLA breaches, reporting failures, repeated 

deficiencies and non-compliance with prescribed service standards. Deficiencies 

shall be recorded and processed with reference to Annexure J. 

2. Claim assessment under this Annexure shall be linked, as far as practicable, to the 

value of the affected work element, number of affected pilgrims / units, duration of 

deficiency, degree of service denial or degradation, and actual additional cost, if any, 

incurred for substitute, corrective or upgraded arrangements. 

3. Penalty, deduction, recovery or adjustment shall be subject to the applicable Saudi 

Haj regulatory framework and Contract provisions. Any claim or recommendation, 

if pursued, shall be raised only through the appropriate permissible channel. 

4. The Indian Haj Mission shall retain discretion to assess, raise, pursue, modify, settle 

or not pursue any claim, having regard to the nature of deficiency, evidence 

available, operational exigency, proportionality, feasibility, cost-effectiveness, 

applicable process and overall interest of pilgrims. 

5. Nothing in this Annexure shall be construed as mandating initiation of legal, 

regulatory, recovery or claim proceedings in every case. Assessment or non-

assessment of any claim shall not affect the Contractor’s obligation to rectify 

deficiencies, provide substitute / upgraded arrangements and comply with the 

Tender and Contract. Nothing in this annexure limits any other contractual remedy 

available to either Party under the Tender or Contract. 

 

K.2 Method of Claim Assessment 

1. For the purpose of this Annexure, “Affected Work Element Value” means the 

portion of the accepted component-wise / sub-component-wise Contract value 

attributable to the affected service unit. 

2. The affected service unit may be derived as follows: 

Service element Indicative affected service unit 

Accommodation Per pilgrim per day / room / building / cycle 

Accommodation catering Per pilgrim per meal 

Holy Sites / Mashaer 
Per pilgrim per Mashaer day / camp / tent / meal / 

service item 

Scheduled transportation Per bus / movement / pilgrim journey 

SAR / Haramain / Mashaer train 

support 
Per pilgrim / ticket / movement 
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Service element Indicative affected service unit 

Salawaat Per bus / route / shift / daily operating cycle 

Passport / Nusuk card support Per pilgrim / document / operation 

Baggage support Per pilgrim / baggage item / movement 

Deployment / reporting / control 

room 
Per post / shift / report / hour / service period 

 

3. The general formula for claim assessment shall be: 

“Claim Assessment = Affected Work Element Value × Applicable Deficiency 

Percentage + Actual Additional Cost, if any.” 

 

4. For time-based deficiencies, the Affected Work Element Value shall ordinarily be 

calculated as: 

“Affected Work Element Value = Unit Value × Affected Quantity × Deficiency 

Duration / Relevant Service Period.” 

 

5. Unit Value shall be derived from the accepted component-wise / sub-component-

wise rates in the Financial Bid. Where a specific sub-component rate is not 

separately quoted, the Indian Haj Mission / HCoI may make a reasonable 

apportionment from the accepted component value, based on the nature of service, 

affected pilgrims, affected period, operational records and available evidence. 

 

6. Affected Quantity means the number of pilgrims, rooms, beds, meals, buses, tents, 

routes, shifts, documents, baggage items, reports or other measurable units affected 

by the deficiency. 

 

7. Deficiency Duration shall be calculated as follows: 

Situation Deficiency duration 

Service not available when 

due 

From the time the service was due / required until the 

service or acceptable substitute arrangement was made 

available 

Accommodation not ready 

on arrival 

From actual arrival / check-in reporting time until room 

or acceptable alternate accommodation was made 

available 

Meal not served within 

prescribed window 

From expiry of prescribed serving window until meal / 

acceptable substitute commenced 
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Situation Deficiency duration 

Transport not available for 

scheduled movement 

From scheduled reporting / departure time until 

substitute movement commenced 

Breakdown during journey 
From breakdown / stoppage time until movement 

resumed through same or substitute arrangement 

Facility failure during use 
From reporting / detection until restoration or acceptable 

substitute arrangement 

Deficiency beyond SLA 
From expiry of SLA timeline until closure, unless the 

service was wholly unavailable from an earlier point 

 

8. Relevant Service Period means the period for which the concerned unit value is 

quoted or reasonably attributable. Indicatively: 

Work element Relevant service period 

Accommodation 24 hours / one accommodation day 

Catering One meal 

Mashaer stay service Relevant Mashaer day / stay period 

Scheduled transport One movement / journey 

Salawaat Shift / route / daily operating cycle 

Manpower deployment Shift 

Control room / helpdesk Hour / shift / daily operating cycle 

Reporting Report / reporting cycle 

 

9. The Applicable Deficiency Percentage shall be determined with reference to the 

extent of service denial, duration of deficiency, pilgrim impact and actual availability 

of substitute arrangement, as follows: 

Nature of deficiency 
Applicable Deficiency 

Percentage 

Service completely unavailable, unsafe, unusable, 

not provided, or unacceptable for the affected period 

/ affected unit 

Up to 100% of affected value 

Service delayed beyond prescribed time / SLA but 

subsequently provided 

Up to 100% of affected value for 

the period of delay / denial 

Service substantially deficient but partly usable Up to 50% of affected value 

Service below prescribed specification but usable 

without major disruption 
Up to 25% of affected value 
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Nature of deficiency 
Applicable Deficiency 

Percentage 

Reporting, deployment, supervision, control room or 

coordination failure affecting service delivery 

Up to 50% of affected 

supervision / manpower / 

affected service value 

False reporting, suppression of deficiency, food 

safety incident, passport loss, safety risk, 

abandonment or serious breach 

Up to 100% of affected value, 

with possible action under 

Chapter 11 

 

10. Where a deficiency affects more than one service element, assessment may be made 

against each affected element excluding double counting of the loss on account of 

the same deficiency. 

11. Actual additional cost incurred for holding arrangements, substitute 

accommodation, replacement meals, alternate transport, emergency manpower, 

technical repair, upgraded arrangements or other corrective measures may be added 

separately, wherever such claim is permissible under the contract provisions and 

supported by evidence. 

12. Where the deficiency results in complete denial of a service for a measurable period, 

the claim may be assessed up to the full affected value for that period, even if the 

service is subsequently provided. 

13. Assessment under this Annexure shall remain subject to the applicable Saudi Haj 

regulatory framework, Contract provisions and the dispute resolution mechanism 

prescribed in Chapter 12 and the Contract Agreement. 

 

K.3 Claim Assessment Heads 

 

Service 

Component 

Deficiency / Non-

compliance 

Affected Work 

Element Value 

Claim 

Assessment Basis 

Makkah / 

Madinah 

Accommodation 

Accommodation not 

ready at pilgrim arrival 

/ cycle start 

Per-pilgrim 

accommodation value 

for the period from 

actual arrival / check-in 

reporting time until 

room or acceptable 

alternate 

accommodation is 

made available 

As per K.2, 

normally up to 

100% of affected 

value for the 

period of denial, 

plus actual cost of 

holding, meals, 

transport, 

temporary 

accommodation or 

other corrective 

arrangement 
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Service 

Component 

Deficiency / Non-

compliance 

Affected Work 

Element Value 

Claim 

Assessment Basis 

Makkah / 

Madinah 

Accommodation 

Overcrowding, excess 

occupancy or use of 

unapproved space 

Accommodation value 

attributable to affected 

pilgrims for the period 

of excess / unauthorised 

occupancy 

As per K.2, based 

on extent of 

overcrowding, 

duration and 

pilgrim impact 

Makkah 

Accommodation 

Non-compliance with 

approved category, 

cluster, location or 

exclusivity requirement 

Makkah 

accommodation value 

attributable to affected 

building / pilgrims / 

period 

As per K.2, plus 

replacement / 

corrective cost 

where applicable 

Madinah 

Accommodation 

Non-Markazia 

accommodation 

without approval 

Madinah 

accommodation value 

attributable to affected 

pilgrims / period 

As per K.2, plus 

replacement / 

corrective cost 

where applicable 

Accommodation 

AC, water, toilet, lift, 

geyser, lighting or 

room access failure 

beyond SLA 

Accommodation value 

attributable to affected 

rooms / pilgrims for the 

period of disruption 

As per K.2, based 

on whether service 

was unusable, 

substantially 

deficient or partly 

usable 

Accommodation 

Drinking water 

dispenser / mineral 

water stock not 

maintained 

Accommodation value 

attributable to affected 

floor / pilgrims / period 

As per K.2, based 

on duration, 

number of pilgrims 

affected and 

availability of 

substitute drinking 

water 

Accommodation 

Housekeeping, 

garbage, sanitation or 

pest-control deficiency 

beyond SLA 

Accommodation value 

attributable to affected 

building / floor / 

pilgrims / period 

As per K.2, based 

on hygiene risk, 

extent and duration 

Accommodation 

Unauthorised shifting / 

re-allotment of pilgrim, 

group, floor or room 

Accommodation value 

attributable to affected 

pilgrims / period 

As per K.2, based 

on disruption 

caused and 

corrective action 

required 

Accommodation Building-level security, 

access control or 

Accommodation / 

supervision value 

attributable to affected 

As per K.2, based 

on duration, 

severity, safety 
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Service 

Component 

Deficiency / Non-

compliance 

Affected Work 

Element Value 

Claim 

Assessment Basis 

CCTV requirement not 

maintained 

building / pilgrims / 

period 

risk and pilgrim 

impact 

Holy Sites / 

Mashaer 

Model camp / readiness 

milestone not achieved 

Mashaer value 

attributable to affected 

milestone / camp 

As per K.2, based 

on milestone 

importance, delay 

and effect on 

readiness 

Holy Sites / 

Mashaer 

Camp / tent not ready 

before pilgrim arrival 

Mashaer value 

attributable to affected 

camp / tent / pilgrims 

for the period of denial 

As per K.2, 

normally up to 

100% of affected 

value for the 

period of denial, 

plus substitute 

arrangement cost 

Holy Sites / 

Mashaer 

Missing / unusable 

sofa-cum-bed, bedding, 

luggage rack, shoe 

rack, sticker or 

allocation display 

Mashaer value 

attributable to affected 

pilgrims / item / period 

As per K.2, based 

on number of 

affected pilgrims / 

items and duration 

until rectification 

Holy Sites / 

Mashaer 

Cooling failure, AC 

leakage, unsafe wiring 

or short-circuit risk 

beyond SLA 

Mashaer value 

attributable to affected 

tent / pilgrims for the 

period of disruption 

As per K.2, 

normally up to 

100% where tent 

becomes unusable 

/ unsafe 

Holy Sites / 

Mashaer 

Toilet / ablution defect, 

sewage issue, leakage 

or water shortage 

beyond SLA 

Mashaer value 

attributable to affected 

camp / block / pilgrims 

/ period 

As per K.2, based 

on severity, 

hygiene risk and 

duration 

Holy Sites / 

Mashaer 

Mashaer 

meal/snack/beverage 

shortage, delay, non-

distribution or failure to 

provide any prescribed 

Mashaer 

meal/snack/beverage 

during the Mashaer 

period 

Mashaer 

meal/snack/beverage 

value attributable to 

affected pilgrims / meal 

/ service item 

As per K.2, 

normally up to 

100% of affected 

value, plus 

replacement cost 

Holy Sites / 

Mashaer 
Failure to maintain 

services for pilgrims 

Mashaer value 

attributable to affected 

As per K.2, based 

on affected service 
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Service 

Component 

Deficiency / Non-

compliance 

Affected Work 

Element Value 

Claim 

Assessment Basis 

staying till 13th Zul 

Hijjah 

pilgrims / day / service 

period 

element, duration 

and pilgrim impact 

Scheduled 

Transport 

Bus not available for 

scheduled movement 

Transport value 

attributable to affected 

bus / movement / 

pilgrims from 

scheduled reporting / 

departure time until 

substitute movement 

commenced 

As per K.2, plus 

actual alternate 

arrangement cost, 

if any 

Scheduled 

Transport 

Breakdown without 

replacement / alternate 

arrangement within 

SLA 

Transport value 

attributable to affected 

bus / pilgrims for the 

period from breakdown 

until movement 

resumed 

As per K.2, plus 

actual alternate 

arrangement cost, 

if any 

Scheduled 

Transport 

Unapproved, unsafe, 

non-compliant or 

below-standard vehicle 

Transport value 

attributable to affected 

vehicle / movement / 

pilgrims 

As per K.2, based 

on whether vehicle 

was unusable, 

unsafe or below 

specification 

Scheduled 

Transport 

Drinking water not 

provided during 

journey 

Transport value 

attributable to affected 

pilgrims / journey 

As per K.2, based 

on number of 

affected pilgrims, 

journey duration 

and substitute 

provided 

Scheduled 

Transport 

GPS / tracking failure 

beyond SLA 

Transport value 

attributable to affected 

vehicle / movement / 

period 

As per K.2, based 

on duration of 

tracking failure 

and operational 

impact 

SAR / Haramain 

Train 

Ticketing, distribution, 

station support or bus 

linkage failure 

Rail-linked transport 

value attributable to 

affected pilgrims / 

movement 

As per K.2, plus 

actual corrective / 

substitute cost, if 

any 

Mashaer Train Ticket purchase / 

distribution failure as 

Mashaer train-linked 

value attributable to 

As per K.2, based 

on delay, 
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Service 

Component 

Deficiency / Non-

compliance 

Affected Work 

Element Value 

Claim 

Assessment Basis 

per camp-station 

mapping 

affected pilgrims / 

movement 

correction required 

and pilgrim impact 

Salawaat 

Bus deployment below 

required ratio / 

approved plan 

Salawaat value 

attributable to affected 

route / bus shortfall / 

shift / daily operating 

cycle 

As per K.2, based 

on shortfall, 

duration, route 

load and pilgrim 

impact 

Salawaat 

Minimum 40 buses not 

deployed during daily 

operating cycle 

Salawaat value 

attributable to bus 

shortfall / daily 

operating cycle 

As per K.2, based 

on number of 

buses short, 

duration and 

impact on service 

availability 

Salawaat 

Required round trips 

not achieved without 

valid operational 

reason 

Salawaat value 

attributable to affected 

bus / route / daily 

operating cycle 

As per K.2, based 

on trip shortfall, 

route load and 

waiting time 

impact 

Salawaat 

Two-vendor 

requirement / approved 

vendor allocation 

violated without 

Mission concurrence 

Salawaat value 

attributable to affected 

route / vendor 

allocation / period 

As per K.2, based 

on effect on 

service continuity, 

supervision and 

route performance 

Salawaat 

Coaster, feeder or spare 

bus arrangement not 

maintained 

Salawaat value 

attributable to affected 

feeder / spare 

requirement / period 

As per K.2, based 

on shortfall, 

duration and 

affected pilgrims 

Salawaat 

Friday / peak-day 

augmentation not 

provided 

Salawaat value 

attributable to affected 

route / peak period 

As per K.2, based 

on shortfall, 

crowding, waiting 

time and pilgrim 

impact 

Salawaat 

Bus point / connection 

point unmanned or 

non-functional 

Salawaat value 

attributable to affected 

point / shift / route 

As per K.2, based 

on duration, route 

load and pilgrim 

impact 

Salawaat 
Water, shade, seating, 

signage, 

communication or 

Salawaat value 

attributable to affected 

point / pilgrims / period 

As per K.2, based 

on severity, 
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Service 

Component 

Deficiency / Non-

compliance 

Affected Work 

Element Value 

Claim 

Assessment Basis 

pilgrim support not 

provided 

duration and 

pilgrim impact 

Accommodation 

Catering 

Meal not served within 

prescribed serving 

window 

Catering value 

attributable to affected 

building / pilgrims / 

meal 

As per K.2, 

normally up to 

100% of affected 

meal value for 

denial / delay, plus 

replacement cost 

where applicable 

Accommodation 

Catering 

Meal short-supply, 

non-delivery or first-

arrival meal not 

provided 

Catering value 

attributable to affected 

pilgrims / meal 

As per K.2, 

normally up to 

100% of affected 

meal value, plus 

replacement cost 

Accommodation 

Catering 

Spoiled, unsafe, 

rejected food or food 

safety incident 

Catering value 

attributable to affected 

pilgrims / meal / vendor 

As per K.2, 

normally up to 

100% of affected 

meal value, plus 

substitute / 

corrective cost and 

action under 

Chapter 11 where 

warranted 

Accommodation 

Catering 

Food temperature not 

maintained / hot meal 

not served as 

prescribed 

Catering value 

attributable to affected 

building / pilgrims / 

meal 

As per K.2, based 

on whether food 

remained usable, 

was rejected, or 

required 

replacement 

Accommodation 

Catering 

Approved menu, 7-day 

rotation or vendor 

capacity requirement 

violated 

Catering value 

attributable to affected 

vendor / pilgrims / meal 

As per K.2, based 

on deviation, 

frequency and 

pilgrim impact 

Accommodation 

Catering 

Alternate mapped 

vendor not activated 

after serious / repeated 

deficiency 

Catering value 

attributable to affected 

pilgrims / meals until 

activation 

As per K.2, plus 

substitute / 

corrective cost, if 

any 

Passport / Nusuk 

Card Support 
Passport mismatch, 

loss or delay 

Passport / 

documentation support 

As per K.2, 

normally up to 
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Service 

Component 

Deficiency / Non-

compliance 

Affected Work 

Element Value 

Claim 

Assessment Basis 

attributable to 

Contractor 

value attributable to 

affected pilgrim / 

operation 

100% of affected 

value, plus actual 

cost and action 

under Chapter 11 

where warranted 

Passport / Nusuk 

Card Support 

Nusuk card distribution 

/ replacement 

facilitation failure 

attributable to 

Contractor 

Nusuk card support 

value attributable to 

affected pilgrims / 

operation 

As per K.2, based 

on delay, 

correction required 

and pilgrim impact 

Baggage 

Baggage delay, loss or 

misdirection 

attributable to 

Contractor 

Baggage support value 

attributable to affected 

pilgrim / item / 

movement 

As per K.2, plus 

actual cost where 

applicable 

Deployment / 

Reporting 

Minimum prescribed 

manpower not 

deployed 

Manpower / 

supervision value 

attributable to affected 

post / shift / service 

As per K.2, based 

on post criticality, 

duration and 

service impact 

Deployment / 

Reporting 

Control room, helpdesk 

or nodal officer not 

functional / 

unreachable 

Control room / 

supervision value 

attributable to affected 

period 

As per K.2, based 

on duration and 

operational impact 

Deployment / 

Reporting 

Mandatory report / 

readiness report not 

submitted or delayed 

Reporting / supervision 

value attributable to 

affected service / 

reporting cycle 

As per K.2, based 

on delay, 

importance of 

report and 

operational impact 

Deployment / 

Reporting 

False, fabricated, 

suppressed or 

misleading reporting 

Reporting / supervision 

value attributable to 

affected service 

As per K.2, 

normally up to 

100% of affected 

value, plus action 

under Chapter 11 

where warranted 

 

K.4 Processing, Recurrence and Dispute Resolution 

1. Where operationally and procedurally feasible, the Contractor may be given an 

opportunity to submit clarification / response within the time prescribed by the 

Indian Haj Mission. 
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2. Repetition of the same or similar deficiency may be assessed at double the applicable 

claim basis from the second recurrence onwards. 

3. Where deficiencies indicate systemic failure in planning, vendor management, 

deployment, supervision, reporting or service continuity, the Indian Haj Mission 

may record adverse performance and raise an enhanced claim / recommendation 

through the appropriate permissible channel. 

4. Serious breach, false reporting, food safety incident, passport loss, safety risk, 

abandonment of service or repeated critical deficiency may be treated as an Event 

of Default under Chapter 11. 

5. Where the Contractor disputes any claim assessment, recovery, adjustment, adverse 

performance record or related consequence, the matter shall be dealt with in 

accordance with the dispute resolution mechanism prescribed in Chapter 12 and the 

Contract Agreement, subject to the applicable Saudi Haj regulatory framework and 

Contract provisions. 

6. Pendency of any clarification, claim, applicable process, representation or dispute 

shall not affect the Contractor’s obligation to continue services, rectify deficiencies, 

provide substitute / upgraded arrangements and comply with Operational 

Instructions. 

 


