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HEALTH & FAMILY WELFARE DEPARTMENT
GOVERNMENT OF SIKKIM
GANGTOK-737103

Proposals for running Crisis Centre with 24 X 7 Toll free Helpline
Background

Crisis Centre cum 24 X7 Toll Free Helpline services serve as the first point of contact for
individuals who are seeking help, support, and information. Crisis can affect anyone at any
time. The need for emotional support or referral assistance is something most individuals
encounter at some point in their lives. If people have the opportunity to talk while
experiencing a crisis, the risk of harm to self or others is greatly diminished. Immediate
support during a crisis, people often feel more comfortable talking to someone they don’t
know, enabling them to discuss feelings and concerns in a way that may differ from
talking with friends and family members.

In the wake of the higher suicide rated in Sikkim, the department has been running Crisis
Centre with Toll Free Helpline No. 18003453225 for people in distress since March 2013
and is being operated at the Psychiatry Department of STNM Hospital. The responsibility
of running the Centre with 24X 7 Toll free helpline has been entrusted to NGOs/VOs for
running the Crisis Centre cum 24 X 7 Toll Free Helpline.

Scope of work:

a) To run Crisis Centre with 24X7 Toll Free Helpline no.: 180003453225 at Psychiatry
Department, STNM Hospital, Gangtok.

b) The space for the purpose will be provided by the department.

¢) To leverage emerging technologies for sharpening the efficacy of the centre and
hotline.

d) To engage qualified personnel (preferably Masters in Psychology/Masters in Social
Work/ Master in Sociology) and experienced/referraI/followAup/other advice
rendered to the clients;

e) The cases identified as having self harm (thoughts & attempts shall also be followed
up telephonically;

f) To keep a record of calls/counseling/referral/follow-up/other advice rendered to
the clients;

g) To deploy appropriate software for documentation for record purposes.
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h)
i)

To monitor the quality of advices/counseling being rendered to the clients.
To coordinate and collaborate with relevant State Government/Departments,
Police and other authorities.

3. Pre qualification selection criteria of NGOs/VO

a)

b)
c)

d)
e)

f)
g)

Must be registered and having unique ID no from the NITI Ayog Portal (NGO-
DARPAN)

Must be registered entity in the state of Sikkim.

Must have at least three years’ experienced manpower having worked Health
sector.

Must have adequate, qualified and experienced manpower having worked in the
field of Suicide Prevention.

The Staffs and volunteers must be available 24 X 7/365 to help the clients.

Must have skills and experiences of having facilitated counseling services.

Must have skills and expertise in application of technology.

4. Terms of engagements

a)

b)

<)

d)

e)

f)

g

h)

i)

Initial engagement of NGO/VO will be for a period of 1 year and may be extended
on mutual agreement between the department and the NGO/VO for further period
on one year.

In case, services of NGOs/VO are not found satisfactory or the NGO/VO failed to
comply with any of the terms and conditions stipulated, the department reserves
the right to terminate the engagement at any time by giving a notice of 15 days or
shorter notice, if the occasion so demands. The decision of the department will be
final and binding in this regard.

The NGO can seek termination of the engagement by giving notice of thirty days in
advance.

Up keep and maintenance of the Furnitures, Computer and other equipment
installed will be the responsibility of the NGO/VO.

Up keep of the cleanliness of the Crisis Centre will be the responsibility of the
NGO/VO.

The NGO/VO will not outsource the assigned task to any other entity.

The NGO/VO shall be responsible for the conduct/integrity of the paid volunteers
engaged for the purpose and will be responsible for any act if omission on their
part.

The daily attendance with the names of the staffs engaged in running the Crisis
Centre to be submitted to the State NCD Cell on monthly basis.

Any change in the staff should be done in consultation with the State NCD Cell.

5. Contents of the proposal.
The proposal submitted shall include the following:
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a) Proposed action plan to run the Crisis Centre cum 24 X 7 Toll Free Helpline;
b) Profile of the NGO/Voluntary organization along with profile of team leader & other
staffs.

c) Previous experience of the NGO/Voluntary organization of having worked in the
health sector and having facilitated counseling services;

d) Activity scheduling.

e) Audited Statements of Accounts of the last three years, registration certificate, by-
law/Memorandum of association.

f) Attested copy or relevant documents.

Financial proposal;

a) Recurring expenditure should include:

i. Monthly honorarium to team leader:
ii. Monthly honorarium to staffs/volunteers not exceeding four members.
ii. Incidental expense.

Submission of proposal:

Proposal along with supporting documents must reach the undersigned by 27/07/21
before 2.30 p.m. Proposals received after the due date will not be considered. Following
committee of the forms, shortlisted NGOs will be called to make a presentation for
selection committee on a date which will be communicated. The department of Health,
Government of Sikkim reserves the right to reject any proposal without assigning ant
reason whatsoever. For any further clarification/enquires, the undersigned may be
contracted at the State NCD Cell, Health Secretariat, Tashiling Gangtok during normal
office hours on any working day.

Dr. M.M.
Joint Director cum SPO
Mental Health




