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tse xq.koÙkk ÝseodZ esa mfYyf[kr ekinaMksa ij tse ds 
lexz fgrykHk rFkk xq.koÙkk dh fLFkfr çnku djus ds 
fy, frekgh vkèkkj ij tse xq.koÙkk fjiksVZ çdkf'kr 
dh tkrh gSA

tse ij xq.koÙkk ds rhu eq[; fgrèkkjd vFkkZr tse 
,l ih oh] Øsrk rFkk foØsrk gksrs gSa ftudk lg;ksx 
rFkk xq.koÙkk lqfuf'pr fd;k tkuk vko';d gSA 
IysVQkeZ dh miyCèkrk] bldh lqxerk rFkk 
fØ;kRedrk ds ç;ksx esa ysu] ç;ksxrk dh {kerk 
fuekZ.k] çf'k{k.k rFkk ç;ksäk lgk;rk ij fu;a=.k 
j[kus ds fy, ,dek= tse ,l ih oh gh mÙkjnk;h gSA

viuh LFkkiuk ds çkjEHk ls gh tse fujarj **esd bu 
bafM;k** dh igy dks c<+kok nsus dk dk;Z dj jgk gSA 
bl ekdsZVIysl us lgh ek;uksa esa **esd bu bafM;k** 
rFkk ljdkj dh lw{e] y?kq rFkk eè;e m|ksx ls 
[kjhn dks ojh;rk nsus dh uhfr;ksa dks ykxw djus esa 
NksVs LFkkuh; foØsrkvksa ds ços'k dks lqxe cuk fn;k 
gSA lHkh u, mRiknksa ds iathdj.k ds le; tse 
foØsrkvksa dks mRiknd ns'k dk uke ntZ fd, tkus dk 
vuqjksèk djrk gSA blls vfèkd egRoiw.kZ ;g gS fd 
**esd bu bafM;k** fQ+YVj vc iksVZy ij fØ;k'khy 
gSA Øsrk [kjhn gsrq dsoy mu mRiknksa dks pqu ldrs 
gSa tks de ls de 50 çfr'kr LFkkuh; oLrq ekinaM 
dks iwjk djrs gksA

uÃ çkS|ksfxdh rFkk rduhdksa dk ç;ksx djrs gq, tse 
lnSo ç;kljr jgrk gSA rkfd ç;ksäk ds vuqHko dks 
csgrj <ax ls lqfuf'pr fd;k tk ldsA lHkh QhMcSd 
tks mi;ksxdrkZvksa }kjk iznku fd, x,] QhMcSd dh 

lHkh Jsf.k;ka tks GeMmy ij çkIr gqÃ Fkh mu 
f'kdk;rksa ds ewy dkj.k dks tkuus ds fy, lkaf[;dh] 
fo'ys"k.k fd;k x;k FkkA vfèkd lqlaxr lqpuk ds 
lkFk ç;ksäkvksa ds lkFk dke esa yxus ds fy, 
baVsyhtsaV c‚V dks cSd,aM MkVkcsl ds lkFk Hkh 
,dh—r fd;k x;k gSA

ç;ksäk dk vuqHko ftlesa 'kkfey foØsrk iSuy] 
ftlds tfj,  ç;ksäk vklkuh ls czkaM@mRikn ds 
vuqjksèkksa dks viyksM dj ldrs gSa] esa lqèkkj ds fy, 
tse us dqN lao`f);k¡ Hkh dk;kZfUor dh gS fdlh Hkh 
oLrq ds NwV tkus dh fLFkfr esa foØsrk dks Lo;a iSuy  
ij fooj.k ds lkFk lwfpr fd;k tkrk gS rFkk og 
la'kksfèkr nLrkost Hkst ldrk gSA  

vkt iwjk foÜo dksfoM&19 dh egkekjh ls yM+ jgk gS 
rFkk Hkkjr esa egkekjh çHkkoksa dks dkcw esa djus ds fy, 
vius Hkjiwj ç;kl fd, gSA tse Hkh Hkkjr ljdkj ds 
fn'kk&funsZ'kksa ds lkFk dk;Z dj jgk gS rFkk 
dksfoM&19 ls lEcafèkr mRiknksa dh [kjhn rFkk fcØh 
ds fy, ljdkj rFkk foØsrk ds fy, ;FkklaHko bls 
vklku cuk jgk gSA lacafèkr frekgh ds lekfIr ij 
fpfdRlk rFkk lgk;d mRikn dh dsVsxjh lfgr dqy 
239 dsVsxjh miyCèk gS rFkk fLFkfr dh vko';drk  
vuqlkj xq.koÙkk ds lkFk le>kSrk fd, fcuk vkSj 
vfèkd dSVsxfj;ksa dk irk yxk;k tk jgk gSA bl 
egkekjh ls yM+us ds fy, bl frekgh esa fofHkUu 
ljdkjh laxBuksa }kjk tse ds ekè;e ls 558 djksM+ 
#i;s ls vfèkd ds mRiknksa dh [kjhn dh xÃ gSA bl 
fjiksVZ dh lekfIr ij vkSj vfèkd fooj.k ds lkFk ,d 
fo'ks"k [kaM **Gem on Covid-19** leÆir gSA  
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Executive Summary

On quarterly basis GeM Quality Report 
(GQR) is published to provide status of 
overall health and quality of the platform on 
the parameters defined in the GeM Quality 
Framework (GQF). 

Quality on GeM has three key stakeholders 
i.e. GeM SPV, Buyers and Sellers who need 
to collaborate and ensure quality. GeM SPV 
solely is responsible for platform availability, 
its ease and use of functionalities, capacity 
building of users, training and hands on user 
support.

Since its inception, GeM is continuously 
working towards promotion of the 'Make in 
India' initiative. The Marketplace has 
facilitated entry of small local sellers in Public 
Procurement, while implementing 'Make in 
India' and MSME Purchase Preference 
Policies of the Government in the true sense. 
GeM is requesting sellers to enter the 
Country of Origin while registering all new 
products. More importantly, the 'Make in 
India' filter has now been enabled on the 
portal. Buyers can choose to buy only those 
products that meet the minimum 50% local 
content criteria.

GeM is always making efforts using new 
technology and techniques to ensure best 
user experience. GeM conducted an 
exercise around Voice of Customer (VOC). 
Statistical analysis was done to arrive at the 
root cause of the grievances in all the 

categories of issues which were reported. 
GeMmy - The intell igent bot is also 
integrated with backend databases to 
engage with users with more relevant 
information.

GeM also implemented a few enhancements 
to improve the user experience that includes 
a Seller Panel through which users can easily 
upload brand/product requests. In case of 
any missing item, the seller is intimated on 
the panel itself with details and he can 
submit revised documents.

Currently, the whole world is fighting from the 
COVID-19 pandemic and India has made its 
top efforts to control this pandemic and its 
effects. GeM is also working along the 
guidelines of the Government of India and 
making it as easy as possible for the 
Government and Seller to procure and sell 
COVID-19 related products. At the end of the 
concerned quarter a total of 239 categories 
including medical and auxiliary product 
categor ies are avai lab le and more 
categories are being fast tracked according 
to the need of the situation with no 
compromise in the quality. More than Rs 558 
crore worth of products were procured in this 
q u a r t e r  b y  v a r i o u s  G o v e r n m e n t 
organizations through GeM to fight this 
pandemic. A special section at the end of 
this report is dedicated to “GeM on 
COVID-19”  with more details.

Crowdsourced Categories get even better for sellers in GeM 4.0
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This document is the GeM Quality Report (GQR) for the quarter April-June'20. The Report 
aims to provide the status of overall health and quality of the GeM platform on the parameters 
defined in GeM Quality Framework (GQF) consisting of both qualitative and quantitative 
KPIs.

The primary purpose of GQR is to capture and analyse the trends for various KPIs identified 

in the GQF.

As the GeM platform functionalities and its usage further evolves, inputs will be 

collaboratively captured from GeM buyers and sellers and more KPIs will be iteratively added 

to the Quality Report.

1. Purpose of the Report

Quality on GeM has two broad dimensions:

1.  Health of the online platform – The online GeM platform needs to be available, stable and 
easy to use to ensure seamless operations of the marketplace.

2.  Quality of the product/service procured through the platform – Various products/ services 
which are being procured through the platform, should meet buyer expectations.

2. Quality on GeM

As India's national public procurement platform, GeM aspires to become a world-class 
online marketplace that offers quality experience to its buyers and sellers. Since measuring 
'quality' is a highly contextual exercise, it is critical to first define what is meant by 'quality' 
on GeM.

3. Stakeholders in ensuring GeM Quality



GeM
QUALITY 
REPORT
APRIL-JUNE 2020

06

3 key stakeholders in ensuring quality on GeM

The figure below lays down various responsibilities of GeM SPV, buyers and sellers to safeguard 
high quality on GeM

Figure 1 : Key Stakeholder of Quality
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Based on the understanding of various aspects of quality on GeM, as well as roles of different 
stakeholders involved, a 'Quality Framework' has been put together to highlight the key 
aspects that define quality on GeM. The framework defines aspects to measure quality on 
GeM along two broad dimensions:

1. Aspects related to health of the online platform.

2. Aspects related to quality of products/ services transacted through the platform

4.  GeM Quality Framework (GQF)

Figure 2 : GeM Quality Framework
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The table in this Section, captures the data for last quarter i.e. Apr-Jun'20 with respect to 
baseline data of Jan-Mar'20 quarter for all KPIs in the GeM quality framework.

Few KPIs that have been excluded from the table below are:

Ÿ Qualitative KPIs which cannot be measured quantitatively using data

Ÿ A few KPIs, which are not being measured currently, will be measured and reported in 
subsequent quality reports.

5.  Quality KPIs

Improvement compared to the Baseline

Improvement compared to the Baseline, the lower the better.

No Change

Number higher than the Benchmark means lower performance. Needs improvement.

Lower than the Benchmark. Needs improvement

Legend

Availability (Prod. 
& Ser.)

#services available on 
marketplace 

Total as on 
20th Mar 
2020

Total as on 
20th Jun 
2020

1221185. # 3%

Dimension
S.

No.
KPI

Jan-
Mar'20

Previous
Value

Apr-
Jun'20

Current
value U

n
it
s

%
c
h

a
n

g
e
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Availability 
(Platform)

% uptime for GeM 
web portal 

Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

100%100%1. % 0%

Availability 
(Platform)

% uptime for critical 
GeM services 

Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

100%100%2. % 0%

Availability 
(Platform)

Average page loading 
time (The lower the 
better)

Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

2.011.853. Sec. 9%

Availability (Prod. 
& Ser.)

#products available 
on marketplace 

Total as on 
20th Mar 
2020 

Total as on 
20th Jun 
2020

18,30,94421,82,3874. # 99%

GeM is working to onboard members of Hunar Haat onto the portal
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Operability 
(Ratings)

Average vendor rating Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

3.994.0417. # 1%

Payment Overdue Overdue payment as 
a % of due payment

Total as on 
20th Mar 
2020

Total as on 
20th Jun 
2020

97.37%90.59%16. % 7%

Operability 
(Payments)

% of payments on-
time (10 Days SLA) 

Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

18.42%42.07%15. % 56%

Operability 
(Order)

Cart Abandonment 
Rate (%)(The lower 
the better)

Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

13.35%9.77%14. % 37%

Operability 
(Order)

Average time taken for 
Bid purchase

Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

47.5333.2413. Days 43%

Operability 
(Order)

average time taken for 
direct purchase 
(hours) (The lower the 
better)

Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

11.8312.71
12.

Hrs. 7%

Operability 
(Registration) 

%Seller (Active) 
profiles with complete 
data 

Total as of 
20th 
Mar'2020

Total as of 
20th 
Jun'2020

96.7%94.91%11. % 2%

Operability 
(Registration) 

Avg. time taken for 
registration (buyer) 
(days) (The lower the 
better) 

Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

4.033.70 10. Days 9%

Operability 
(Registration) 

Avg. time taken for 
registration (seller) 
(days) 

Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

1.823.029. Days 40%

Discoverability 
(Catalogue)

%product uploads 
rejected 

Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

7.04%13.88%8. % 49%

Discoverability 
(Catalogue)

Product Approval 
Time (Days) (The 
lower the better)

Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

1.422.667. Days 47%

Availability (Prod. 
& Ser.)

#new sub-categories 
added 

During 1st 
Jan- 20th 
Mar 2020 

During 1st 
Apr- 20th 
Jun 2020

1173 4126. # 185%

Dimension
S.

No.
KPI

Jan-
Mar'20

Previous
Value

Apr-
Jun'20

Current
value U

n
it
s

%
c
h

a
n

g
e
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A platform for startups to sell products & services to Govt. of India



Delivery Quality % orders cancelled 
before delivery (The 
lower the better)

Net Value as 
of 20th 
Mar'20

Net Value as 
of 20th 
Jun'20

1.03%1.06%31. % 3%

Delivery Quality % orders delivered on 
time 

Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

74.28%80.46%30. % 8%

Delivery Quality order acceptance rate Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

86.55%89.31%29. % 3%

Product/service 
quality

% subcategories with 
minimum 3 sellers 

Net value as 
of 20th 
Mar'20

Net Value as 
of 20th 
Jun'20

85.70%88.10%28. % 3%

Product/service 
quality

%order rejected post 
delivery (The lower the 
better)

Net value as 
of 20th 
Mar'20

Net value as 
of 20th 
Jun'20

0.68%0.69%27. % 1%

Responsiveness 
(Training) 

#states covered Total for 1st 
Jan- 20th 
Mar 2020

Total for 1st 
Apr- 20th 
Jun 2020

193126. # 39%

Responsiveness 
(Training) 

#sellers covered Total for 1st 
Jan- 20th 
Mar 2020

Total for 1st 
Apr- 20th 
Jun 2020  

4676325325. # 44%

Responsiveness 
(Training) 

#buyer organizations/ 
buyers covered 

Total for 1st 
Jan- 20th 
Mar 2020

Total for 1st 
Apr- 20th 
Jun 2020

11436224. # 69%

Responsiveness 
(Training) 

#trainings conducted Total for 1st 
Jan- 20th 
Mar 2020

Total for 1st 
Apr- 20th 
Jun 2020

19539923. # 51%

Responsiveness 
(Cust Care)

% calls answered 
within 2 minutes

Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

56.67%92.28%22. # 39%

Responsiveness 
(Cust Care)

Service level (%calls 
answered) 

Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

74.65%93.12%21. # 20%

Responsiveness 
(Cust Care) 

Customer satisfaction 
score (Out of 5)

Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

3.783.7720. # 0%

Operability 
(Ratings) 

Average buyer rating Avg. for 1st 
Jan- 20th 
Mar 2020

Avg. for 1st 
Apr- 20th 
Jun 2020

3.273.26 19. # 0%

Operability 
(Ratings) 

Vendor profiles 
verified  

Total as of 
20th 
Mar'2020

Total as of 
20th 
Jun'2020

199211527818. # 30%

Dimension
S.

No.
KPI

Jan-
Mar'20

Previous
Value

Apr-
Jun'20

Current
value U

n
it
s

%
c
h

a
n

g
e
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This section covers the status of six aspects defined in GeM Quality Report Framework which 
are Availability, Discoverability, Operability, Responsiveness, Delivery Quality and Product/ 
Service Quality.

6. Analysis of GeM Quality

Ÿ Platform - Robustness of the technical infrastructure installed to support the online 
platform.

Ÿ Information - Frequency and quality of communication from the GeM SPV to its 
stakeholders.

Ÿ Products & Services - Initiative taken by Sellers & Seller Associations to come 
onboard GeM. Effectiveness of Buyer Ministry SCOGeM in identifying demand 
areas to be migrated to GeM. Efficiency of the GeM SPV in creating requisite TPs in 
quick timeframe.

AVAILABILITY

Ÿ Search - Optimized UI/UX and performance of the marketplace Search module built 
by GeM.

Ÿ Catalogue - Efficiencyof GeM ops team in quickly updating & accurately 
maintaining the Catalogue.

DISCOVERABILITY

Ÿ Ordering & Registration - Optimized UI/UX and performance of the modules built 
by GeM.

Ÿ Payment - Mechanisms provided by GeM to make online payments seamless, 
feasible and fast (e.g. ERP Integration, SGPA). 

Ÿ Ratings - Effectiveness of rating, watch listing and blacklisting mechanisms of GeM 
platform. Willingness of buyers/sellers with poor ratings to amend their marketplace 
behaviour.

OPERABILITY



GeM
QUALITY 
REPORT
APRIL-JUNE 2020

12

Ÿ Effectiveness of sellers delivering the right quality products at the right time.

Ÿ Support by buyers in minimizing post order cancellations without justification.

DELIVERY QUALITY

Ÿ Quality of dashboards & system support to detect price reasonability.

Ÿ Quality of offer provided by sellers in terms of discount offered, quality assured 
products.

PRODUCT/SERVICE QUALITY

GeM leverages the power of data analytics to ensure transparency and enforce strict 
standards of business among buyers and sellers. By analysing the data related to product 
approval, order, payment, registration pattern - deviations/anomalies are identified and 
prevented on a regular basis. A lot of new analytics techniques are also introduced in GeM 
4.0 like Advance AI, Machine Learning, Deep Learning and many more for better fraud 
prevention. Functionalities are constantly added/modified in the system to prevent 
suspicious activity.

7. Fraud Prevention

Ÿ Customer Care - Robust infrastructure, sufficient capacity and high quality of 
customer service provided by GeM through channels like call centre, email and chat 
in sufficient languages.

Ÿ Training - Capacity building by GeM in ensuring sufficient trainings is conducted 
across the nation. Willingness shown by buyers/sellers to proactively come forth for 
GeM training.

RESPONSIVENESS
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In the report period of Apr-Jun'20, more than 37130 incidents have been raised. 75% of 
incidents were related to catalogue (market) and 25% were related to post contract. Among 
Incidents raised during Apr-Jun'20, 22% were raised against buyers and 78% were raised 
against sellers majorly as an activity to remove insane products. To further bring the post 
contract incidents down, certain interventions were done in IM process and a lot more are in 
progress to make the incident processing easier and faster for the users. This has resulted in 
bringing down the TAT for incident closure significantly and is further expected to improve.

8. Incident Management

As the world fights with the outbreak of COVID-19 pandemic, India is making all its efforts to 
contain and fight the infection. GeM is putting all its efforts and bridging the gap between 
government organization and sellers for easy procurement of products.

A lot of new COVID related categories were fast-tracked to ensure easy product upload for 
the sellers and even faster procurement. A total of 247 categories were mapped to COVID list 
till last quarter for the COVID specific functionalities, this include categories like COVID-19 
sample collection kit, disposable thermometers and many more. 

GeM has ensured a high level of quality and best price for the products purchased either 
from direct purchase or BID/RA. Bid cycle for COVID-19 related categories is reduced to 3 
days from the existing 10 days. Delivery period is shortened to a minimum of 2 days 
considering the nature of the items. Government organizations procured medical related 
products efficiently because of the new amendments. Highest order value of products in the 
medical categories were recorded in ambulances followed by hand sanitizers with 9.8 % and 
9.2 % percent share respectively.

A report by the name of 'GeM-COVID19: Status Report' is linked in the banner below for the 
detailed numbers. You can also check all the products related to COVID -19 from the banner 
below.

9. GeM on COVID-19
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Various enhancements have been done on "Voice of customer" initiative to ensure timely 
resolution, improvise grievance management , provide end to end resolution through 
chatbot and helpdesk. 

A dedicated escalation desk has been set up to manage grievances which reach the GeM 
officials. This desk is also aligned to social media platforms like Twitter and LinkedIn  and any 
negative comment that is posted on Social Media is traced , the customer is reached out and 
provided a resolution on the issue. 

Helpdesk has been provided access to  information required to solve the top 7 used cases. 
Helpdesk can now view and inform Product upload status, service upload status, order 
status and further details . This has helped GeM in reducing the reopen case count from 
0.29% in March'20 to 0.15% in June'20. The customer satisfaction has improved from 82.10% 
in March'20 to 85% in June'20. Resolution on Helpdesk has improved from 88% in March'20  
to 95% in June'20. 

The chatbot (GeMmy) UI has been completely revamped which has led to an increase in 
number of chats by 75% as compared to March'20. Chatbot has added 280 new queries in 
the last 3 months to help the users with required information.

Phase 1 Outcomes : GeMmy

10. Voice of Customer

Metric Mar-20 Jun-20 Change

No. of Chats 81018 142008 Increase of 75.27%

Valid Failed Queries 113 64 Decrease of 76%

CSAT 81% 83% Increase of 2%

Total Queries Added 140 121 Decrease of 19%

Further strenthening Make in India initiative through our ceertification course 
on Manufacturing Competitiveness
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Appendix-1

Figure 1 Key Stakeholders of Quality

Figure 2 GeM Quality Framework

Figure 3 Phase 1 Outcomes: GeMmy
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