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IysVQ‚eZ ds lexz LokLF; vkSj xq.koÙkk dh fLFkfr tse xq.koÙkk 
<kaps esa ifjHkkf”kr fofHkUu çkpyksa ij miyC/k djkus ds fy;s 
çR;sd frekgh esa tse xq.koÙkk fjiksVZ çdkf’kr dh tkrh gSA
 
tse ij xq.koÙkk ds rhu çeq[k fgr/kkjd gSa] uker:] tse ,lihoh] 
Øsrk vkSj foØsrk] ftuds }kjk lg;ksx vkSj xq.koÙkk lqfuf’pr 
fd;k tkuk vko’;d gSA IysVQ‚eZ dh miyC/krk] bldh lgtrk 
vkSj dk;kZRedrkvksa dk mi;ksx] ç;ksäkvksa dk {kerk fuekZ.k] 
çf’k{k.k vkSj O;ogkfjd ç;ksäk lgk;rk ds fy;s dsoy tse 
,lihoh gh ftEesnkj gSA
 
tse us lHkh ljdkjh Ø; ds ,d IysVQ‚eZ ij lesdu ls iSekus 
dh fdQk;rksa] nke dh [kkst esa csgrjh vkSj loksZÙke O;ogkjksa dks 
lk>k dj ljdkjh Øsrkvksa ds fy;s ,dy ç;ksäk çokg miyC/k 
djkus ds fy;s ns’k ds fy;s ,d ,dh—r Ø; ç.kkyh cukus ds 
fy;s dne mBk;s gSaA bu dneksa ls vkjaHk ls ysdj foÙkh; o”kZ 
2021&22 dh igyh frekgh rd ,d yk[k djksM+ #i;s rd ds 
lap;h vkns’k ewY; dh miyfC/k gkfly gqbZ gSA blds vykok] 
tse IysVQ‚eZ us 20 yk[k ls vf/kd foØsrkvksa dks bl cktkj 
ij ykus dh miyfC/k Hkh gkfly dh gSA tse Þesd bu bafM;kß 
igy dks c<+kok nsus ds fy;s lrr ç;kl dj jgk gS vkSj bls 
etcwrh çnku djus ds fy;s tse us lkoZtfud Ø; esa cqudjksa] 
Lo&lgk;rk lewgksa vkSj dkjhxjksa lfgr NksVs LFkkuh; foØsrkvksa 
ds ços’k dks lqfo/kktud dj fn;k gSA bls vkRefuHkZj Hkkjr vkSj 
yksdy ds fy;s oksdy ¼Þoksdy Q‚j yksdyß½ ds ,tsaMk&fcanqvksa 
ij Hkkjr ljdkj ds Qksdl dh fn’kk esa lw{e] y?kq vkSj e/;e 
m|eksa] LVkVZ&vi] dkjhxjksa] cqudjksa vkSj Lo&lgk;rk lewgksa 
lfgr bu de lsok&çkIr foØsrk&[k.Mksa ds fy;s yf{kr igqap 
ç;klksa vkSj çf’k{k.kksa ds tfj;s lqxe cuk;k tk jgk gSA
 
tse ubZ çkS|ksfxdh vkSj rduhdksa dk ç;ksx dj csgrj ç;ksäk 
vuqHko lqfuf’pr djus ds fy;s lnSo ç;kljr jgrk gSA gky esa 
iqufoZØsrkvksa ds fy;s foØsrk ewY;kadu dks Hkh lqyHk fd;k x;k 
gSA blls ç;ksäkvksa dks IysVQ‚eZ ij vf/kd fo’oluh;rk çkIr 
djus esa lgk;rk gksxhA blds vykok] foØsrk ewY;kadu vkSj NwV 
dh okLrfod le; esa fLFkfr Kkr djus ds fy;s tse&Hkkjrh; 
xq.koÙkk ifj”kn~ ,dhdj.k fd;k x;k FkkA foØsrk vkns’kksa vkSj 
lsokvksa ds C;kSjksa ij i`PNkvksa dk tokc nsus ds fy;s cqf)eku c‚V 
^tseh* MkVkcslksa ls ,dh—r gksdj vkSj lq/kjk gSA vf/kd laxr 
tkudkjh ds lkFk ;g ç;ksäkvksa ds tqM+ko dks lq/kkjsxkA
 

ç;ksäk vuqHko dks lq/kkjus ds fy;s dfri; lao/kZuksa dks Hkh tse us 
dk;kZfUor fd;k gS] ftuesa xzkgd&fof’k”V mRiknksa vkSj lsokvksa ds 
lwphi=ksa vkSj vo/kku&jkf’k fu{ksiksa ds fy;s dk;kZRedrk ds çFke 
pj.k dk;kZUo;u ds lkFk cksyh yxkuk lfEefyr gSaA dk;kZUof;r 
fd;s x;s ;k dk;kZUo;u ds vafre pj.kksa esa vk pqds vU; 
cnykoksa esa] 48 jsyos&fof’k”V dk;kZRedrkvksa ds vykok  ekax 
dk ,dhdj.k laHko djuk] nke&ifjorZu dh ‘krsaZ laHko djuk] 
mRikn&Ø; ds lkFk laLFkkiu] ijh{k.k] çorZu vkSj okf”kZd/

lexz j[k&j[kko vuqca/k ¼,,elh/lh,elh½ lesfdr djuk] vkSj 
çxfr&vk/kkfjr Hkqxrku lfEefyr gSaA bu lao/kZuksa ls foØsrkvksa 
ds lsok;ksX;rk {ks= esa foLrkj gksxk] ftlls mUgsa laxr Øsrkvksa 
rd csgrj igqap feysxhA ekpZ ds eghus esa tse us ek=k ds fcy 
¼fcy v‚Q Do‚f.VVh / chvksD;w½ dh dk;kZRedrk Hkh pkyw dh tks 
jsyos Øsrkvksa dks IysVQ‚eZ ij fuckZ/k :i ls ,dh—r djus esa 
yack Qklyk r; djsxhA
 
mRiknksa esa nks u;s çkpyksa vkSj lHkh ubZ lsokvksa esa nks çkpyksa 
ij jsfVax ds lkFk tse us mUuf;r foØsrk jsfVax ykxw dh gSA 
gky esa foeksfpr ÞvkmV v‚Q LV‚dß fQYVj Hkh bl cktkj ds 
vf/kd le>nkjh ls pyus esa lgk;d gksxkA vU; dbZ igyksa 
ds  fogaxkoyksdu  Hkh fjiksVZ ds bl laLdj.k esa lfEefyr gSaA
 
orZeku esa laiw.kZ fo’o dksfoM&19 oSf’od egkekjh ls yM+ jgk gS 
vkSj Hkkjr us bl oSf’od egkekjh vkSj mlds çHkkoksa dks fu;af=r 
djus ds fy;s iwjs ç;kl fd;s gSaA tse Hkh Hkkjr ljdkj ds 
fn’kkfunsZ’kksa ds lkFk dk;Zjr gS vkSj ljdkj vkSj foØsrkvksa ds 
fy;s dksfoM&19 ls lacaf/kr mRiknksa ds Øe’k: Ø; vkSj foØ; dks 
;FkklaHko vklku cuk jgk gSA foxr frekgh ds var esa esfMdy 
vkSj vuq”kaxh mRikn Jsf.k;ksa vkSj lsokvksa lfgr dqy 319 Jsf.k;ka 
bl cktkj ij miyC/k gSaA cnyrh ifjfLFkfr;ksa ds vuq:i vkSj 
vf/kd Jsf.k;ksa dks] xq.koÙkk ls le>kSrk fd;s fcuk] rhoz iFk 
ij yk;k tk jgk gSA bl frekgh esa fofHkUu ljdkjh laxBuksa 
}kjk bl oSf’od egkekjh ls fuiVus ds fy;s 154 djksM+ #i;s 
ls vf/kd dher ds mRikn Ø; fd;s x;s FksA ^tse&dksfoM19 
LVsVl fjiksVZ* ds uke ls ,d fjiksVZ https://gem-gov-in/

covid19&reports fyad ij miyC/k gSA

कार्यकारी सारांश
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Every quarter,  the GeM Quality Report (GQR) is 
published to provide the status of the overall health 
and quality of the platform on various parameters as 
defined in the GeM Quality Framework (GQF).
 
Quality on GeM has three key stakeholders, viz., GeM 
SPV, buyers and sellers, who need to collaborate and 
ensure quality. GeM SPV is solely responsible for 
platform availability, its ease and use of functionalities, 
capacity building of users, training and hands-on user 
support.

GeM has taken steps to create a Unified Public 
Procurement System (UPS) for the country to provide a 
single user flow for government buyers, consolidating 
all government procurement onto a single platform, 
leading to economies of scale, better price discovery 
and sharing of best practices. These steps have led to 
the achievement of a cumulative order value of Rs. 
1 lakh crore since its inception till the first quarter of 
the financial year 2021-22. Further, the GeM platform 
has also reached the milestone of having onboarded 
over two million sellers onto the marketplace. GeM 
is continuously working towards the promotion 
of the ‘Make in India’ initiative and to strengthen 
this, the marketplace has facilitated the entry of 
small local sellers in public procurement, including 
weavers, self-help groups (SHGs) and craftsmen. This 
is being facilitated through targeted outreach efforts 
and training sessions for these under-served seller 
segments, including MSMEs, start-ups, artisans, 
weavers and SHGs, in pursuit of Government of India’s 
focus on Atmanirbhar Bharat and the Vocal for Local 
agendas.

GeM is always making efforts using new technology 
and techniques to ensure the best user experience. 
Recently, Vendor Assessment for Resellers was also 
enabled. This will help users gain more credibility on 
the platform. In addition to this, GeM-QCI integration 
was done to enable real-time status-tracking of Vendor 
Assessment and Exemption requests. GeMmy – The 
Intelligent Bot is further enhanced by integrating with 
databases to address queries on Seller Orders and 
Services details. This will improve the engagement of 

users with more relevant information.

GeM also implemented a few enhancements to 
improve the user experience, which includes bidding 
with customised products and services catalogues 
and phase 1 implementation of the functionality 
for “caution money deposits”. Other changes 
implemented or in the final phases of implementation 
include, in addition to 48 additional Railway-specific 
functionalities, enabling demand aggregation, 
enabling price variation clauses, bundling installation, 
testing, commissioning and AMC/CMC with product 
procurement and milestone-based payments. These 
enhancements will expand the serviceability scope for 
sellers, offering them better reach for more relevant 
buyers. In the month of March, GeM also launched the 
Bill of Quantity (BoQ) functionality, which will go a long 
way in seamlessly integrating Railways buyers onto the 
platform. 

GeM has launched upgraded vendor ratings with 
two new parameters in products and all new services 
introduced with rating on two parameters. The 
recently launched “Out of Stock” filter is also going to 
help the marketplace be more sane. An overview of 
several other initiatives are included in this edition of 
the report. 

Currently, the whole world is fighting the COVID-19 
pandemic and India has made all efforts to control the 
pandemic and its effects. GeM is also working along 
with the guidelines of the Government of India and 
making it as easy as possible for the Government and 
sellers to procure and sell COVID-19 related products 
respectively. At the end of the last quarter, a total 
of 319 categories including medical and auxiliary 
product categories and services were available in the 
marketplace. More categories are being fast-tracked 
in accordance with dynamically changing needs, with 
no compromise in quality. Products worth more than 
Rs. 154 crore were procured in this quarter by various 
Government organisations through GeM to fight 
the pandemic. A report titled ‘GeM-COVID19 Status 
Report’ is available at the link – https://gem.gov.in/
covid19-reports.

EXECUTIVE SUMMARY
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This document is the GeM Quality Report (GQR) for the quarter Apr-Jun’21. The report aims to provide the status 
of the overall health and quality of the GeM platform on the parameters defined in the 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 added iteratively to the Quality 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 operation 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.

As India’s national public procurement platform, GeM aspires to be a world-class online marketplace that offers 
a 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.

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

PURPOSE OF THE REPORT

QUALITY ON GeM

STAKEHOLDERS IN ENSURING GeM QUALITY
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Quality on GeM
•  Health of the online platform
•  Quality of products/services transacted through the platform

GeM SPV
(Manages the Platform)

Buyers Sellers

SPV (manages the platform) 
responsibilities include:
Ÿ Highly available, robust 

marketplace infrastructure and 
processes

Ÿ Open marketplace with complete 
and validated information

Ÿ Dynamic but stable and easily 
operable features and 
functionalities

Ÿ Generic and not customized 
servicing, but high 
responsiveness to user issues

Ÿ Tools for decision support to 
ensure seamless buying 
experience

Buyer responsibilities include:
Ÿ Fair and non-restrictive buying 

guidelines
Ÿ Backend processes supporting 

e-procurement purchase 
behavior (online, paperless, 
contactless)

Ÿ Diligent selection of 
products/services on offer while 
defining bids

Ÿ Collaborative and consultative 
mindset to improve e-
procurement experience 

Ÿ Adherence to service level 
commitments

Seller responsibilities include:
Ÿ Sharing correct and complete 

information to ensure bona fide 
usage of the open, trust based 
system

Ÿ Providing high quality of offer 
(clean and updated catalogue, 
competitive pricing)

Ÿ Compliance to procurement 
guidelines and standards

Ÿ Collaborative approach to ensure 
platform inclusiveness e.g. high 
geographical coverage

Ÿ OEM transparency and openness 
of processes e.g. authorization

Figure 1 : Key Stakeholder of Quality

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 with two broad dimensions:

1.   Aspects related to health of the online platform.

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

3 key stakeholders in ensuring quality on GeM

Figure 1 : Key Stakeholders of Quality

 GeM QUALITY FRAMEWORK )GQF(
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GeM quality framework

Quality on GeM

Availability

• Platform
• Information
• Products & 
   Services

Discoverability ResponsivenessOperability

Ÿ % uptime for 
GeM web portal

Ÿ #FAQs available 
or updated

Ÿ #new categories 
created

Ÿ #products 
uploaded

Ÿ Average search 
time on platform

Ÿ New search 
filters/capabilities 
integrated

Ÿ Product Approval 
Time

Ÿ Duplicate SKUs

Ÿ Average time 
taken for 
registration 
process

Ÿ Cart 
abandonment 
rate

Ÿ Payment 
platforms 
supported

Ÿ Average vendor 
rating

Ÿ % uptime for 
toll-free lines

Ÿ Service level (% 
calls answered)

Ÿ #Trainings 
conducted per 
month

Ÿ #Buyer 
organizations 
covered

Ÿ order 
acceptance rate

Ÿ % orders 
delivered on time

Ÿ % orders 
rejected on 
delivery

Ÿ payment 
compliance by 
buyers

Ÿ order rejection 
rate

Ÿ % categories 
with minimum 3 
sellers

Ÿ price 
reasonability 
(price on GeM 
vs. other 
e-commerce 
platforms)

• Search
• Catalogue

Ÿ Registration
Ÿ Order 

Placement
Ÿ Payments
Ÿ Ratings & 

Reviews

Ÿ Customer 
Care

Ÿ Training

Delivery 

quality

Product / 

Service 

quality

Aspects related to Quality of 

Products/Services transacted 

through the platforms

Aspects related to health of the 

Online Platform

Di
m

en
si

on
Ke

y 
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pe
ct

s
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at
iv

e 
KP

Is

Figure 2 : GeM Quality Framework

The table in this section captures the data for last quarter, i.e., Apr-Jun ’21 with respect to baseline data 
of Jan-Mar ’21 quarter for all KPIs in the GeM quality framework. 

A few KPIs that have been excluded from the table below are:

• Qualitative KPIs which cannot be measured quantitatively using data

• A few KPIs which are not being measured currently will be measured and reported in the subsequent 
quality reports

QUALITY KPIs
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S.
No.

Dimension KPI Jan-Mar ‘21 Previous 
value

Apr-Jun '21 Current 
value

Units % 
change

Trend

1. Availability 
(Platform)

% uptime for GeM
web portal

Avg. for 1st Jan- 
20th Mar 2021

100.00% Avg. for 1st Apr- 20th 
Jun 2021

100.00% % 0% ↔

2. Availability 
(Platform)

% uptime for
critical GeM 
services 

Avg. for 1st Jan- 
20th Mar 2021

100.00% Avg. for 1st Apr- 20th 
Jun 2021

100.00% % 0% ↔

3. Availability 
(Platform)

Average page
loading time (The 
lower the better)

Avg. for 1st Jan- 
20th Mar 2021

1.96 Avg. for 1st Apr- 20th 
Jun 2021

2.38 Sec. 22% ↑

4. Availability
(Prod. & Ser.)

# of products 
available on 
marketplace 

Total as on 20th 
Mar 2021

                
2,290,093

Total as on 20th Jun 
2021

      
4,012,005 

# 75% ↑

5. Availability 
(Prod. & Ser.)

# of services
available on 
marketplace

Total as on 20th 
Mar 2021

179 Total as on 20th Jun 
2021

193 # 8% ↑

6. Availability 
(Prod. & Ser.)

# of new
sub-categories 
added 

During 1st Jan- 
20th Mar 2021

3442 During 1st Apr- 20th 
Jun 2021

555 # 84% ↓

7. Discoverability 
(Catalog)

Product approval
time (days) (the 
lower the better)

Avg. for 1st Jan- 
20th Mar 2021

1.13 Avg. for 1st Apr- 20th 
Jun 2021

0.87 Days 23% ↓

8. Discoverability 
(Catalog)

% of product 
uploads
rejected  

Avg. for 1st Jan- 
20th Mar 2021

7.52% Avg. for 1st Apr- 20th 
Jun 2021

13.45% % 79% ↑

9. Operability 
(Registration)

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

Avg. for 1st Jan- 
20th Mar 2021

1.10 Avg. for 1st Apr- 20th 
Jun 2021

3.07 Days 180% ↑

10. Operability 
(Registration)

Avg. time taken
for registration (buy-
er) (days) (the lower 
the better)

Avg. for 1st Jan- 
20th Mar 2021

4.512077
295

Avg. for 1st Apr- 20th 
Jun 2021

4.588661
037

Days 2% ↑

11. Operability 
(Registration)

% of seller (active)
profiles with com-
plete data 

Total as of 20th 
Mar’2021

97.6% Total as of 20th 
Jun’2021

97.9% % 0% ↑

12. Operability 
(Order)

Average time
taken for direct pur-
chase (hours) (the 
lower the better)

Avg. for 1st Jan- 
20th Mar 2021

12.08 Avg. for 1st Apr- 20th 
Jun 2021

11.86 Hours 2% ↓

8

Improvement 
compared

to the baseline.

Improvement 
compared

to the baseline,
the lower the be�er.

Lower than the 
benchmark. Needs 

improvement.

Number higher than 
the benchmark 

means lower 
performance. Needs 

improvement.

No change

LEGENDS
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S.
No.

Dimension KPI Jan-Mar ‘21 Previous 
value

Apr-Jun '21 Current 
value

Units % 
change

Trend

13. Operability 
(Order)

Average time
taken for bid pur-
chase

Avg. for 1st Jan- 
20th Mar 2021

40.16 Avg. for 1st Apr- 20th 
Jun 2021

56.82173
24

Days 41% ↑

14. Operability 
(Order)

Cart abandonment
rate (%) (the lower 
the better)

Avg. for 1st Jan- 
20th Mar 2021

8.81% Avg. for 1st Apr- 20th 
Jun 2021

14.20% % 41% ↑

15. Operability 
(Payments)

% of payments
on-time (10 days 
SLA) 

Avg. for 1st Jan- 
20th Mar 2021

37.45% Avg. for 1st Apr- 20th 
Jun 2021

24.31% % 35% ↓

16. Payment 
Overdue

Overdue payment
as a % of due pay-
ment

Total as on 20th 
Mar 2021

73.35% Total as on 20th Jun 
2021

96.61% % 32% ↑

17. Operability 
(Ratings)

Average vendor
rating

Avg. for 1st Jan- 
20th Mar 2021

4.020084
72380588

Avg. for 1st Apr- 20th 
Jun 2021

4.02 # 0% ↑

18. Operability 
(Ratings)

Average buyer
rating 

Avg. for 1st Jan- 
20th Mar 2021

3.29 Avg. for 1st Apr- 20th 
Jun 2021

3.29 # 0% ↔

19. Responsive-
ness (Custom-
er Care)

Customer
satisfaction score 
(out of 5)

Avg. for 1st Jan- 
20th Mar 2021

3.77 Avg. for 1st Apr- 20th 
Jun 2021

3.78 # 0% ↑

20. Responsive-
ness (Custom-
er Care)

Service level (% of 
calls answered)

Avg. for 1st Jan- 
20th Mar 2021

3.77 Avg. for 1st Apr- 20th 
Jun 2021

3.78 # 0% ↑

21. Responsive-
ness (Custom-
er Care)

% of calls answered
within 2 minutes 

Avg. for 1st Jan- 
20th Mar 2021

87.06% Avg. for 1st Apr- 20th 
Jun 2021

59.97% % 31.11% ↓

22. Responsive-
ness (Training)

# of trainings
conducted 
 

Total for 1st Jan- 
20th Mar 2021

727 Total for 1st Apr- 20th 
Jun 2021

418 # 43% ↓

23. Responsive-
ness (Training)

# of buyer
organizations/ buy-
ers covered  

Total for 1st Jan- 
20th Mar 2021

290 Total for 1st Apr- 20th 
Jun 2021

290 # 0% ↔

24. Responsive-
ness (Training)

# of sellers
covered 

Total for 1st Jan- 
20th Mar 2021 

11,219 Total for 1st Apr- 20th 
Jun 2021

5,857 # 48% ↓

25. Responsive-
ness (Training)

# of states
covered  

Total for 1st Jan- 
20th Mar 2021

26 Total for 1st Apr- 20th 
Jun 2021

29 # 12% ↑

26. Product/ser-
vice quality

% of orders rejected
post delivery (the 
lower the better)

Net value as of 
20th Mar’21

0.59% Net value as of 20th 
Jun’21

0.53% % 9% ↓

27. Product/ser-
vice quality

% of sub-categories
with minimum 3 
sellers

Net Value as of 
20th Mar ‘21

77.2% Net Value as of 20th 
Jun ‘21

75.0% % 3% ↓

28. Delivery 
Quality

Order acceptance
rate

Avg. for 1st Jan- 
20th Mar 2021

95.21% Avg. for 1st Apr- 20th 
Jun 2021

93.93% % 1% ↓

29. Delivery 
Quality

% of orders
delivered on time

Avg. for 1st Jan- 
20th Mar 2021

86.57% Avg. for 1st Apr- 20th 
Jun 2021

82.11% % 5% ↓

30. Delivery 
Quality

% of orders
cancelled before 
delivery (the lower 
the better)

Net Value as of 
20th Mar ‘21

0.92% Net Value as of 20th 
Jun ‘21

0.91% % 1% ↓
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AVAILABILITY
• Platform - Robustness of the technical infrastructure installed to support the online 

platform.

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

• Products & Services - Initiative taken by Sellers & Seller Associations to come onboard 
GeM. Effectiveness of Buyers, Ministries in identifying demand areas to be migrated to 
GeM. Efficiency of the GeM SPV in creating requisite TPs in quick timeframe.

1
This section covers the status of six aspects defined in the GeM Quality Report Framework, which are Availability, 
Discoverability, Operability, Responsiveness, Delivery Quality and Product/Service Quality.

ANALYSIS OF GeM QUALITY

10

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

• Catalogue - Efficiency of GeM ops team in quickly updating & accurately maintaining the 
Catalogue.

DISCOVERABILITY2

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

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

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

OPERABILITY3

https://gem.gov.in/green-ac
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• 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.

• 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.

RESPONSIVENESS4

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

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

DELIVERY QUALITY5

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

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

PRODUCT/SERVICE QUALITY6

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 and registration pattern, 
deviations/anomalies are identified and prevented on an ongoing basis. Now, with the introduction of Blockchain 
Technology in GeM 4.0, the platform is becoming more transparent, robust and secure for procurement. A lot of 
new analytics techniques have also been introduced in GeM 4.0, like Advanced AI, Machine Learning and Deep 
Learning, for better fraud prevention. 

Functionalities are constantly added/modified in the system to prevent suspicious activity.  

FRAUD PREVENTION

https://gem.gov.in/national-bamboo-mission
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Since its inception, GeM has used the challenges it has faced for effecting improvements and enhancements to 
achieve operational excellence. In recent times, GeM is facing a challenge posed by fraudulent websites on the 
internet claiming to be the gateway to GeM. These websites, having similar web addresses as GeM, are charging 
hefty sums for registration and bid participation. 
 
To increase awareness among the stakeholders and to fight these impostors, GeM has started the #StayAlert 
campaign across its social media platforms. GeM is also reporting such websites to the Cyber Police for 
appropriate action. Users are front and centre in the GeM platform and GeM does not charge any money. In 
fact, to make it easier for sellers to come on board, GeM is actively integrating with various Ministries. In the 
current financial year, GeM has onboarded more than 1.8 lakh self-help groups, artisans and weavers and close 
to 6.5 lakh MSME sellers.

 STAYALERT – A CAMPAIGN AGAINST FRAUDULENT WEBSITES#
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Between April and June 2021, over 40,032 incidents have been raised. 53.3% of incidents were related to 
catalogue (market) and 46.7% were related to post-contract. Incidents against catalogues were raised majorly as 
an activity to remove insane products. Among post-contract incidents raised, 38.5% were raised against buyers 
and 61.5% were raised against sellers. To further bring the post-contract incidents down, certain interventions 
were done in the 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 in due course. It is required to identify the major reasons for the incidents and to take corrective actions.

INCIDENT MANAGEMENT )IM(

https://twitter.com/GeM_India/status/1377866782325673988
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With a catalogue of more than 40 lakh products across over 16,000 categories, GeM aims to cover almost all 
aspects of the needs of Central and State Government departments and bodies. During the reporting period, 
3,442 subcategories were created. GeM also caters to services and outsourcing needs and has 193 services 
categories available in its portfolio. As shown in the graph below, the number of products and services on the 
GeM platform is constantly increasing. 

PRODUCTS, SERVICES AND CATEGORIES

13

Figure 4 : # of Product Figure 5: # of Products Categories

Figure 6 : # of Service Categories

https://gem.gov.in/covid19
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New Vendor Rating has been launched for both products and services. Product rating will have 2 new 
parameters of Buyer and User feedback and all new Service rating is introduced with 2 parameters - 
Quality and Buyer feedback.
 
To further ensure market sanity, “Out of Stock” products will also be displayed on the marketplace. A 
new filter is introduced for both buyers and sellers to include/exclude the out-of-stock products in their 
search results.

In these tough times, GeM has also ensured that users are getting training on the latest updates. Through 
25 webinars, 1,291 MSME, start-ups, artisans, weavers and SHGs participants benefited in the last quarter. 

Users will now be able to search for seller details through Seller GeM ID. The feature is available on the 
homepage of the GeM website under “Seller Details”. 

In a unique and innovative way, GeM has introduced the listing of Green Air Conditioners on the 
marketplace. It will support more sustainable and eco-friendly procurement practices and will also help 
the buyers save financially.

“Womaniya” initiative seeks to showcase products made by women entrepreneurs and women self-help 
groups [WSHGs], and spur women entrepreneurs by connecting them with opportunities to sell their 
products to various Government ministries, departments and institutions.

Numaligarh Refinery Limited successfully procured Carbon Steel Coated Line Pipes with a cumulative 
value of Rs. 2,600 crore to be used for the Line Pipe Insertion for 1,800 km (approx.) from Odisha to 
Assam (Numaligarh). 

The GeM Sahay app was launched to help sole proprietors attain frictionless uncollateralized working 
capital loans in real-time against orders on GeM at competitive rates.

Urgent and targeted measures were taken to fight against Covid-19. More than 2.3 lakh products were 
made available in the Medical and Auxiliary categories. Onboarding of oxygen cylinders and concentrators 
along with various other medical equipment has been undertaken in the marketplace. Real-time 
information on available categories and seller count is available on the website.

QUARTER   AT A GLANCE 

https://gem.gov.in/covid19-reports
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Figure

Analysis of GeM 
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Figure

GeM Quality 
Framework
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Figure

# of Services
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https://twitter.com/GeM_India
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