
GeM
QUALITY
REPORT

www.gem.gov.in

JANUARY-MARCH 2021



GeM
QUALITY
REPORT
JANUARY-MARCH 2021



GeM
QUALITY
REPORT
JANUARY-MARCH 2021

SR. NO. DATA ELEMENTS VALUE

1. Title GeM Quality Report

2. Target Audience Stakeholders of GeM including Buyers, Sellers,
Industry Associations, Partners etc.

3. Source (This report is part of
GeM Quality Framework)

This report provides the statistics on overall health and quality 
of GeM platform during the reporting period using KPIs 
mentioned in GeM Quality Framework which has been further 
derived from the overall GeM Analytics Framework ‘Analytics 
on GeM V0.8’.

4. Publisher GeM

5. Document Number GeM/QR-2020-21/12

First Quarter - Apr-Jun ’18
12th July 2018

Fourth Quarter -Jan-Mar ’19
17th April 2019

Third Quarter - Oct-Dec ’19
17th February 2020

First Quarter - Apr-Jun ‘20
27th July 2020

Second Quarter - Jul-Sep ‘20
19th Oct 2020

Third Quarter- Oct-Dec ‘20
29th Jan 2021

Second Quarter - Jul-Sep ’18
12th October 2018

First Quarter - Apr-Jun ’19
24th July 2019

Fourth Quarter- Jan-Mar ‘20
14th May 2020

Third Quarter - Oct-Dec ’18
12th January 2019

Second Quarter- Jul-Sep ’19
Not Released

Fourth Quarter - Jan-Mar’21
20th April 2021

REPORT METADATA

REPORT HISTORY



GeM
QUALITY
REPORT
JANUARY-MARCH 2021

GeM
QUALITY
REPORT
JANUARY-MARCH 2021

dk;Zdkjh lkjka’k  ............................................................................................................................................

Executive Summary  ..................................................................................................................................... 

 1.     Purpose of the Report  ......................................................................................................................... 

 2.     Quality on GeM  ................................................................................................................................... 

 3.     Stakeholders in ensuring GeM Quality  ................................................................................................  

 4.     GeM Quality Framework (GQF)  ...........................................................................................................

 5.     Quality KPIs  ......................................................................................................................................... 

 6.     Analysis of GeM Quality  ......................................................................................................................  

 7.      Fraud Prevention  ................................................................................................................................ 

 8.     Incident Management  ........................................................................................................................  

 9.      #StayAlert – A campaign against fraudulent websites  ....................................................................... 

10.     Products and Services  ........................................................................................................................ 

11.     Appendix-1  .........................................................................................................................................

03

04

05

05

05

06

07

10

11

12

12

13

14

CONTENTS



GeM
QUALITY
REPORT
JANUARY-MARCH 2021

GeM
QUALITY
REPORT
JANUARY-MARCH 2021

tse xq.koÙkk ÝseodZ esa fu/kkZj.kkuqlkj fofHkUu iSekuksa ij IysVQ‚eZ 
ds lexz gSYFk o xq.koÙkk dh fLFkfr miyC/k djkus ds fy, 
çR;sd frekgh esa tse xq.koÙkk fjiksVZ çdkf’kr dh tkrh gS |

tse ij xq.koÙkk ds rhu çeq[k fgr/kkjd vFkkZr tse ,l ih oh] 
Øsrk rFkk foØsrk gSa ftUgsa ;ksxnku nsus rFkk lqfuf’pr djus dh 
vko’;drk gS | IysVQ‚eZ dh miyC/krk] bls lqxe cukus rFkk 
dk;kZRedrkvksa ds mi;ksx] ç;ksäkvksa ds {kerk fuekZ.k] çf’k{k.k 
rFkk ç;ksäk lgk;rk igqapkus ds fy, vdsys tse ,l ih oh 
mÙkjnk;h gS | 

lHkh ljdkjh [kjhn dks ,dh—r djds ,d IysVQ‚eZ ij ykus] 
rkfd cM+s iSekus ij fdQk;r dh tk lds] csgrj ewY;ksa dk 
irk yxk;k tk lds rFkk csgrj <ax ls ysu&nsu dh tk lds] 
ljdkjh Øsrkvksa dks flaxy ;wtj ¶yks çnku djus ds fy, tse 
us jk”Vª ds fy, ,d ,dh—r lkoZtfud [kjhn iífr l`ftr 
djus gsrq dne mBk, gSa | tse ^*esd bu bafM;k** dh igy 
dks c<+kok nsus ds fy, fujarj dk;Z dj jgk gS rFkk bls lq–<+ 
djus ds fy, ekdsZVIysl us cqudjksa] Loa; lgk;rk lewgksa rFkk 
f’kYidkjksa lfgr lkoZtfud [kjhn esa y?kq LFkkuh; foØsrk ds 
ços’k esa lgk;rk dh gS | 

tse ubZ çks|ksfxdh rFkk rduhdksa dk ç;ksx djrs gq, lnSo 
csgrj ç;ksäk vuqHko dks lqfuf’pr fd, tkus ds fy, ç;kljr 
jgrk gS | gky gh esa iqufoZØsrkvksa ds fy, foØsrk ewY;kadu dks 
Hkh l{ke cuk;k x;k gS | blls ç;ksäkvksa dks IysVQ‚eZ ij vkSj 
vf/kd fo’oluh;rk çkIr djus esa lgk;rk feysxh | foØsrk 
ewY;kadu rFkk NwV laca/kh vuqjks/kksa dh fj;y Vkbe fLFkfr dk 
irk yxkus ds fy, GeM&QCI ,dhdj.k fd;k x;k Fkk | foØsrk 
vkns’kksa rFkk lsok fooj.kksa ij ç’uksa ds fuokj.k ds fy, MsVkcsl 
dks ,dh—r djds GeMmy baVsfytsaV c‚V esa vkSj vf/kd o`f) 
dh xbZ gS | blls ç;ksäkvksa dh O;Lrrk esa vkSj vf/kd lqlaxr 
tkudkjh ds lkFk lq/kkj gks ik,xk |

tse us ç;ksäk vuqHko esa lq/kkj ds fy, dqN vfHko`f);k¡ Hkh 
dk;kZfUor dh gS ftuesa vuqdwfyr mRiknksa rFkk lsokvksa dsVy‚x 
ds lkFk fcfMax rFkk ^*tekur jkf’k tek djus** ds fy, 
dk;kZRedrk dks pj.k&1 (Phase 1½ dk dk;kZUo;u ‘kkfey gS | 

dk;kZfUor fd, x, vFkok dk;kZUo;u ds vafre pj.k ds vU; 
ifjorZuksa esa 48 vfrfjä jsyos dk;kZRedrkvksa ds vfrfjä ekax 
,d=hdj.k dks lfØ; djuk] ewY; fHkUurk /kkjkvksa] baLVkys’ku] 
VsfLVax] deh’kfuax rFkk mRikn [kjhn ds lkFk , ,e lh/lh ,e 
lh caMy o ekbyLVksu vk/kkfjr Hkqxrku dks lfØ; djuk ‘kkfey 
gS | bu vfHko`f);ksa ls foØsrkvksa ds fy, lsok ds nk;js esa foLrkj 
gksxk rFkk Øsrkvksa rd mudh igq¡p ds csgrj volj çkIr gksaxs| 
ekpZ ds eghus esa tse us fcfyax v‚Q DokfUVVh ¼BoQ½ Hkh y‚ap 
dh gS tks jsyos Øsrkvksa dks IysVQ‚eZ ij fuckZ/k :i ls ,dh—r 
djus ds fy, yach nwjh r; djsxk | 

lgh baflMsaV Hkstus rFkk ekdsZVIysl dks lsfuVkbt j[kus esa 
lgk;rk çnku djus ds fy, O;fä;ksa dks ekU;rk çnku djus 
gsrq tse dh xqM pSafi;u jSafdax Hkh ‘kq: dh xbZ gS |

tse rFkk blds ç;ksäkvksa ds chp laokn esa lq/kkj djus rFkk 
fnu çfrfnu dh viMsV ‘ks;j djus ds ç;kl esa ,d MsMhdsfVM 
Vhe ds lkFk lks’ky ehfM;k pSuy laikfnr fd, x, gSa] tks bu 
pSuyksa dks e‚fuVj djsxh| tse ds fofHkUu igyqvksa ds ckjs esa 
tkx:drk QSykus ds fy, bu pSuyksa dks Hkh ç;ksx esa yk;k tk 
jgk gS | ̂ *LVs vyVZ – QthZ oSclkbV ds fo#) ,d vfHk;ku** dh 
,d fjiksVZ tse xq.koÙkk fjiksVZ ds bl laLdj.k esa miyC/k gS |
 
orZeku esa iwjk fo’o dksfoM&19 egkekjh ls yM+ jgk gS rFkk 
Hkkjr bl egkekjh dh jksdFkke ds fy, iwjs ç;kl dj jgk gS |
tse Hkh Hkkjr ljdkj ds fn’kk&funsZ’kksa ds lkFk dk;Z dj jgk 
gS rFkk dksfoM&19 ls lacaf/kr mRiknksa dh [kjhn rFkk fcØh ds 
fy, ljdkj rFkk foØsrkvksa gsrq bls ;FkklaHko vklku cuk jgk 
gS| fiNyh frekgh dh lekIrh ij esfMdy rFkk lgk;d mRikn 
Jsf.k;k¡ o lsokvksa lfgr dqy 297 dsVsxjh ekdsZVIysl esa miyC/k 
gS | c<+rh gqbZ vko’;drk dks ns[krs gq, xq.koÙkk ds lkFk le>kSrk 
fd, fcuk vkSj vf/kd dsVsxfj;ksa dk irk yxk;k tk jgk gS| 
bl egkekjh ls yM+us ds fy, fofHkUu ljdkjh laxBuksa }kjk 
tse ds ek/;e ls bl frekgh esa 119 djksM+ #i;s ls vf/kd ds 
mRiknksa dh [kjhn dh xbZ gS | ̂ *tse dksfoM&19 fLFkfr fjiksVZ** ds 
uke ls ,d fjiksVZ  https://gem.gov.in/covid19-reports fyad 
ij miyC/k gS |

कार्यकारी सारांश
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tc rd nokbZ ugha] rc rd f<ykbZ ughaA vf/kd tkudkjh ds fy, fDyd djsa
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Every quarter,  the GeM Quality Report (GQR) is 
published to provide the status of the overall health 
& quality of the platform on various parameters as 
defined in the GeM Quality Framework (GFQ). 

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.

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. GeM is continuously 
working towards promotion of the ‘Make in India’ 
initiative and to strengthen this, the Marketplace 
has facilitated entry of small local sellers in public 
procurement, including weavers, self-help groups and 
craftsmen. 

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

GeM also implemented a few enhancements to 
improve the user experience that include 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 enabling 

demand aggregation, enabling price variation clauses, 
Installation, testing, commissioning and AMC/CMC 
bundled with product procurement and milestone 
based payments; in addition to 48 additional Railway-
specific functionalities. 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 BoQ 
functionality which will go a long way to seamlessly 
integrate Railways buyers on to the platform.

GeM’s Good Champion Ranking is also introduced to 
recognise individuals for raising correct incidents and 
helping in keeping the marketplace sanitised.

In an effort to improve communication between 
GeM and its users and to share day to day updates, 
social media channels have been setup along with a 
dedicated team to monitor these channels. These 
channels are also being used to spread awareness 
on various aspects of GeM. A report “StayAlert – A 
campaign against fraudulent websites” is available in 
this edition of GQR.

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 
sellers to procure and sell COVID-19 related products 
respectively. At the end of the last quarter a total of 
297 categories including medical and auxiliary product 
categories & services are available in the marketplace. 
More categories are being fast tracked according 
to the dynamic needs with no compromise in the 
quality. More than Rs 119 crore worth of products 
were procured in this quarter by various Government 
organizations through GeM to fight this pandemic. A 
report by the name of ‘GeM-COVID19 Status Report’ 
is available at link - https://gem.gov.in/covid19-reports 

EXECUTIVE SUMMARY
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Together we can fight COVID-19 Know More

https://gem.gov.in/covid19-reports
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This document is the GeM Quality Report (GQR) for the quarter Jan-Mar’21. 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.

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 expectation.

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.
 
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 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 Stakeholder 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
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s
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Figure 2 : GeM Quality Framework

The table in this Section, captures the data for last quarter i.e. Jan-Mar’21 with respect to baseline data 
of Oct-Dec’20 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 subsequent 
quality reports

QUALITY KPIs
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S. 
No.

Dimension KPI Oct-Dec'20 Previous 
Value

Jan-Mar'21 Current 
value

Units % 
change

Trend

1. Availability 
(Platform)

% uptime for GeM 
web portal 

Avg. for 1st Oct- 
20th Dec 2020

100.00% Avg. for 1st Jan- 20th 
Mar 2021

100.00% % 0% ↔

2. Availability 
(Platform)

% uptime for criti-
cal GeM services 

Avg. for 1st Oct- 
20th Dec 2020

100.00% Avg. for 1st Jan- 20th 
Mar 2021

100.00% % 0% ↔

3. Availability 
(Platform)

Average page load-
ing time (The lower 
the better)

Avg. for 1st Oct- 
20th Dec 2020

1.905 Avg. for 1st Jan- 20th 
Mar 2021

1.96 Sec. 3% ↑

4. Availability 
(Prod. & Ser.)

#products available 
on marketplace 

Total as on 20th 
Dec 2020

                
19,51,918 

Total as on 20th Mar 
2021

      
22,90,093 

# 17% ↑

5. Availability 
(Prod. & Ser.)

#services available 
on marketplace 

Total as on 20th 
Dec 2020

175 Total as on 20th Mar 
2021

179 # 2% ↑

6. Availability 
(Prod. & Ser.)

#new sub-catego-
ries added 

During 1st Oct- 
20th Dec 2020

2615 During 1st Jan- 20th 
Mar 2021

3442 # 32% ↑

7. Discoverabili-
ty (Catalog)

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

Avg. for 1st Oct- 
20th Dec 2020

1.01 Avg. for 1st Jan- 20th 
Mar 2021

1.13 Days 12% ↑

8. Discoverabili-
ty (Catalog)

%product uploads 
rejected 

Avg. for 1st Oct- 
20th Dec 2020

6.50% Avg. for 1st Jan- 20th 
Mar 2021

7.52% % 16% ↑

9. Operability 
(Registration)

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

Avg. for 1st Oct- 
20th Dec 2020

1.11 Avg. for 1st Jan- 20th 
Mar 2021

1.10 Days 1% ↓

10. Operability 
(Registration)

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

Avg. for 1st Oct- 
20th Dec 2020

4.49 Avg. for 1st Jan- 20th 
Mar 2021

4.51 Days 0.49% ↑

11. Operability 
(Registration)

%Seller (Active) 
profiles with com-
plete data 

Total as of 20th 
Dec'2020

97.4% Total as of 20th 
Mar'2021

97.6% % 0.25% ↑

12. Operability 
(Order)

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

Avg. for 1st Oct- 
20th Dec 2020

14.36 Avg. for 1st Jan- 20th 
Mar 2021

12.08 Hours 16% ↓

13. Operability 
(Order)

average time taken 
for Bid purchase

Avg. for 1st Oct- 
20th Dec 2020

44.87 Avg. for 1st Jan- 20th 
Mar 2021

40.16 Days 10% ↓

14. Operability 
(Order)

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

Avg. for 1st Oct- 
20th Dec 2020

12.38% Avg. for 1st Jan- 20th 
Mar 2021

8.81% % 29% ↓

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 Oct-Dec'20 Previous 
Value

Jan-Mar'21 Current 
value

Units % 
change

Trend

15. Operability 
(Payments)

% of payments on-
time (10 Days SLA) 

Avg. for 1st Oct- 
20th Dec 2020

24.95% Avg. for 1st Jan- 20th 
Mar 2021

37.45% % 50% ↑

16. Payment 
Overdue

Overdue payment 
as a % of due 
payment

Total as on 20th 
Dec 2020

92.45% Total as on 20th Mar 
2021

73.35% % 21% ↓

17. Operability 
(Ratings)

average vendor 
rating 

Avg. for 1st Oct- 
20th Dec 2020

3.99 Avg. for 1st Jan- 20th 
Mar 2021

4.02 # 1% ↑

18. Operability 
(Ratings)

Vendor profiles 
verified  

Total as of 20th 
Dec’2020

30263 Total as of 20th 
Mar’2021

37,303 # 23% ↑

19. Operability 
(Ratings)

Average buyer 
rating 

Avg. for 1st Oct- 
20th Dec 2020

3.27 Avg. for 1st Jan- 20th 
Mar 2021

3.29 # 1% ↑

20. Responsive-
ness (Cust 
Care)

customer satis-
faction score (Out 
of 5)

Avg. for 1st Oct- 
20th Dec 2020

3.76 Avg. for 1st Jan- 20th 
Mar 2021

3.77 # 0.27% ↑

21. Responsive-
ness (Cust 
Care)

service level (%calls 
answered) 

Avg. for 1st Oct- 
20th Dec 2020

93.32% Avg. for 1st Jan- 20th 
Mar 2021

93.27% % 0.06% ↓

22. Responsive-
ness (Cust 
Care)

% calls answered 
within 2 minutes 

Avg. for 1st Oct- 
20th Dec 2020

84.80% Avg. for 1st Jan- 20th 
Mar 2021

87.06% % 3% ↑

23. Respon-
siveness 
(Training)

#trainings con-
ducted 

Total for 1st Oct- 
20th Dec 2020

660 Total for 1st Jan- 
20th Mar 2021

727 # 10% ↑

24. Respon-
siveness 
(Training)

#buyer organi-
zations/ buyers 
covered 

Total for 1st Oct- 
20th Dec 2020

290 Total for 1st Jan- 
20th Mar 2021

290 # 0% ↔

25. Respon-
siveness 
(Training)

#sellers covered Total for 1st Oct- 
20th Dec 2020  

10401 Total for 1st Jan- 
20th Mar 2021  

11,219 # 8% ↑

26. Respon-
siveness 
(Training)

#states covered Total for 1st Oct- 
20th Dec 2020

29 Total for 1st Jan- 
20th Mar 2021

26 # 10% ↓

27. Product/ser-
vice quality

%order rejected 
post delivery (The 
lower the better)

Net value as of 
20th Dec’20

0.63% Net value as of 20th 
Mar’21

0.59% % 7% ↓

28. Product/ser-
vice quality

% subcategories 
with minimum 3 
sellers 

Net Value as of 
20th Dec '20

79.62% Net Value as of 20th 
Mar '21

77.2% % 3% ↓

29. Delivery 
Quality

order acceptance 
rate 

Avg. for 1st Oct- 
20th Dec 2020

94.16% Avg. for 1st Jan- 20th 
Mar 2021

95.21% % 1% ↑

30. Delivery 
Quality

% orders delivered 
on time 

Avg. for 1st Oct- 
20th Dec 2020

80.37% Avg. for 1st Jan- 20th 
Mar 2021

86.57% % 8% ↑

31. Delivery 
Quality

% orders cancelled 
before delivery 
(The lower the 
better)

Net Value as of 
20th Dec '20

0.97% Net Value as of 20th 
Mar '21

0.92% % 5% ↓
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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. 

ANALYSIS OF GeM QUALITY

10

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

• 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

Crowdsourcing Categories: Sellers can now suggest new categories on GeM Know More

http://www.gemcrowdsourcing.com/scp/register
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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, registration pattern 
- deviations/anomalies are identified and prevented on a regular 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 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.  

FRAUD PREVENTION

https://twitter.com/GeM_India/status/1377250497678110724
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Since it’s inception, GeM has faced a number of challenges but they used be for improvements and enhancements 
to achieve operational excellence. In recent times, GeM is facing a challenge raised 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 imposters, GeM has started #StayAlert campaign 
across all social medial 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 onboard, GeM is actively integrating with various ministries. In the current financial year, 
GeM has onboarded more than 1.5 lac self-help groups, artisans and weavers and close to 5.5 lac MSME sellers. 

 STAYALERT – A CAMPAIGN AGAINST FRAUDULENT WEBSITES#
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In the report period of Jan-Mar’21, more than 41457 incidents have been raised. 59.2% of incidents were related 
to catalogue (market) and 40.8% were related to post contract. Incidents against catalogues were raised majorly 
as an activity to remove insane products. Among post contract incidents raised during Jan-Mar’21, 48% were 
raised against buyers and 52% 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 the time to come. It is required to identify the major reasons of incidents and 
take corrective actions accordingly. 
 

INCIDENT MANAGEMENT

https://twitter.com/GeM_India/status/1377866782325673988
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With a catalogue of more than 22.5 lac products across 15000+ categories, GeM aims to cover almost all aspects 
of the needs of Central and State government departments and bodies. During report period (Jan-Mar’21), 
3442 sub-categories were created. GeM also caters to the services and outsourcing needs and has 179 services 
categories available in its portfolio. As shown in the graph below, the number of products and Services on GeM 
platform is constantly increasing. 

 PRODUCTS & SERVICES  
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Figure 4 : # of Product Categories Figure 5: # of Products 

Figure 6 : # of Service Categories

https://gem.gov.in/GeM-4.0
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APPENDIX - 1
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www.gem.gov.in

https://www.facebook.com/govGeM/
https://twitter.com/GeM_India
https://www.linkedin.com/company/government-e-marketplace/
https://www.youtube.com/channel/UC1LaBWVVZv3k23BZApfDlsQ
https://gem.gov.in/

