Scope of Work
Expansion of WIC Managed Services up to Union Level

This Scope of Work encompasses three (03) major services mentioned as follow for the purpose of Expansion of WIC Managed Services up to Union Level

1. Service for Shop Rental with Administrative support of Thana and Union Level Service Point 
2. Service for Thana and Unon Level Robi/Franchise/Local Partner/ Distributor’s Service Point Operation
3. Service for Expertise Care of Concept Center, Experience Center and WIC


1. Service for Shop Rental with Administrative support of Thana and Union Level Service Point 

Robi is planning to expand service point to Thana and Union level phase by phase. To roll out across the country Rob is like to deploy a Service Provider will work on behalf of Robi to lease shop and maintain the administrative support as per Robi defined criteria and guideline.

· This service solution will ensure shop rent including shop selection, negotiation with the land owner as per Robi’s given guideline and shop selection has to be done in coordination with Robi and local Distributor 
Shop Selection Criteria
· Shop location can be anywhere including Thana and Union HQ as per Robi’s requirement 
· Main road facing ground floor shop with no obstacle in front and preferred square shape with 10 ft celling height
· Business hub/main Bazar with high footfall area 
· Ready Shop/operational shop (no structural investment will be made) with electrical wiring, light -fan connections and shutter in good condition
· Structured or semi structured shop with approximate 150–200sft for Thana level and 100sft for Union level. Size may vary as per market type and business requirement 
· Shop owner legal documents must be checked and copy preserved by the service provider to avoid troubles in future 

· This service solution will do the rental agreement with the shop owner in coordination with Robi and local Distributor
· Service provider will pay monthly rent with other administrative cost ex. utility (electricity/cleaning /common security/water) where applicable
· Service provider will take care local trade license /display tax/ local labour office issues to operate the point on that locality smoothly in coordination with Robi & distributor
· Service provider will manage any types of disputes with the shop owner also inform respective Robi & distributor concern instantly

Location List for Pilot Project 
	Sl No
	District
	Area
	Thana
	Union / Ward
(shop location)

	1
	Bhola
	Bhola
	Char Fasson
	Char Fasson Paurashava

	2
	Bogra
	Bogra North
	Gabtali
	Naruamala

	3
	Chandpur
	Chandpur Matlab
	Matlab Dakshin
	Matlab Paurashava

	4
	Chittagong
	Fatikchhari
	Fatikchhari
	Bagan Bazar

	5
	Chittagong
	Anowara
	Banshkhali
	Banshkhali Paurashava

	6
	Chittagong
	Sitakunda
	Sandwip
	Musapur

	7
	Comilla
	Feni Outer
	Chauddagram
	Cheora

	8
	Cox's Bazar
	Cox's Bazar
	Maheshkhali
	Saflapur

	9
	Feni
	Feni Outer
	Chhagalnaiya
	Chhagalnaiya Paurashava

	10
	Feni
	Feni Metro
	Feni Sadar
	Kazirbag

	11
	Jessore
	Jessore Outer
	Abhaynagar
	Noapara Paurashava

	12
	Manikganj
	Manikganj
	Singair
	Dhalla

	13
	Mymensingh
	Mymensingh Outer
	Bhaluka
	Habirbari

	14
	Narayanganj
	Narayanganj Outer
	Sonargaon
	Sonargaon Paurashava

	15
	Narsingdi
	Narsingdi
	Palash
	Ghorashal Paurashava

	16
	Pabna
	Pabna
	Bera
	Ruppur

	17
	Tangail
	Mirzapur
	Mirzapur
	Ajgana


`




2.  Service for Thana and Unon Level Robi/Franchise/Local Partner/ Distributor’s Service Point Operation

Robi is planning to expand service point to Thana and Union level phase by phase, where single agent will manage the whole center operation. S/he will cater customer requirement and ensure services through his/her own smart phone required specification and manage end-to-end operation through below activities: 

· This service provider shall ensure open the center daily on time and also close the center according to the operation hour
· The service provider will ensure product availability by providing product requisition on time through smooth communication with respective partner (Robi/Franchise/Local Partner/Distributor)
· The service provider shall manage all types of daily administrative activities (ensure office cleaning indoor and outdoor both to maintain hygiene, on time service readiness, ensure utilities payment on time, stakeholder management and other local issue by regular communication with Robi/Franchise/Local Partner/ Distributor/Shop Owner (ex. market chanda, trade license issues, labour office, night patrol security guard cost, hizra chanda etc. if required). And will also build rapport with local authorities/influential person and time to time update if required. 
· The service provider need to use Robi provided data SIM in his smartphone handset (minimum specifications: RAM 6 GB, 5.5 Inch display, 4G enabled) and use it safely as per given guideline 
· This Service provider shall deliver service to walk in customers in all segments (Prepaid, Postpaid, Corporate, ERS, RSP, Roaming, VAS, MFS any other Sales and after Sales services etc.) available on in Thana and Union level service point
· This Service provider shall raise trouble tickets, service requests, etc. for Customer complaints, queries and requests in the system directly as per the processes defined by Robi during or at the end of the service and follow-up till the end
· This Service will handling query of walk in customers, doing up-selling and cross-selling, generate sales or VAS leads based on specific guidelines of Robi 
· All data, captured during customer interactions should be shared with Robi in a method approved by Robi, which may be through the service provider's applications/formats or through an application provided by Robi 
· The service provider will monitor the achievement of daily and monthly KPI for other center service solution in all parameters
· The service provider must comply with applicable legal and regulatory requirements, as well as company policy
· The service provider must ensure customer privacy, rights and company confidentiality
· This Service provider will extend support to service support/retailer/BP of assigned thana/uion
· This service provider will be responsible for attending training sessions for service skill and knowledge improvement assigned by Robi, the guideline of Robi/Franchise/Local Partner/ Distributor.

· The service provider shall have to run the operation and perform as per Robi requirements. Identify the reason of under performance for the center, take necessary action and ensure expected performance.
· The service provider shall responsible for daily stock & cash management, reconsillation, report sharing on daily, weekly, monthly and when required as per requirement. 
· This service provider will follow daily roster, maintain hourly performance and resolve any official issues instantly through communicating with Robi/Franchise/Local Partner/ Distributor
· Coordinate with respective concern of WIC manager/DMS/SM etc. for system/IT/technical issues to ensure smooth service 

· The service provider maintain official decorum with defined dress code and maintain professional environment in the center

· The service provider shall be responsible for looking after the Robi/Franchise/Local Partner/Distributor cash, inventory, cash & Cheque and take care all the assets in the time of operation

· Maintain all kind of banch financial collections smoothly and handover daily cash to respective Robi/Franchise/Bank/Local Partner/Distributor concern. 

· The service provider will drive Thana & Union level sales and services also provide back-up support to assign Thana and Union point 

· This Service will ensure outdoor event or outdoor customer engagement which included below activities not limited to below only-
Meet customer query
Promote new products 
RV & Scratch card sales
New Connection sales 
SIM replacement & WIN Back
Data, VAS & Bima  sales
Complain management
Customer meet program
Service event at the market
Corporate visit
D2D service
Device, Robi Shop product and other IoT products uder Robi 
Cash management, inventory management, cash & Cheque deposit to bank
Perform any other services as per requirement 


	Job Purpose:

	
Ensuring standard quality service from service pint by communicating, monitoring & controlling the service standards to reach customer satisfaction




	Key Accountabilities

	1. Perform all Front Desk Activities on Daily basis and Maintain quality Customer Service. And Complete Activation related tasks and ensure all sorts of Provisioning jobs according to Robi SOP.

	2. Satisfy customer needs and fulfilment of customer’s queries with latest Robi products, benefits and process.

	3. Maintaining Complain Management System tools while receiving customer complaints to track and resolve promptly. Coordinating with IT and TECH to query customer complaints

	4. Maintaining Daily and Monthly Activity Report & Assisting by Service Manager.

	5. Day to day follow up the RSP services and find out the Risk in terms of quality assurance.

	6. Produce feedback to customer Complains on priority basis and handle critical customer. 

	7. Meet the compliance of sales procedure.

	8. Prepare the daily operational Reports from system and manual for supervisor as per management required.

	9. Pushing and selling all kinds of VAS defined by Robi

	10. Promoting Mobile Financial Services (MFS) current and new as per the direction by Robi

	11. Visiting Customer all types as per client as and when required by Robi and Business 

	12. Upselling and Cross selling as per target 

	13. Promoting Campaigns current and latest campaigns including 4.5G/LTE and upcoming service

	14. Take and give training

	15. Center operation from opening to closing including to maintaining cash & Inventory at individual level and handover cash to respective concern (Robi/Franchise/Bank/Local Partner/Distributor).  

	16. Promoting and interacting with Customers to increase customer and service footfall

	17. Job covering as and when required by other center

	18. He/she will perform to implement the MSS & NPS action points to improve and maintain score as per Robi management requirement.

	19. Account management for individual customers (number can be jointly decided based on business need).

	20. Product Requisition, Product Receive, Product Delivery, Stock and  Inventory management.

	21. OBD &  Customer feedback call

	22. Must comply with applicable legal and regulatory requirements, as well as company policy

	23. All data, captured during customer interactions should be shared with Robi in a method approved by Robi, which may be through the service provider's applications/formats or through an application provided by Robi 

	24. Ensure customer privacy, rights and company confidentiality



	DIMENSION

	Financial Impact: cash collection through Bill collection, RV & SIM Sale (direct), device sales & reporting
Compliance meet 
Ensure Information security 




	Service Provider should ensure following skills, knowledge and experience of resources/personnel as follows:

	Educational Qualification: 
· Minimum HSC or Graduate from any discipline or 2nd year potential graduate students which has sound knowledge in Basic kowledge on mobile technology and digitization
· Diploma in IT or technical or any other field with good knowledge on digital 
· Service provider should  use general accent/tone (only local tone user is not allowed) 
· Service provider should be able to handle critical situation
· Service provider must be flexible to work outside of office and self motivated to achieve KPIs. 
· Service provider should Basic english writing and speaking ability with computer literacy (MS Excel) 

Service Requirements:
Age: Below 30
Minimum one year experience to work in Robi WIC as a service agent

Additional Requirements: 
· Moderate 4G handset with smooth operaitonal 
· Skilled/ adequate knowledge in Customer Service Management
· Excellent operational and leadership skills
· Good command in verbal and written communication
· Possesses problem solving, analytical ability
· Innovative and dynamic
Categories:
· Category 1 Thana Level : Standard for Thana Urban Area 
· Category 2 Union Level : Moderate standard for Union level 






KPI Parameters
MS cost will be 70% qualitative and 30% variable based on below KPI achievement 

	SL
	KPI Parameter
	Regular KPI base WIC Service

	1
	New Connection sale
	40%

	2
	Easyload sale
	20%

	3
	Data bundle sale
	10%

	4
	SIM Change
	10%

	5
	ICE
	20%

	
	Total
	100%



KPI of variable part:
*** Modality, KPI, weightage, parameter may be changed as per business requirement at any time duly inform to Service Provider before changes.
*** If any changes in KPI will be communicated to service provider over mail.
***Service Provider will ensure its personal wise performacne evaluation will be done by the service provider based on the performance data shared by Robi.  If any dispute on payment & evaluation found, adjustment will be done by following month or any period during the contract.




3. Service for Expertise Care of Concept Center, Experience Center and WIC

Robi is planning to open Concept Center & Experience Center to establish a futuristic tech hub with interactive digital experiences aiding customers in adapting to future solutions in alignment with company’s digital aspiration for providing technical and digital support. 
Under this service solution below activities S/he will cater customer requirement and ensure services and manage end-to-end operation through below activities:

· The service provider shall deliver service to walk in customers in all segments (Prepaid, Postpaid, Corporate, ERS, RSP, Roaming, VAS, MFS any other Sales and after Sales services etc.) available on in Concept Center/Experience Center and WIC along with all service activities specially take care of the below requirements of customer
-	Device setup
-	Apple ID/Andriod ID setup    
-	File transfer (phone to phone)
-	Device software related issue
-	SIM related issue
-	Product and service knowledge
-	Exclusive service details
-	Product recommendations (SIM, bundles, device, accessories)

· The service provider shall raise trouble tickets, service requests, etc. for Customer complaints, queries and requests in the system directly as per the processes defined by Robi during or at the end of the service and follow-up till the end 
·  The service provider will handling query of walk in customers, doing up-selling and cross-selling, generate sales or VAS leads based on specific guidelines of Robi
·  All data, captured during customer interactions should be shared with Robi in a method approved by Robi, which may be through the service provider's applications/formats or through an application provided by Robi 
· This service agent will be responsible for conducting customer engagement, learning session/workshop on futuristic technical advancement for customer to attract customers towards Robi
· He will be responsible for conduct training for other service agents and share his technical and expertise knowledge and develop skill of other agents
· Must comply with applicable legal and regulatory requirements, as well as company policy 
· Ensure customer privacy, rights and company confidentiality
· The service provider will ensure service support of assigned WIC/Service booth/Service Point as when required
· The service provider will be responsible for training, supervision & Development, performance management of service agents who will be assigned for WIC service solution by following the guideline of Robi.
· The service provider shall have to run the operation and perform as per Robi requirements. Identify the reason of under performance for WIC service solution, take necessary action and ensure expected performance.
· Weekly report, daily report, monthly report and adhoc reports prepare and deliver as per requirement 
· The service provider will ensure daily morning briefing, roster, hourly performance follow-up and resolve any official issues
· Coordinate with respective concern for system/IT/technical issues and ensure smooth service 
· Ensure WIC indoor and outdoor cleanness and maintain center hygiene 
· The service provider shall be looking after the WIC operations and take care all the assets  in the time of operation
· Maintain all kind of banch financial collections (bank deposit) smoothly along with maintain second admin role of POS solution 
· Take care of branch safety along with center key’s safekeeping 
· Maintain KPI along with branch target 
· Responsible for looking after the WIC/Concept Center/Experience Center opening to closing including cash management, inventory management, cash & Cheque deposit to band,  and take care all the assets in the time of operation
· The service provider shall ensure all kinds of branch performance, admin, stakeholder management etc. in absence of Center in charge
· 
·  The service provider will ensure outdoor event or outdoor customer engagement which included below activities
Meet customer query
Promote new products
Device setup
Apple ID/Andriod ID setup    
File transfer (phone to phone)
Device software related issue
SIM related issue
Product and service knowledge
Exclusive service details
Product recommendations (SIM, bundles, device, accessories)
RV & Scratch card sales
New Connection sales 
SIM replacement & WIN Back
Data, VAS & Bima  sales
Complain management
Customer meet program
Service event at the market
Corporate visit
D2D service
Device, Robi Shop product and other IoT products uder Robi 
Cash management, inventory management, cash & Cheque deposit to bank
Perform any other services as per requirement 

And below list (Table) of services to be performed from Concept Center/Experience Center/Service Point during daily operation not limited to this below table.
	List of services to be performed from AEC/WIC/Mini WIC/EC/Service Booth

	SL.
	List of services
	SL.
	List of services

	1
	Access Level Upgrade
	51
	Postpaid Migration ( Basic to Super Benefit)

	2
	Access Level Downgrade
	52
	Postpaid Migration ( Super Benefit to Basic )

	3
	Address Change
	53
	Package Query / Price - Pre / Post

	4
	Auto Debit Charge
	54
	Prepaid Sale

	5
	Bill Payment
	55
	Prepaid Balance Deduction

	6
	Bill Related Inquiry
	56
	PIN / PUK CODE

	7
	Bill Adjustments  
	57
	Postpaid Sale

	8
	Bonus / Special Offer Related Info
	58
	Provisioning / Registration Problem

	9
	Bonus / Special Offer Related Complaint
	59
	Refill Bar Unbar

	10
	Call Divert Process / Query
	60
	Scratch Card Overscratch

	11
	Cheque Receive For Corporate Bill
	61
	Scratch Card Recharge Problem

	12
	Tariff Details
	62
	SIM Replacement

	13
	Corporate Bill Payment By Bulk
	63
	Sim Replacement Info

	14
	COMMERCIAL WEBSITE PROBLEM
	64
	SMS Incoming Problem

	15
	COMMERCIAL WEBSITE QUERY
	65
	SMS Outgoing Problem

	16
	Corporate Service Related Query
	66
	Termination

	17
	Data (Data card) RELATED INFO
	67
	Unlimited Data Use / Charges / Query

	18
	Personnel / Family Package / PG Connection Installation 
	68
	Voluntary Unblocking

	19
	ERS General Query
	69
	Voluntary Blocking

	20
	ERS Balance Transfer Complaints
	70
	SIM Activation Problem

	21
	ERS Recharge
	71
	Ownership Transfer Query

	22
	Network Complaint
	72
	Credit limit Upgrade

	23
	F&F Add / Delete / Replacement
	73
	Credit limit Downgrade

	24
	Handset Package Sale
	74
	Desired Number request/ Dial duplication request

	25
	Handset Query
	75
	Termination Related Query

	26
	IR Complaints
	76
	Vas Activation /Deactivation

	27
	IR Tariff Query
	77
	VAS Related Queries

	28
	IDD Complaint
	78
	VAS Related Complaint

	29
	IDD Query
	79
	MMS Activation

	30
	ITEMIZED / DUPLICATE BILL REQUEST
	80
	MMS Charges/Use/Query

	31
	ITEMIZED Bill Activation
	81
	IR Service related query

	32
	ITEMIZED Bill Deactivation
	82
	Outgoing  bar

	33
	MCA Activation
	83
	Bill Delivery Channel Change

	34
	MCA Deactivation
	84
	IR Activation

	35
	MMS Complaint
	85
	IR Deactivation

	36
	MRBT Activation
	86
	Device setup

	37
	MRBT  Deactivation
	87
	Apple ID/Android ID setup    

	38
	MRBT Add
	88
	File transfer (phone to phone)

	39
	MRBT Delete
	89
	Device software related issue

	40
	MRBT Complaints
	90
	SIM related issue

	41
	MRBT Use / Charges / Query
	91
	Product and service knowledge

	42
	Sms Query
	92
	Exclusive service details

	43
	Ownership Transfer
	93
	Product recommendations (SIM, bundles, device, accessories)

	44
	Cash Management, financial closing, daily cash & cheque deposit to designated bank
	
	

	45
	Product Requisition, Product Receive, Product Delivery, Stock and  Inventory management.
	
	

	46
	OBD &  Customer feedback call
	
	

	47
	E-bill Activation/Deactivation
	
	

	48
	Mca Use/Charges/Query
	
	

	49
	Call/ Sms Charge Problem
	
	

	50
	Bill Not Received Complaint
	
	



Service Provider should ensure following skills, knowledge and experience of resources/personnel as follows: 
· Should be a graduate from any discipline or 2nd year potential graduate students which has sound kowledge on mobile technology, digitization 
· Have to be tech-savey with good performance track record with below below criteria 
· Technical proficiency: They should have a good understanding of mobile applications including troubleshooting common issues, diagnosing problems and solutions
· Customer service skills: Strong communication skills, patience, and the ability to explain technical concepts in a clear and understandable manner 
· Problem-solving abilities: Agent need to be adept at quickly identifying and resolving issues, often under pressure and within a fast-paced environment
· Attention to detail: Meticulous in work, ensuring services have been delivered accurately and that customer concerns are fully addressed
· Passion for technology: A genuine enthusiasm for digital products and a willingness to stay updated on the latest developments in technology 
· Prior experience: While not always required, previous experience in technical support, customer service, or a related field will be an added advantage
· More than 3 to 6 months experience to work in this field as a service agent and and need to meet some defined criteria set by Robi as per business requirement 
· Cadidate should not use local tone during conversation 
· Should able to handle critical situation
· Should be flexible to work outside of office and self motivated to achieve self KPIs and manage branch performance target
· Basic english writing and speaking ability with computer literacy (MS Excel)



Categories:
•	Category 1 Metro Cities: 	High Standard Resource
•	Category 2 Divisional HQ: 	Standard Resource


KPI Parameters
MS cost will be 60% qualitative and 40% variable based on below KPI achievement
	SL
	KPI Parameter
	Expertise Care

	1
	ICE
	30%

	2
	Easyload sale
	10%

	3
	Data bundle sale
	10%

	4
	Number of New connections
	20%

	5
	Non-Core Revenue 
(Device, IOT, Robi Shop etc.)
	30%

	
	Total
	100%



KPI of variable part:
*** Modality, KPI, weightage, parameter may be changed as per business requirement at any time duly inform to Service Provider before changes.
*** If any changes in KPI will be communicated to service provider over mail.
***Service Provider will ensure its personal wise performacne evaluation will be done by the service provider based on the performance data shared by Robi.  If any dispute on payment & evaluation found, adjustment will be done by following month or any period during the contract.


