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- - -S-499. I will appreciate i£ you kindly manaae some o£ your v aluable times by eoine 

--::rouah the report. 
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Execlltive Sllinmery 

As a part of academic requirement and completion of BBA pro8ram, I have been 

assi8ned to complete internship report on "Flow Chart, Developine, SOP, Estate 

Manae,ement Process, Travel and Expatriate of Robi Axiata Ltd." under the 

Buidance of M Sayeed Alam. Flow Chart and Estate Manae,ement process is a 

se8ment of administrative process; As such I have selected this topic to make it 

dear. I have divided this report in some sub se8ments. As a 1)oun8 intern in a 

reputed telecommunication compan1) like "Robi Axiata Limited" I have tried m1) 

best to 80 throue,h their Flow Chart, Developin8 SOP, Estate Manae,ement Process, 

Travel and Expatriate within little tenure of 03 months. 

The report starts with a 8eneral introduction "Robi Axiata Ltd" As well as its 

p urpose, scope and limitation. Then this report proceeds onto the preliminar1) talk 

about "Robi Axiata Ltd." Robi Axiata Ltd. one of the pioneers in the 

telecommunications private sector of Ban8ladesh, It is a joint venture compan1) 

between Axiata Group Berhad, Mala1)sia and NIT DOCOMO INC, Japan. At first 

it introduced with a brand name ARIEL in 1997 then it started a new journe1) 28th 

_ dIch, 2010. I have shown the vision, strate8ic 80al and principles of it. Afterward 

.::lere discuss about Robi Axiata Ltd.'s diHerent Division and Department. Then it 

carries on with Robi's Lone, Term Vision, CSR activities, Achievement. Than the 

!"eporl proceeds with the job part, where the jobs which is done b1) me is discussed. 

::or the sample. 
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Chapter 1: Introduction part 

U Introduction 

months attachment with an organization followed b q a report assigned b q the supervisor in the 

organization and endorsed bq the facultq advisor. I took the opportunitq to do mq internship in an 

international telecom companq what is one of the leading telecom service provider in 

Bangladesh, ''Rohi". 

nder the proper guidance of onsite supervisor MrMd. Shah Jalum Chowdhurg, I have conducted 

r:::tq studq on 'Recruitment and Selection process in Robi. Mq facultq supervisor Mr. M. Sa.1Jeed 

Alam, Assistant Prolessor ol East West Univenihj. also approved the topic and authorized me to 

uxepare this report as part of the fulfillment of internship requirement and gave me proper 

8wdance and assistance over time 

~bi Axiata limited is a leading telecommunication companq and being attached to this 

gdDization as per requirements of BUS 499 course for the last couple of months is a wonderful 

experience. The assignments received from mq supervisors helped me gather some basic 

~owledee regarding the Flow Chart, Developing SOP, Estate Management Process, Travel and 

::xpatriate that are being used hq this companq in the different departments. Mq supervisors 

:novided me the information regarding the process of the various tasks that are done for 

::::aintaining the organization. All the tasks have different segments. The entire works will be 

:::escn.bed in each segment. How a huge organization is maintained with some easq tricks can be 

d through this studq. Here we can also get an anal1Jsis on the procurement and contract 

=.a.nagement process. 

2 Background/ Origin ol the stud1;J: 

=='e report focuses on the developing SOP and £low chart, estate management process, travel and 

~triate activities to view its different spheres of tasks. I am interested to do mq report on this 

-;::;oic as it deals with the developing SOP and £low chart, estate management process, travel and 

:x;oa.triate, their task assortment, &' emploqee satisfaction towards the offerings. It requires 
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focusiD8 on the employee choices regardiD8 developiD8 SOP, estate management process, travel 

and expatriate and contract management assistance. It also finds out new array for supply chain. 

That's why I am really engrossed to do research on this theme. These management processes are 

very important part of an organization. There are several parts of an organizations management 

process. So I am doiD8 my report on this topic. 

1.3 Objective o£ the stud':) 

01 General Objectives of the report: 

General objective of the project is to fulfill the internship requirement for BBA program. In order 

to make the students more competent, East West University requires the students to take the 

Internship course, BUS 499, as a BBA program requirement which helps us to get accustomed to 

the real business world. To complete the course students need to spend three months at an 

organization and submit an internship report. 

:.3.2 Specllic Objectives o£ the report: 

From the broad objective stated above we can briD8 out the followiD8 specific objective: 

• To understand and analyze the developiD8 SOP and How chart, estate management 

process, travel and expatriate process of a renowned multinational telecommunication 

organization like Robi Axiata Limited. 

• To identify the strategies &' policies for SOP, estate management process and travel and 

expatriate process. 

• To find out their key unique features. 

• To analyze the methodology of SOP, estate management process andtravel and expatriate 

process in a simple way. 

• To find out bottleneck of their process with eHective solution to overcome the limitation. 

• To know about the challeD8es and time loss of their process. 
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14 Signilicance o£ the studlJ 

Other than determinina the key SOP, estate management process and travel and expatriate 

process for the management, it will also be useful to employees, management practitioners, 

competitors, industry and the society as a whole. Employees can find out how well or how bad 

these management processes is doina based in their satisfaction towards the organizational 

environment. Management practitioners can gain important insights regardina the areas for 

improvement or adequate spheres. Competitors can also benefit from the outcomes of this study by 

eettina an indication of where to focus its resources. Finally, the society at large will benefit if the 

bdinas help improve overall atmosphere of the organization because it will then contribute 

proportionate amount to the community it serves throueh CSR activities. 

151 Framework of the report: 

The whole report has been arranged with four specific parts. Part one named as introduction part 

which includes the introduction of the project. Here the topic, methodology of the study, 

limitations and significance of the study are introduced. Part two named as organization part 

which includes the description of the overall organization. Part three includes the main project 

part and part four contains the analysis &' conclusion. 

15.2 Target population: 

The target populations for the study are -

• Internal employees. 

• Vendors of the organization. 

• Key executives. 

:.5.3 Study Area: 

-=:-oe study will be conducted within the organization to represent the procurement and contract 

::na..nagement process of Robi Axiaia Limited. 
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1.5.4 Data Sources: 

For the information of the report both primary a.nd seconda.ry sources of da.ta. ha.ve been collected. 

But mostly the primary da.ta a.re used. Prima.ry sources of da.ta. consists va.rious da.ta. collected by 

in£orma.l interview with the employees. Seconda.ry sources including severa.l studies on Robi 

Axia.ta. Limited of the website publica.tions ha.ve been used for this purpose. 

1.5.5 Phases o£ the study: 

Data will be collected from diHerent executives, interna.! employees &' compdny vendors through 

in£orma.l interviews. Besides, severa.! website publica.tions will be studied. As it is a. descriptive 

study of the procurement a.nd contra.ct ma.nagement process of Robi Axia.ta Limited, so there is no 

specific sa.mple size or popula.tion a.nd a.!so there will be no survey for resea.rch. It is just a.n a.na.!ysis 

of the critica.! procurement and contra.ct ma.nagement process of the compa.ny. This descriptive 

study includes in£orma.tion collected from the popula.tion through informa.! interviews. The 

in£orma.tion collected for this topic is objective dS they are collected from the compdny's internal 

employees which are very much genuine. 

:'6 Scope and limitation o£ the studlJ 

:'51 Scope 

The scope of the study was the Supply Cha.in Ma.nagement in Robi Axia.ta Limited. But due to 

de of a.ccess to sources of informa.tion, the study ma.inly focused on the Procurement a.nd 

Contra.ct ma.nagement process of the compdny. From this point of view this report could be a. new 

contribution in the study of Knowledge, Attitude &' pra.ctice in urba.n Ba.ngla.desh concerning 

"" elecommunica.tion. And this ca.n be sa.id as a.n empirica.l study. 

:'5.2 Limitations 

While doing this project I ha.d to face some limitations. These are dS follows-

o This study hdS kept limited on a.na.!ysis. There is no forma.! test on a.ny hypothesis ba.se 

as it is a. procurement a.nd contra.ct management theme. 

o Time is the key constraints o£ this report. 

o To perform employee survey beca.me impossible beca.use of limita.tion in number of 

employee in SCM 
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o All the Information is not easily accessible or not permitted to disclose according to 

the company policy, rules and regulations on the disclosure of confidential 

information. 

17 Approach to the problem 

iJteraturerevievr. 

I focus on identifying the key factors for the SOP, estate manaaement process and travel and 

expatriate process and analyze each and evellJ task in this department in an obvious manner. '!he 

diHerent number of task and their organizing need to be analyzed. :Estate manaaement and 

expatriate processes are huge units &' it has tremendous categories of work I need to analyze the 

activities &' offerings of each work categollJ of the unit. '!hus through analysis of these issues I 

make an approach to the problem. 

I have identified some aspects which might be severely correlated with the procurement and 

contract manaaement process of the organization.1his unit needs to conduct its tasks through some 

software's to make it easy. '!his software's are used for documentation &' to provide notifications 

regarding various purposes. 

us Cost &' Time 

For the analysis of the report, it required no cost as I completed the entire analysis through 

interview &' discussion with the respondents and also through studying related materials 

regarding the procurement and contract manaaement process of this organization. 

11.e time frame of the study can be divided as follows: 

Events 1st Month 2nd Month 3rdMonth 

Information Collection 

Analysis &' Report Generation 

Findings &' Result Generation 
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Chapter 2: Organization Part 

21 Compa.nq Pro£ile 

Background of Robi Axiatd Limited.: 

A dqnamic and leadine GSM communication provider, "Robi Axiata Limited", is one of the 

pioneers in the telecommunications sector in Baneladesh. Formerly known as Axiata 

(Baneladesh) limited, Robi Axiata Limited is a joint venture company between the Axiata 

Group Berhad, Malaysia and NIT rxx::OMO INC, Japan. It started its venture in Baneladesh to 

meet the communication needs of people here in the year 1997, under the brand name of Aktel. 

Merwards, on 28th March, 2010, the companq was rebranded to "Robi". Robi has eot more than 

12.368 million subscribers as of 31st October, 2010. By servine the urban dwellers and rural 

people in tandem, Robi is eoine to fulfill the countrq's vision to make communication a basic 

necessity and with the reach at all levels of the society. Sharine Robi's experience and expertise 

with people of Baneladesh will not only assist in the development of the telecom infrastructure 

in the countrq but most importantly the people of Baneladesh remains connected and closer 

with each other. 

By servine the urban dwellers. and rural people simultaneously, Robi is eoiD8 to fulfill the 

countrq's vision to make communication a basic necessity and with the reach at all levels of the 

society. Sharine Robi's experience and expertise with people of Baneladesh will not only assist in 

the development of the telecom infrastructure in the countrq but most importantly the people of 

~ladesh remains connected and closer with each other. 

Robi is truly a people-oriented brand of Baneladesh. Robi marches ahead with innovation and 

c:rea.tivity. The company is providine the telecommunication services to support national 

~lecommunication poliClJ for a hi8her rate of telecommunication ratio and coveraee in 

3aneladesh. Robi is committed to provide warm, friendly approachable services to its valued 

C':.lSlomers as well as mass society. Robi serves its subscribers with the philosophy of the 

EXCellence with the limited interconnection. 

- e nsure leadine-edee technoloey, Robi has the international expertise of Axiata and NIT 

that support 2G voice, CAMEL phase 2 and GPRS/EDGE service with hi8h . 

U1B Paee Oof 51 



speed internet connectivitq. Its GSM service is based on a robust network architecture and 

cutting edge technology such as Intelligence Network (IN), which provides peace o£ mind 

solutions in terms o£ voice clarity, extensive nationwide network coverage and multiple elobal 

partners for international roaming (IR). It has the widest International Roaming coverage in 

Bangladesh connecting 553 operators across 207 countries. Its customer centric solution 

includes value added services (VAS), qualitq customer care, easy access call centers, digital 

network securitq and £lexible tariH rates. 

As a customer focused In£ormation Communications Company, Robi believes in providing 

superior service that leads to good business and good development in the SOCiety. Robi believes 

that quality is continuous and never ending journey. Hence, any step taken by Robi is always 

upgrading, in order to expanding their network for better and more eHicient services to the 

subscribers. 
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Ntulle 01 the Com,xm" 

Sluueholden 

lfeddOllice 

.lJq:rCompetJton 

i?everJue 

CompanlJ Pro£Ue 

: Rohi Axiata Limited 

:Axiata Group Berhad ax. a ta 

NTIDOCOMO INC 1=1.jl£. flit. i 
: Ro:bi Corporate Centre 

5.3 Gulaha.n South Avenue 

Gulalum ... l, Dho.ko. ... I212; &nglo.deeL. 

:Cellulo.r 

:1007 

: Telecommunication 

: EDGE. GSM, GPRS 

: Ro:bi Muhurto To.riH plo.n, Robi Shoccb.o plo.n, 

Robi Protbom Pack.ge, Ro:bi Shorol Po.ck.ge, 

Robi Club To.riH Plo.n. 

: 12.368 Million (M.ud., 2(10) 

:3zd 

: 86% of the population 

80% Geograpb.ico.l network 

: 19% (M.ud., 2(10) 

: 26.034 hdlion (2010) 

: http:Uwww.rohicom..hd 
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2.2 Market Position and Customer base of Robi: 

Robi has got 19% market share in the Telecommunication industl'lJ in Bangladesh considering 

the subscriber base and is in the third position based on the number 01 customers. 

[
Teletalk 

2% 

Figure 1: Market share o£ Robi 

2.3 Objective of the CompanlJ 

ligure 1: Market Slutre 

of Mohile Operator 

(Accordmg to the 

BlRC datA 4B at 31 

March, 2010) 

Robi Axiata Limited started its commercial operations as a GSM cellular phone operator with 

the objective 01 oHering state-01-the-art and modem telecommunication services to the people 

of Bangladesh at competitive prices. 

2.31 Purpose and Principles o£ Rohi: 

''Rohi is Wlique. Our Dew hriUld is peopie-ceDtric We ezJst hea.rue 01 them. &'ljthintJ is DOW 

JX1681hle.&'ljDewidetJisiJpprecJiJtecIDOmiJlterwbereitcometilromwitbmtheOllJiUlizlJtJOlLlt 

i8.JJ iD ourow.ulumcb Dow. ,. 

o help people understand the idea mentioned above, the company described the new brand in 

renns 01 purpose and principles. 
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2.3.2 Purpose 

The purpose statement is their ambition for future, to set a common direction for new brand, a 

framework for all their strategic planning. 

Robi's purpose is also to empower their customers. They claim that, 

"We d4' tbexe lor you, whexe you WaDt aDd bJ tb.e wtly you WaD~ bJ order to help you develop, 

IJrOW aDd mttlce tb.e moat oIyour livetl tbrousA our aervicet/. n 

The new brand is here to help people to empower and enable themselves to make a better life. 

They also believe that, 

'We willlceep our proDJbtM aDd deliver. We will :iJmOVtlte, execute fresh Jdetta aDd, iJ8 tI 

DtltJoDwJde orlJa.uiztttJOD, we will he respect/uJ olour customers aDd stttlceholden. n 

2.3.3 Principles of Robi: 

Principles statements define how people want to behave with each other in the organization. 

Robi Axiata Limited statement is about how the organization will value their customers, 

suppliers, and the internal community. For this reason Robi Axiata Limited Employees hold 

themselves accountable to the following gUiding Principles for the organization. From the 

perspective of Robi: 

o Passionate: We are Passionate-it's in all of us. Whether visible or hidden within lor 

whatever reason. Everything we do is about doing the best we can. We are there lor each 

other and we endeavor to help in every way we can. 

o Respectful: 

We are truly respectful to each other, our subordinates, peers, partners and customers. 

We treat everyone equally and we allow people to express their thoughts opinions in a 

respectful manner. 
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o Creative: 

:E.verqthil1$ we do we should do in a creative innovative manner. We bril1$ energy to our 

work. Our communications demonstrates our creative £lair. We provide creative and 

imaginative and services to our customers. 

o Open: 

We have no hidden agendas. We share information freellj. We can onllj be open with our 

customers, partners, and stakeholders if we are open with ourselves- regardless of 

hierarchlj. 

o Simple: 

:E.verqthil1$ we do and Sdlj should be simple and easy to understand. In terms of 

communications we make sure the massagil1$ is in plain, simple lal1$uage. Our plains are 

simple and uncomplicated. 

o Transparent: 

A few kelj words and phrases sums this up: Honestlj, openness, frankness, no lies, no 

deceit, no games, easillj understood. We are transparent with our customers, with each 

other, with our subordinate and peers. 

o :E.thicol: 

We are moral, upright, honest, righteous, virtuous, honorable, keepil1$ our promises in all 

we salj and do. We clearllj align to our internal and organizational code of ethics and 

code of honor. We will oppose all forms of corruptions. 

o Ownership: 

Whilst workil1$ individualllj or correctivellj, we clearllj demonstrate individual and 

collective ownership. Makil1$ mistakes is clearllj part of daillj business as it is part of 

daillj life- as 1011$ as we own up to this clear, no culture of fear. 
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4 ~ion, Focus and Vision o£ Robi: 

2. 41 Mission o£ Rohi: 

lobi aims to achieve its vision through being number 'one' not only in terms of market share, 

bu t also hy being an emplolJer of choice with up-to-date knowledge and products geared to 

address the ever changing needs of our hudding nation. 

2.4.2 Pocus: 

Axiata is focusing on not just developing a talent pool for the group and its subsidiaries - hut on 

succession planning for kelJ positions in the Rohi. Rohi Lea.dership program focuses on seven 

areas of leadership skills- strategic thinking, husiness acumen, result orientation, customer 

orientation, people management, coalition building and personal attributes. 

2.4.3 Vision: 

Robi's vision is to continuousllJ monitor its customer's needs and to plan accordingly. It will 

moni tor the development of technology and updated self to meet customer demand. 

2.4.4 Long-Term Vision of the Company: 

Robi strongly believes that subscribers are their most valuable asset. They have a strong 

Customer Service Center. Being always with their customers the Robi 1ielp line' is there. Robi 

has successfully migrated to a new switch with higher capacities in terms of accommodating 

higher customer base and as well as to let them use all the basic supplementaflJ services under 

GSM technologlJ. Robi Axiata limited expertise and experience are acknowledged 

throughout the industflJ. 

Demand is growing all the time, not simpllJ for the services it already provides, but for greater 

and more diversified services and even higher quality performance. Its pace is fast, rewards are 

high and work is of constant challenge. ThelJ introduced the hoth-walJ national roaming all 
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through their network coverage. The Prepaid services with enhanced features have been 

commercially commenced successfully and now they are takine some projects to accumulate 

more advanced technoloeical features in their network. In terms of Network Quality, the 

company will ensure not only the equipment are of world class standard but more importantly 

its size or capacity is catered to the ri8ht dimensionine of customer base, in order not to face the 

problems of drop calls or coneestion. 

All these are done throueh proper plan nine, control and schedule maintenance proeram. They 

maintain the benchmark for providine the quality services. They monitor these through 

eeneratine reeular reports and on site survey. I£ there are any weak siBnals or a call drops, the 

skilled eneineers are providine services round the clock to resolve the problem instantly. This is 

the most important key resource factor in Robi Axiata limited. Robi has efficient human 

resource. 

Moreover, its decisions are based on facts from market research and coverage survey. Moreover, 

the above objectives can only be achieved through the ri8ht people. Robi has put its keen eyes 

in developine its employees through proper trainine, as they believe that the most important 

asset for Robi Axiata Limited. So they are ensurine quality services by quality people. Robi has 

the plan to eive opportunity to every household in usine cellular service in the country at the 

competitive price providine unparalleled quality service and customer care. In achievine this 

They can't wait for more interconnection facilities with the fixed network. Robi is plannine to 

enforce their strone efforts to create their own independent network. They have already started 

the Dhaka-Chittagone Robi backbone. The future plan is to vieorously expand the network, 

which was called cell to cell expansion, coverine almost all the reeions of Baneladesh within 

the year 2012. 
/---T~ 
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25. Compdlllj Achievements: 

o Robi has been conferred the prestigious Frost &' Sullivan Asia Pacific ICT Award 2010 for 

'Emer8ina Market Service Provider of the Year' 

o Awarded the prestigious lund 8rant from GSMA MMU (Mobile Monelj for the Unbanked) 

in 2009 

o Crossina10 million subscribers mark in 2009 

o Ranked within top 6 8lobal comparable telcos in AT. Kearnelj benchmarkin8 exercise in 

2009. 

o Cost optimization project Sdved 2 times of what was projected. 

o The weekllj Financial Mirror Samsuna Mobile &' Robintex Business Award 2008-2009 

as the best Telecommunication Companlj. 

o Telel..ink Telecommunication Award 2007 for its excellence in service, corporate social 

responsibilities and dealership management for the ljear 2006 in commemoration of 

World Telecommunication Dalj 2007 

o Arthakantha Business Award 8iven blj the national forlnightllj business magazine of 

Banaladesh for its excellence in Service in telecom sector. 

o Financial Mirror Businessmen Award 8iven blj the national weekllj Tabloid business 

magazine. 

o Deshbandhu C. R Das Gold Medal for contribution to telecom sector in Ban8ladesh. 

o Beautification Award for exceptional contribution to the Dhaka Metropolitan CUlj from 

th 
Prime Minster Office on 13 SAARC summit. 

o Standard Charlered-Financial Express Corporate Social Responsibilitlj (CSR) Awards 

2006 for contribution in Education, Primallj Iiealth, Povertlj Alleviation and Ecolo8ical 

Impact. 

o Desher Kagoj Business Award 2006 for corporate social responsibilities activities. 
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2.6. Corporate Social Responsibilities: 

Robi Axiata Ltd. is always committed to the society. In fact, 2005 &' 2006 were a year of 

exploration into Corporate Social Responsibility (CSR) for Robi Axiata Ltd. To actively identify 

and start establishing Robi Axiata Ltd. as a concerned entity devoted to the development of many 

social interests throughout greater Bangladesh based on four core values. There are enlightened 

through education, Assure better health, Protect environment and Fight with poverty. In 

recognition of its CSR effort, Robi Axiata Ltd. is the first among all mobile phone operators to win 

prestigious "Standard Chartered-Financial Express Corporate Social Responsibility Award-

2()()(5". 

Robi Axiata Ltd. believes education platform remains the main focus to develop a nation. To 

ensure an early jump into technology and intellectual transfer, Robi Axiata Ltd. has established a 

tradition of providing scholarships every year to three individuals to complete their higher studies 

in Multimedia University in Cyberjaya, Malaysia. To provide a world-class teaching and learning 

resources for Bangladeshi professionals, Robi Axiata Ltd. joint hand with Chittagong Skills 

Development Center (CSDC), Underprivileged Children's Education Programs (UCEP­

Bangladesh), etc. Robi Axiare Ltd. also aims to identify and supports indeed those in need of basic 

infrastructure to practice the fundamentals of Islam. This contribution goes in building orphanages 

and renovations of mosques all across the Bangladesh. 

To improve living condition of distressed people; Robi Axiare Ltd. has always been prOviding 

support to them. As a shared concern with the society at large, Robi Axiata Ltd. also focused 

:awards the roaming street children found throughout Baneladesh. Not only with Robi Axiare 

:...td. continue its thrust towards identifying &' involving itself with more avenues for CSR 

odivities, it encourages the fellow enterprise of Bangladesh to participate in such activities on a 

reauiar basis. By becoming more aware of living &' social community, Robi Axiata Ltd. can 

certainly see so many areas to be involved in. Only through concerted efforts of the private sector, 

:here will be emerged a socially responsible collective consciousness. 
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2.6.1 CSR Highlights: 

o Robi organized 'Konthe 0 T ulite Baneladesh' contest (Wednesday March 31, 2010) 

o Robi initiates health camp at Ra.nepur for underprivileged women (Wednesday March 

07,2010) 

o Robi Axiata Ltd. pleJee for 'Healthy Women, Healthy Family' (Sunday March 08, 2010) 

o Robi Axiata. Ltd. stands beside the visually impaired people of the society (February 28, 

2010) 

o Robi Axiata Ltd. donates sewing machines for the underprivileged women (January 31, 

2010) 

o Robi stood beside the cold aHected people of Northern region. 

o Robi Axiata. Ltd. &' The Daily Star have jointly initiated Enelish in Schools (:ElS), a 

langua.ee leamine program to promote English laneua.ee lea.rnine at secondary schools 

across the country. 

o Robi Axiata Ltd. was besides the cold aHected underprivileged people of the city. 

o Robi Axiata. Ltd. stands besides SOMA 

o Robi Axiata Ltd. had taken various initiatives in Bishwa Estema 2008 

o Robi Axiata. Ltd. organized debate championship 2008 in Chitta.eong. 

o Robi Axiata Ltd. joined hands with SElD trust rehabilitate children with disabilities 

especially intellectual and multiple disabilities into mainstream society and to facilitate 

activities directed towards ensurine the rights of such children. 
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2.7 Organizational Structure: 

The organization is headed by its Chief Executive designated as the Managing Director 

entrusted with overall responsibilities of business direction of the organization and leading 

dynamically towards the attainment o£ its purpose and principles. In attaining the purpose and 

principles, the Chief Financial OHicer, General Managers &' department Heads assists the MD. 

Robi has established a strong and formidable sales channel, which consists o£ direct dealers and 

its own sales force. 

Admin Corporate 
AffaIrs 

Feel '19: ',:orpo' ate 
((I - l1lJr cat Ci""I! 

SeC1..1 :1' 3. '.'e clio 

='e glor "I ~ .. p-
por: C'npa~y ,,far.': 

(~R &, 

Regul;;tory 

Te (r~ l(a 

'2g Jla:lc,'1 

£corrO!"rli( 
'egJla:ICl 

Re gd:C"!, 
\:orrp ia1G? 

CEO 

HR Strategy 

Grga 'liZj:!O'"l 3 ~ J5 lr ~~ ~ 

De','€ :P1HI d2'.'el,opn· e 1: 

H=. C r,( ,or ; ~ J 5 Irf!~ ~ 

~ : r~ fi g), 

''::c~pete n,~ 

De'l f ';: p ,: rt Co"porjte 
Ta-Iage ..... 1 2 1~ 

Err plo)~'ee ='g 0' 
r G '1~ ~ '::on" D!i-

al':e 

Legal 

Transformation Office 

Eth ics Office 

Internal Audit 

Technology 

ue'I ~ ':D'T'e r 

C' a-n ng 

'llC'err g-:,(or' 

'::enral 

opelc:icn 

=!!? r,lIc 1a 
c~ r,,: Dr ; 

-IF ; J;r'le;\ 
pa'lIT 

Fmance 

CDrpO'C:~ 

f "'l c 1 ( ~ 

= l c l ( a 

Market 
operat ion 

~~1c "ke t 

S~ r ~Ie gy 

Ii Pric n9 

:',cc(J", '1: rg& .... 1.; ' ·:e t., \~ 

~~1c '1a ge """fe :J: 

rep,y:ir g E' J~iI"2,; Se es 

SCt1 

e J ~ ~~~ 
': 0,'11' (11 

T' a-\for~ ~r IDl 

Of ':e-

-IF. :; J;in~ ;\ 

pi!':r"€' 

Figure 2: Organogram o£ Robi Axiata Limited 
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2.8 Chain o£ Command 

The organization is headed by its Chief Executive designated as the Managing Director entrusted 

with overall responsibilities o£ business direction of the organization and leading dynamically 

towards the attainment of its Vision, Mission and Goal. In attaining the above mission, the MD is 

dSsisted by 4 general managers Robi Axiata Ltd. has established a strong and formidable sales 

channel, which consists of direct dealers and its own sales force. 

2.9 Divisions &' Departments o£ Robi Axiata Ltd. 

Robi is operating with following Divisions / Departments having its establishment in different 

locations at Dhaka., Chittagong and other regions of Bangladesh. 

2.91 Robi has following divisions: 

o Commercial Division 

o Information Technology Division 

o Technology Division 

o Finance Division 

o Human Resources Division 

o Market Operation Division 

o Strategy Division 

o Corporate Affairs Division 

o Administration Division 

o Regulatofl] Division 

2.9.2 Robi has following departments: 

o Business Strategy Department 

o Business Development Department 

o Development Department 

o Planning Department 

o Implementation Department 
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o Central Operation Department 

o HR Business Partner Department 

o Business Control Department 

o Economic Re8ulation Department 

o Employee Relation &' compliance Department 

o Facility Mana.eement Department 

o Revenue Assurance Department 

o Re8ulatory Affairs Department 

o Re8ional Support Department 

o Re8ional Operation Department 

o Internal Audit Department 

o Corporate Finance Department 

o Financial Accountine &' Mana.eement Reportine Department 

o Financial Compliance / Insurance &' Process Improvement Department 

o Company Secretary Department 

o Corporate Mana.eement Department 

o Corporate Communication &' Media Relation Department 

0 Company Affairs Department 

0 Competence Development Department 

0 CSR &' Sponsorship Department 

0 Technical Re8ulation Department 

0 Transformation Office Department 

0 Marketine Strate8Y &' Pricine Department 

0 Marketine Department 

0 Consumer Sales &' Service Department 
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2.10 Marketing Division 

2.10.1 Marketing Stra.tegies: 

RAX always wants to achieve the desired sales erowth and customer base. RAX wants to 

encourage the existine customers to use more o£ their services. They launched a packaee called 

"Robi EID OOUBLE BONUS· which was one of their successful initiatives for obtaining potential 

customers. 

2.10.2 Product Positioning 

Initially RAX's tareet was to reach the top, but other mobile operators are also tareeting to the 

erass roots level and thus increasing their customer base. RAX wants to be the leader with eood 

quality and desiBning products for the middle and lower middle class ranee too. 

Marketing division constitutes seven units. A brief description of each unit is Biven below: 

2.10.2.1 Brand and A&P 

Brand and A&P denotes to brand and advertising & promotion. This unit deals with the overall 

brand management and promotion activities of the company. The unit covers both outdoor 

(billboards, road-overhead etc.) media and indoor (print & electronic) media. 

2.10.2.2 Product Development 

Product development unit is like the R&D unit o£ a company, which is responsible for developing 

new products and services. This unit is closely related to the marketing research unit. 

2.10.2.3 International Roamina 

International roamina (IR) unit is basically responsible for ISO, international SMS etc services. The 

core task o£ this unit is to neeotiate with foreiBn telecommunication companies and to expand the 

international coverage by making deals with them. 
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2.10.2.4 Corporate Sales 

Corporate sales unit deals with the sales of products and services to other companies. The unit 

makes agreements with different companies to be the corporate clients of Robi and only handle 

the corporate level sales. 

2.10.2.4 Direct Sales 

Direct sales unit is responsible for the sales of products and services to the mass customers through 

the customer service centers. 

2.10.2.5 Dealer Management 

Dealer management unit oversees the dealers of the company around the country. 

2.10.2.6 Advertisement and Promotion 

Robi GSM are trying to convert non users to mobile phone users stressina the benefit of GSM 

services, and with the service benefit of Robi that will make their life easier. To serve the market 

more accurately their waet market will be further seamented based on p8ychoaraphlcs and 

business sites. The strive to develop a better product will be a continuous process. Conducting of 

market research will be held every .3 months. They will use their import to develop new products 

based on the data they will aet from survey. Thus the product will be desi8ned to meet the 

customers need. Robi has a wide variety of promotional activities. The promotional activities 

include TV., radio, newspapers, magazines, flyers, brochures, etc. Robi has also put up billboards at 

certain strateaic locations in order to attract customers as well as aive their products and services a 

boost so that they can increase their customer base. 

Robi branding has been carried in order to bring about its brand awareness. They are trying to 

identify Robi as a unique product so that it can be differentiated from its competitors. Billboards 

are there to attract attention and appeal to customers so that they are aware of Robi's products 

and services. Mostly billboards have been put on main roads and some major shopping centers 

around Dhaka city like Eastern Plaza, where mostly the younger aeneration hang out. 
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This in tum would attract that segment of customers within a specUic age group, i.e. teenagers and 

people in their early twenties, as this generation has the urge to communicate frequently and be 

up-to-date on recent events. lhus, by promoting their products and services throuah these various 

media, electronic as well as press advertisements, Robi can well be in the way of obtaining it's 

vision and so resulting in a higher subscriber base and in tum a higher potential market share.lhe 

Commercial Division distributes leaflets or brochures so those new customers can find out 

information about Robi's various packages and choose from among them. 

2.11In£ormation Technologlj Division: 

IT division constitutes seven units and they dosely work together. 

211.1 Value Added Services (VAS) 

Value added service is a unit that implements the developed concepts and ideas of the marketing 

division. This handles the VAS content providers who are the third party to the company. 

211.2 Billing 

lhe billing unit is responsible for processing and monitoring the billing systems for the postpaid 

users. The unit has a manager who reports to the AGM of IT. 

2.11.2 Ro.ting (postpaid) 

This unit is responsible for charging the rates of postpaid services.lhe unit fixes per-minute and 

pulse rates and also fix the pulse durations. It has changes the rates on demand basis. 

2113 Prepaid 

This unit only deals with the prepaid service. It administers the e-fill and scratch card systems. At 

the same time, it fixes per-minute and pulse rates and fix the pulse durations. 

211.4 Product Configuration 

This unit is responsible for designing and developing products and services. I t develops the 

blueprints of the product design. 
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2.115 Billing Operation Team 

Billing operation team is responsible for administering the entire billing process and developing 

required software for collecting bills from postpaid users. 

2.116 Customer Relation Management (CRM) 

This unit supplies required software to the customer care centers and work with these centers side 

by side. The centers usually inform CRM concerning their necessaries and the unit prepares 

suitable software for them. 

2.12 Finance Division 

Financial division has eight units dealing with financial matters of the company. 

2.12.1 Treasurq Management 

Corporate finance unit consists of the treasury management and LIe. Treasury management 

deals with the inflow and outflow of the company, whereas LIC (letter of credit) deals with the 

LIC opening banks and other foreign banks. 

2.12.2 Accounts Payable 

This unit keeps track on the accounts payable of the company. 

2.12.3 Accounts Receivable 

This unit keeps track on the accounts receivable s of the company while preparing the balance 

sheet. As Axiata. is a large company with thousands of financial transactions every day, a unit to 

keep track on the accounts is necessary. 

2.12.4 Core: Account 

Core account is an important unit of the finance division dealing with the budget and fixed assets. 

The annual budget of various departments is prepared under the close observation of this unit. 

2.125 Revenue Assurance 

Revenue assurance unit consists of the revenue assurance and fraud management. Revenue 

assurance monitors the transactions and assures all protection of the finances. On the other hand, 

1.IIIIII1IIIII"1!I!n!.I!IJil~!&~ement protects the fraudulences take place in the daily transactions. 
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2.12.0 T4Xdtion 

T4Xdtion unit takes care o£ the tax, VAT and tariHs o£ the company. 

2.12.7 Reporting unit 

The reporling unit reporls the entire financial transactions Axiata to the parent company. 

2.12.7 Costing 

This unit £orecasts the costing o£ di££erent deparlments and resorts them regarding the expected 

expenditure of any alternation. 

2.13 Technical Division: 
The technical division consists of three major units- planning, infrastructure, and properly 

management. 

2.0.1 Plo.nning 

The planning unit makes plans regarding the technical matters such as the RF, SWITCH etc. They 

assure the proper placement of technical devices and equipments. 

2.o.2ln£rastructure 

The infrastructure unit selects the locations and builds the base transceiver station (BTS) towers. 

They are also responsible for the maintenance of the towers. 

2.0':; Properly Management 

The properly management unit manages the technical equipments and assets. 

2.14 Human Resource Division 
Human resource deparlment is responsible lor the recruitment and training of the employees of 

the company. They also monitor the pertormance and handle the promotion and salary related 

matters. They also administer the regulations of the company. 
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2.15 Corporate Strateg1.j Department 

The corporate strategy department determines the long term strategies and short term plans. All 

the corporate level policies come from them and they are also responsible for the implementation. 

2.16 Corporate Mairs Department 

The corporate affairs department is responsible for the internal and external synchronization. At 

on hand, they coordinate with outside companies. Along with that, they harmonize among the 

diviSions and departments inside the company. 
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3.0. Product Portfolio 
Robi mainly offer two types of product based on the subscription category for general subscribers­

Pre-paid and Post-paid. 

3.11 Pre--paid package: 

Robi Pre-paid is continuously offer new features and plans to provide absolute freedom to the 

customer. Robi offers a single Pre-paid package with different tariff plans to meet different types 

of needs instant, easy and multiple migration facility form one tariff to another. Tariff plans are as 

follows-

D Robi Club Tariff Plan 

D RobiProthom 

D Muhurio Tariff 

D Shoccho Tariff 

D Shasroyee Tariff 

D Shorol Tariff 

For the entrepreneurs Robi offer a different package called Uddokta &' Easy Load Tariff. 

31.2 Post--po.id package: 

Robi offers few lucrative Post-paid Packages named Simple plans, Normal plans, and Robi 

corporate. These Tariff and facUities can be easily found from the webpage: www.rohi.combd 
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.3.2. Services 

3.2.1 Supplementary services: 

o Call Waiting and Call Holding 

o Call Forwarding 

o Call ConIerencing 

o National Roaming-Both way 

o Dedicated Customer Services 

o Music 

o Entertainment 

o Downloads 

o Internet &' Data Services 

o Messaging 

o Community &' Chat 

o In£ormation &' Services 

o Mobile Assistance 

o :Education &' Career 

o Islamic In£o 

o Li£estyle 

O M-Ticket 

o Finance 

o Balance T rans£er KAt"nlP.!I!t 

o Call Management etc 
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4.0 Process Plow 

41 New Acquisition /Renewal o£ O££ice / Rohi Sheba /:&pat House /Warehouse: 

o Concern user raise requirement to CPr {Admin play role as a CPr member}. 

o Admin Attend "site visit" with CPr team {when as required basis}. 

o Provide technicdl feedback {when as required basis}. 

o Attend "Negotiation meeting" with CPr team {when as required basis}. 

o Check and verily "Approval Note" and provide consent. 

o Check and verily "Dralt Lease Agreement" and provide consent. 

o Provide Signature at "Lease Agreement" {when as required basis}. 

o Start process for 'Takeover". 

o Collect soft copy of Lease Agreement and Approval copy from SCM and process for PR 

{Payment Request} in SAP in line with Lease Agreement details. 

o Follow up with SCM for PO {Purchase Order} completion. 

o Process lor Advance &' Security Deposit Payment as per Lease Agreement. 

o Prepare Payment Instruction lor Advance &' Security Deposit Payment and collect signature 

from Unit Head and Head o£ Admin. 

o Process Down Payment Request (DPR) in SAP. 

o Suhmit Payment Instruction to Finance with Down Payment Request {DPR} number and lollow 

up for cheque issuance. 

o Delivery cheque o£ Advance &' Security Deposit to concern Owner. 

o StarlMonthly Rental Payment process. 
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4.2 Monthlg Rental Process for O££ice /Robi Sheba /Expat House /Warehouse: 

D Prepare Payment Instruction every month (as per Lease Agreement). 

D Check and verify Payment instruction and collect signature from Unit Head and Head 

of Admin. 

D GR (Good Receive) process in SAP for all Payment Instruction. 

D Submit Payment instruction to finance with GR details for issuina cheque. 

D Follow up with Finance to issue Monthly Rental cheque. 

D Collect Monthly Rental cheque £rom Finance. 

D Disburse Monthly Rental cheque to concern Owners. 

D Updated Rental data base monthly. 

43 Monthly Utility Payment Process forO££ice 

D Collect Utility bills (Electricity &' W ASA) from concern Owner. 

D Check and verify Utility bills with related documents. 

D Prepare Payment Instruction against utility bills. 

D Collect signature on Payment Instruction from the line supervisor /Unit Head. 

D Submit Payment Instruction to Finance for issuina cheque. 

D Follow up with Finance to issue Utility cheque. 

D Collect Utility cheque from Finance and disburse accordinaly to concern Owner. 

D Updated Utility data base. 
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4.4 Monthly UtiliilJ P dyment Process for Robi Sheba / Expat House: 

D Collect UtiliilJ bills (ElectriciilJ, W ASA. GAS, Internet etc.) round the month from 

concern Owner and concern o£ Robi Sheba 

D Check and verify UtiliilJ bills with related documents. 

D Prepare Payment Instruction for "Advance" against unpaid utility bills and collect 

signature from the line supervisor / Unit Head. 

D Submit Payment Instruction for "Advance" to Finance for issuing check 

D Follow up with Finance to issue Utility "Advance" cheque. 

D Collect UtiliilJ "Advance" cheque from Finance. 

D Submit cheque to Bank 

D Collect money from Bank and disburse to concern owner of &pat house / Head of 

Branch (HOB) of Robi Sheba for utility payment 

D Collect paid bills copy from concern owner of &pat house / Head of Branch (HOB) of 

RobiSheba 

D Advanced settlement with Finance. 

D Keep the oneina.! utiliilJ paid bill (Hard copy) in safe custody. 

D Updated utility data. base. 
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5.0 Operational SLA on Travel &' Expatriate Support, Facilitlj &' Estate Management 

5.1 Introduction 

This Policy is designed by the Administration Division to darily the General Administration 

policies and procedures with regards to a certain general administrative £Unctions pertormed 

throughout the 1M International (Bangladesh) Limited (AXB). To acquaint with the proactive 

backend Admin support provisions a.Hecting all over working areas o£ AXB. It is intended to be 

used by the executives at all levels, but truly belongs to all employees o£ Axiata (Bangladesh) 

Limited. 

The Administration Division has already ensured it's standard o£ service by providing quality and 

dependable general admin support to the administrative areas o£ AXB in the tilled o£ Electrical, 

Fixed Assets, Immigrations, Visa and Work-Permit processing, In-house Travel, Drinking Water, 

and many other Logistic Supports etc 

Our objective is to provide dependable quality Admin support at all AXB premises lor creating a 

proactive working environment that is constructive to both personal and pro£essional growth. 

5.2. Clumee in P oliC1,J 

AXB business and organization are subject to change, AXB reserve the right to interpret, change, 

suspend, cancel, or dispute all or any part o£ our policies, procedures, etc. with or without notice at 

dDy time. AXB will notily all areas o£ these changes. Changes will be eHective on the dates 

determined by the Company, and alter those dates all superseded policies will be null. 

No individual supervisor or manager has the authority to change policies at dDy time. 1£ you are 

uncertain about any policy or procedure, speak with your direct supervisor. The bottom o£ every 

page includes a dates in which the relevant section takes eHect. 

The Administration Division is responsible lor reading, understanding, and complying with the 

provisions o£ this Policy. 

5.3 Applications 

We rely upon the accuracy o£ in£ormation contained in this application and the accuracy o£ other 
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Operational SLA on Travel & &patriate Support, FacW.hj & Estate Management 

'!he purpose o£ the Service Level A.greement (SLA) is to detail the service arrangements between 

the parties covered by the A.greement.'!he process o£ developing the SLA will be used to establish 

a common understanding o£ these service arrangements. '!he other services provided by the 

Facility &' :Estate Mgt. will be detailed in separate project specdic SLA's. 

5.4 P arlies Covered by the A.greement 

4. '!he parties covered by this agreement are: 

5.4.1 Service Provider 

o Facility &' :Estate Mgt. 

5.4.2 Client 

o Robi Axiata limited 

5.5 Changes to the A.greement 

4. Any changes to the service levels specilied in this agreement will be subject to agreement by 

both parties. '!he exception to this will be changes resulting £rom issues beyond the control o£ 

either party. In these circumstances, the changes will still be recorded by both parties. 

5.0 Quality Assurance 

4. Admin (Facility &' :Estate) and Services will apply the £ollowing quality assurance system. 

Where £ailures to meet agreed services levels are identilied either through sectional reports or 

employee complaints, a report will be raised identilying the process £ailure lor MC 

h. Where a written complaint is received £rom an employee, the receipt o£ correspondence will 

be recorded and the employee will receive a written response detailing the action taken by 

Admin (Facility &' :Estate) team in respect o£ the complaint. 
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It is not intended that this agreement should have leBal consequence, rather that it should serve 

the mutual benefit of involved parties by providina a clear understandina of agreed operatina 

arrangements and pertormance criteria. It is expected that it will evolve over time. 

5.TIravel Support 

This SLA provides information regardina travel as a condition of employment. 

1 Travel Support: 

11. ltinero.rg: 

Employees intendina to travel out of the stations for oHicial purpose should submit the approved 

'1RA VEL ITINERARY FORM" to the concern Manager of Administration Division of Robi 

Axiata Limited at least 10 days prior to departure. {International & Domestic)Administration 

Division will make the arranaements of Air ticket as per the request. 

Original approved Travel Itineratlj Form must be submitted to the Concern Admin while goina 

for oHicial Trips, required to take £ollowina necessatlj steps: 

o Any International Travel Itineratlj must be approved by Divisional Head. Only CXO's 

itineratlj should be approved by Managina Director. 

o Itinerdtlj must be produced for oHicial travel. 
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5.7.1 Ticket Entitlements: 

International Air Travel for Official Buainea, 

Grade Entitlement Classes Remarks 

A Business CldSS 

B Economy Class If flying hrs is more than 6 hrs on board 
will be entitled lor Business Class. 

C Economy Class Do 

D Economy Class Do 

E Economy Class Do 

P Economy Class Do 

G Economy Class Do 

H Economy Class Do 

Administration Division will not be responsible to issue any Air Ticket without approved Travel 

Itinerary. Exceptional issues may be considered by Head ol Admin on behaH ol the E-mail request 

£rom the concern traveler. 

5.7.2. Passport validity for local Employee 

For any International travel the P dSSport must be valid lor next 06 (six) months onward to comply 

visa procedure. 

5.73. Applying for visa for local employee 

To obtain visa for any country the concern travelers should responsible to inlorm Administration 

Division at least 10 working days before lor Inter Asia and ~ working dalJS before for Europe &-' 

other state (subject to Em~ poliClj). 

5.7.8. Hotel Accommodation 

Arranging Hotel for Robi and Axiata group emplolJees (as &-' when required) as per the 

entitlement (HR benefit poliClJ)' 

018 Paae34o£~l 



5.7.9. Confumation of Air Ticket 

o Enlisted vendor will ensure all International and Domestic Air Ticket upon requesting of 

desi8nated Admin personnel alone with pertinent documents. No personal ticket will be 

treated as oHicial. 

o Responsible Admin Manaeer will inform the status of Ticket Booking accordingly if 

every thine is suitable for the said then only Ticket will be issued to the concern traveler. 

o Ticket confirmation will be subjected to the availability of the respective air lines and 

schedule. 

5.7.10. Cancellation/ Reschedule o£ Air Ticket 

o For any cancellation/reschedule issue the concern traveler should be responsible to 

inform Administration Division (241ua before for I...oaJ &' 361ua before for International 

and cancelation/ reschedule request should be communicated to the Administration 

Division throueh email communication with proper justi£ication. When cancelling or 

changing a reservation, a percentaee of amounts will be deducted by the air ticket 

authority (cho.ree applico.ble subject to lespective Air linea policg). 

5.7.11. Airport Logistic Support 

o Only CXO level will be entitled to eet required Airport protocol support from 

Administration Division (subject to Individual requeet)Oubource vendor 

o For CEO &' MD and the Board Directors above, will be handled by CA of Corporate, 

Regulo.rlhj &' Lego.l Division. 

5.7 .12. Payment 

o For O£ficial Trip, payment to be made to vendor aeainst actual number of Air Ticket, hotel 

accommodation, visa assistance etc. Admin will be responsible to send payment request to 

Finance Division for settlement of the payment after necessary verification. 

o Admin receive the Air Ticket bill from the vendors (48 per approval Itinerary of concern 

authorlhj) should be scrutinized and comparing with required related papers. 
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o For any personal trip concern user may take consultancy from the travel agent for 

processiIl$ visa., Nr Ticket, and the bills has to be settled by the concern employees not by 

Robi. 

5.8. Visa &' Work permits process lor Expatriate 

o Every effort is made to make all foreign expatriates feel settled and comfortable 

throU$hout their stay in Banaladesh. Inevitably there is a fair amount of Administration 

involvement with moviIl$ to and liviIl$ in another country. 

o When an expatriate is appointed to work for Robi, the followina procedures need to be 

completed before he/she arrives. 

F..81 "'e" .J. • L visa. process: 

Initially, the expatriate has to submit pertinent documents to Administration Division for 

proceaing 'T." visa. (processiIl$ time: at least 12 workina days from the date of receiviIl$ ''E" visa. 

documents) 

Followina documents should be submitted to BOI (Board of Investment) for obtainiIl$ 'T." Visa.. 

1 ForwardiIl$l.etter from Robi Axiata dully sign by CEO. 

2. Passport size photoaraph 1 (one) copy. 

3. Advertisement of Newspaper ClippiIl$. 

4. Photocopy of the Board of Director's resolution. 

5. Photocopy of the appointment letter, from Robi Axiata Limited. 

6. Curriculum Vitae of concerned expatriate. 

7. Photocopy of the education &" experience certificate. 

8. PhotocoPlJ of passport with ''8" Cateaory Visa.. 
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5.8.2. Work permit process 

Expatriate has to submit pertinent documents to Administration Division for processing Work 

permit (processing time: at least 20 (twenhj) working Jag. from the date of receiving Work 

permit) 

Following documents should he submitted to BOI (Board o£ Investment) lor ohtaining Work 

permit. 

1 Forwarding Letter from Robi Axiata dullg sign bg CEO/MD. 

2. BOI (Board of Investment) prescribe form 4 (four) set with photo8raph 4 (four) copies 

3. Supplementarg Information Letter from Robi to BOI oHice. 

4. Advertisement for Newspaper Clipping 

5. Photocopy of the Board of Director's resolution. 

6. Photocopy of the education &' experience certificate. 

7. Photocopy of the appointment letter, from Robi Axiata limited. 

8. Photocopy of the passport with Iff" V faa with last date of Arrival in Dhaka is required. 

9. Tax exemption source Challanl Tax clearance certificate (while extending). 

5.8.3. BOI permission process 

1 All documents of "En visa as well as work permit must be attached by the MDI CEO or 

Company Secretarg. 

2.Admin will apply to BOI for the work permit of the concern expatriate. 

3 .Admin will prepare the approval note, forward to the Finance Division for the pay order (Tk. 

10,000/ ... for two years, Tk.!)()()()/ ... for the renewal fee for next 1 year) to BOI for the work 

permit. 

5.8.4. Security Clearance 

Once the work permit letter issued by Board of Investment and circulated the same letter to all 

the respective Government Offices (usually takes 15 working Jag.) concerned person from Admin 
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Division will collect the Provisional Securitq Clearance Certi£icate from the Ministry o£ Home 

AHairs, Bangladesh. 

5.85. NSI (National Securitq o£ Intelligence) &- SB (Special Branch) Investigation 

Nter receiving the work permit hom the Board o£ Investment Office, National Securitq 

Intellieent (NSI), and Special Branch of Police (SB) will visit ROBI Corporate Office to inquire 

about the expatriate and to review pertinent documents/ papers. 

The £ollowi.Dg papers are required for NSI & SB personnel's: 

1. Advertisement for recruitment/ News paper Clipping 

2. BIO data hom concerned Expatriate. 

3. Photocopy o£ the Educational and Experience Certificate. 

4. Photocopy o£ the Board o£ Director's resolution. 

5. Photocopy o£ the appointment letter, from Robi Axiata Limited. 

O. Photocopy o£ the work permit 

7. Photocopy o£ the passport with ''f" Cdtegory viB4 and date of Arrival in Dha.ka.. 

8. Photocopy of the TIN Certi£icate. 

9. Photocopy of the Certi£icate o£ Incorporation. 

10. Photocopy of the Company Trade License. 

11. Photocopy o£ the Import Reeistration Certificate. 

12. Photocopy of the Company Memorandum and Articles o£ Association. 

13. List o£ Expatiates who are working in Robi Axiata Limited. 

14. List of Local sta.££s who are working in Robi Axiata. Limited. 
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5.8.6. Visa procedure for multiple entrq visa for the Expatriate from Immigration Passport office 

Admin will communicate with the concerned Expatriate for the visa for him/her and family 

members. The user Division will raised the PR for the said multiple visa fee, then admin concern 

person will collect the cheque from Finance. The whole process takes 10 (Ten) working dAys 

accordingly Admin will process for the said multiple visa. 

The following papers Me required for the processiDg of the multiple enlr1J viso. with "E" C4tegOtlj. 

t Visa application form. 

2. Photograph 2{two) copies each. 

3. Authorization letter £rom concerned expatriate/family members. 

4. Forwardine letter from Administration Division for the concerned expatriate and 

family members. 

5. Photocopy o£ the work permit, security clearance, and passport photocopy (£irst 5 

paaes with latest visa and last date o£ arrival). Concerned person from Admin will 

submit necessary papers to the Department, Immigration &' Passport OHice, Dhaka, 

Baneladesh. 

6. Before submission of the visa applications, all pertinent documents should be endorsed 

by the Assistant Director, Immigration &' Passport oHice. 

7. Admin will collect voucher from the Sonali Bank booth, and fill it up for all and 

deposit the visa fee to the adjacent Sonali Bank Booth. 

8. Admin will submit the visa application forms to the Immigration counter, they will 

provide us the visa receipt, in that receipt copy they will mention the call date for the 

visa stampina. 

The entire process takes 10 (ten) worldug dAys from the date of submission of application to the 

Department of Immigration &' Passport, Dhaka. In case of any emergency to collect the visa the 

concerned expatriate will have to provide photocopy of the confirmed Air ticket alone with the 

application form. 
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5.9. Visa process lor Local Emplo1:Jee lor International Tour 

Any local traveler who entitled to travel abroad for oHicial matter should inform Administration 

division at leoat helore 10 working dA1jS for inter Asia and 15 working dA1jS for others with proper 

document. Any exceptional issue is may he consider subject to concern embassy policy. Following 

documents should he submitted to the Embassy. 

1. Forwarding Letter £rom Robi Axiata dully sign by Head ol Admin. 

2. Visa Application form with recent 2 (two) copies phot08raphs. 

3. Bank statement for last 6 (six) months. 

4. Insurance Certificate of the applicant (for E.uropean Country). 

5. Visa. fee has to submit at Standard Chartered Bank (for E.uropean Country) 

6. Confirmed Air Ticket of the applicant. 

7. Photocopy- Orieinal Passport. 

8. Business Card. 

5.10 Visa procedure lor Group Axiau.. emplo1:Jee8 &' Foreign Delegates 

Any Invitation letter for Group Axiata employees, and Foreign Dele8ates for B Visa the concern 

requester must he informed to Administration division at leoat 2 working dA1jS he£or throueh 

email communication along with the following information/documents. 

1. Signed copy of the aereement or any approval copy in relation of their engaeement with Robi 

Axiata Limited. 

2. Name and details of the concern along with their stay during the Bangladesh. 

3. Purpose of their visit at Dhaka. 

4. Duration of their stay at Dhaka.. 

If there is any misconduct happened during the stay of Foreign Dele8ates, Admin will not liable 

for that. 
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511. Non EmplolJment visa lor loreign vendor. 

Those who are not holding work permit, security clearance, only have "B" visa., they can extend 

the visa, lor 2-3 months, either by getting permission from the Department o£ Immigration &' 

Passports O££ice which will take 25 worldng d.,.lj8. 

1. "B" vis4 for short durAtion of sto.lj with last date o£ Arriv41 in Dhaka passport pages are 

required 

2. Visa application form with 3 recent passport size photographs. 

3. Photocopy o£ the Companlj trade License. 

4. Photocopy o£ the company Incorporation Certi£icate. 

5. Invitation letter from Mother Company 

6. Forwarding letter from Robi AxiataLimited 

7. Original passport o£ Applicant 

5.12. illega.! ExpatriAte StalJing in Bangladesh 

No expatriate is allowed to stalj illegally in Bangladesh as significant amount o£ penalty will be 

imposed by the Government o£ the Bangladesh for illegal stay which will be payable to the 

Immigration &' Passport oHice as well as Legal action will be taken a.gainst the concern foreigner 

where Robi will not take dIly such responsibility. 

3.13 . Space Allocation Process 

5.131 Administration division will ensure the optimum use o£ oHice space for its staH and 

accordingly, every staH o£ AXB is entitled fora standard sitting space upon mana.gement 

approval. 
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No 
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4 
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5.13.2 Grade/Designation wise Space allocation: 

Designation Tljpeo£ O££ice furniture Remarks 
Allocated Space 

Head of the 200-250sft Table, Chairs, Visitors Chairs, Separate elass 
Division/Department Sofa, Side Table, File cabinet, partition room 

Side Cabinet, Coat hanger. with attached 
toilets 

AGM/DGM 150-200sft Table, Chairs, Visitors Chairs, Separate elass 

Grade-25-26 Sofa, Side Table, File cabinet, partition room 
Side Cabinet, Others furniture 

Sr. Manager/Manager l00-I50sft Table, Chairs, Visitors Chairs, Separate elass 

Grade-23-25 File cabinet, Side Cabinet, partition room 
Others furniture 

DM/AM 075-100sft Table, Chairs, Visitors Chairs, Individual Cubical 

Grade-20-22 File cabinet, Side Cabinet, Work station 
Others furniture 

Sr. Executive/E.xecutive 050-705sft Table, Chairs, File cabinet, Side Group Cubical 

Grade-17-19 Cabinet, Others furniture Work station 

Non-Executives 030-050sft Table, Chair, File Cabinet Group cubical 

Grade-3-4 
work station 

5.13.2.1 Any requirement for new space or carry out any type of internal re-oreanization of space, 

concern divisions will be responsible to inform Admin to ensure sitting arrangement for new staff 

or division/department which requires written permission with justification or mail to the Head of 

Administration. The Administration Division will take necessary management approval to 

complete the job as per requirement. 

5.13.2.2 Concerned division/department will be responsible to inform Admin about their new 

space requirements for new staff with £loor/ place intimation at least 15 days ahead. Admin will 

arrange or ensure space in consultation with concerned division/department accordingly 

necessary approval will also be taken from management. 

513.23. The provisions for kitchens break space and photocopiers, printer etc will be strictly 

reeulated. 

5.13.2.4. The use of office space for locating printers/photocopiers/IT server Room/Prayer 

room/tea room/dining room will be provided as per requirements by utilizing the maximum 

uSd$es of space 
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6.0 Expatriate Support 

61 Background 

AXB will provide residence to the r.xpdtriates while they come in Bangladesh with at least 6 

months assignment. I£ the assignment is less than 6 months, s/he will reside at guest house. 

Administration division is responsible to rent eXpdtriate residence in consultant with him/her and 

accordingly will arrange to make an agreement between landlord and AXB authority. The 

residence may be furnished with a basic furniture and appliance pdckage. However, each 

residence may vall.J somewhat in terms of what furnishing, cutlell.J have been purchased. 

6.2.1..ease Agreement 

Administration division will be responsible to make agreement with house owner and AXB 

authority if the terms and condition are accepted. (Dralt Agreement Attached). Once Admin 

(with the help of CfT) found any suitable place they will forwarded to SCM for negotiation and 

Lease Agreement. After lease agreement admin will take over the house accordingly. 

6j.Rent 

Administration division is responsible to pay monthly eXpdtriate residence rent as per agreement 

on behalf of the eXpdtriate. Administration division is responsible to pdy monthly expatriate 

residence rent as per agreement on behalf of the expatriate. (Once the Agreement has signed than 

Admin will responsible to raise the PR within 5 working days, Once PO issued by SCM than 

Admin will proceed for Down Payment Request through SAP & forward to Finance for Advance 

& Security Deposit payment as per Lease Agreement) 

6.4. Telephone 

A telephone connection will be provided to each r.xpdtriate house (Subject to availability). 

Telephone bill will be paid by the concerned expatriate. 
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0.5. Utilities, <Able, Maintenance &' Repairing 

Administration division will pay all utilities (gas, water, electricity) in £avor o£ the concerned 

expa.triate. The bills may be received by the house owner and £orward the same to the 

Administration Division lor payment. In addition to utilities, AXB will also cover mise. 

maintenance costs and minor repairs o£ the expa.triate house. Administration division is 

responsible to arran8e cable line lor each expa.triate house. Accordingly, admin will arrange to 

pay monthly rent o£ cable upon submission o£ bill. 

0.0 Securihj 

No securihj 8uard shall be provided at any expa.triate house. So concerned expa.triate will ensure 

his/her own residence security. 

0.7. Care Taker Cum Cook 

No cook will be provided at any expa.triate house. Relevant cost shall be borne by the concerned 

expa.triate i£ s/he hire for his residence. 

0.8. Cancellation o£ Aereement (Residence) 

At least.3 months ahead, the expa.triate will inform to Administration about the discontinuation 

o£ his/her assiBnment as well dS cancellation of house a.areement. 

0.9. Shifting Personnel effects 

Administration division is responsible to monitor the residence until handover to house owner. So 

that, the desiBnated person will check each and every comer o£ the house after leaving the 

expatriate dS well dS shift his/her personnel eHects. 

0.10. House Handover 

Head o£ Administration or his desiBnate will handover the house after completion o£ necessary 

repairing (as per a.areement) with a letter which must be ~ndorsed by the house owner. 
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7.0S0P 

o To ensure 24 hours service, electrician will do that job at all oHices, a record book reeister 

will be maintained in this reeard. 

o Technician will remain always ready to move after receivine call from any oHice, customer 

care centre and expatriate residence etc. 

o All required eoods will be purchased throueh CPU and administration department will 

be responsible for maintainine stock throueh a prescribe reeister 

o . Ensure all related PPE's in place. 

7.1 Renovation &' Re.-sittine Arraneement 

Renovation and Re-sittine arraneement is required due to senior position or chaneine oHice 

pattern to ensure safety and security which result latest desiened, furniture and li$htine are to be 

chaneed. Every renovation or Re-sittine arrdn$ement should be done by the administration 

division upon requestine of the concerned Head of Department/division. 

Administration Division shall ensure renovation and re-sittine support under the supervision of 

Head of Administration. A requisition of requested mail is to be forwarded to the respective 

responsible officer dSsiened by the Head of Admin to ensure whenever required a renovation or 

re-sittine work at AXB oHices take place. 

7.2 SOP for Renovation &' Resettine 

o Requirement of renovation and support requirements receive throueh proper channel are 

placed to the bud$etary department of Finance Division for bud$etary allocation and its 

approval. 

o Approved papers are place at CPU for issuance work order after reviewine rate etc. 

o After completion of the said work in accordance to the work order, a comparative check of 

the records with CPU will be placed for payments to the Finance Division. 
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7.4 Transfer. 

Fixed Assets transferri~ within their division/department or to a diHerent division/department 

(£rom one location to another) are required to be completed the transfer without an\) cha~e in 

location and/or custod\) of the assets; if it is required to be transferred from one 

division/department to another diviSion/department there must be involvement of the Unit with 

a close coordination with Fixed Assets Department of Finance Division. In case of large quantit\) 

transfers, Fixed Assets Transfer Unit, Finance Division ma\) authorize an attachment to a si~le 

transfer form that lists the capital furniture bei~ relocated. 

Requirement of transfer should be informed over mail to the Administration Division for logistic 

and recordi~ process and procedure b\) the concern division the Administration Division would 

initiate the approval of Manaaement for arrangi~ said transfer work and forwarded to the Head 

of Admin with a CoP\) to Inventotl) Section of Finance Division for their information onl\). 

7;) SOP for Assets Transfer. 

o Requirement of transfer information receive through proper channel are placed to the 

inventotl) department of Finance Div for their records. 

o Recorded papers are place for issuance of gate pass. 

o If there is an\) cost involvement for transfer work, approval paper should place for getti~ 

approval £rom Finance Division. 

o After completion of the transfer work, a comparative check would be required for the 

records with inventotl) section of Finance Division. 
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8.0 Recommendations 

8.1 Functional Recommendations 

o The manaaement and commercia..l coordinators in the estate manaaement process unit need to be 

more accountable and responsible lor their decisions and activities. Gap between 

manaaement at diHerent levels has to be decreased. Supervisors need to become aware o£ the 

status o£ estate manaaement activities and projects handled b'1 the oHicers. 

o The current structure/oraanoaram o£ estate manaaement process, travel and expatriate process 

needs to be updated to make the deparlment suitable lor the aae o£ diaita..l technoloa '1. 

o SCM needs to develop a well-structured SOP (Standard Operatina Procedures) that provides 

detailed aUidelines about every step and s'1stem in a..ll the process. 

o Currentl'1, Robi has a verlica..l and riaid oraanizationa..l structure and SOP process. The approva..l 

sequences lor purchase requisition and purchase orders have too man'1 levels, which slows 

down decision makina. Robi should take steps to Hatten the oraanizational structure and decrease 

the approvalla'1ers o£ the visa. and tickets requisition and bookina orders. Lower manaaement 

should be aiven decision makina authority. 

o Robi should take a lona-term plan to brina automation in the entire oraanization, especia..ll'1. 

Automated s'1stem would increase both eHicienc'1 and eHectiveness o£ the personnel and the 

estate manaaement processes. SCM a..lso has to ensure that the vendors Robi are dea..lina with a..lso 

have similar kind o£ automation. 
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8.2 Recommendations for Improving Relationships 

o Contract with diHerent parties for ticket booking, visa processing, rent rest house etc. should 

be perfect so that two parties cannot blame one another and can build up a good and long 

term relationship. Contracts should see the benefit of both the parties and understand one 

another's obligations and problems. And b\) understanding one another's' problem the 

relationship between two parties can be improved. 

o Sound estate mana.aement process makes a good relationship between two parties in the long 

run. Seating arrangements and discrimination should be re organized. There should be 

necessit\) action taken to minimize the discrimination of sitting procedure at ever\) level of 

organization. So that a sound relationship can be build among and between diHerent 

hierarch\) level of the Robi. 

8..3 Recommendations for Government Authorities 

~ Currentl\), the Bangladesh government is skeptical about the huge investment on foreign­

sourced products of Robi, and the outward remittance from Robi to foreign vendors. So, the 

government continuousl\) monitors and regulates the contract mana.aement process of 

telecom providers like Robi. Instead of being fearful, the government should pla'1 the role 

of facilitator to the industr\), and make favorable policies and regulations. 

~ Government should decrease import tariHs on telecommuniccltion products due to huge 

volume of import and subsequent high amount of revenue earnings. 

~ There should be a separate set of HS Codes for telecommunication. This would lead to 

better understanding b'1 all parties and quicker clearing of goods from ports. 

~ Corruption in diHerent government departments should be decreased. Currentl'1, the 

person-job match of the government departments is not neht. Qualified and learned 

persons should be placed in ke'1 positions of contract mana.aement. 
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9.0 CondusioDS 

Robi delivers the finest class GSM service to its customers in Bangladesh. The operationalaoa.l is 

being achieved throueh the reaular purchase of sensitive telecommunication equipment, 

accessories and services. In Robi, contract mana.aement procedures are handled by the 

Administrative Department. To create a contract of Robi Administrative department has to carl\} 

out a systematic procedure consisting of various steps. During this process, the personnel involved 

face various challenges and problems. The challenaes could be aeneral or specifically related to 

different sta.ees of the contract mana.aement process. 

The key aeneral challenges identified are: lack of planning, inadequate specification of 

requirements etc. Key challenges specific to different sta.aes are: Lack of knowleJee and skill of 

Administrative department personnel about estate mana.aement process, lack of coordination 

between members, incomplete and untimely technical evaluation, hieh baraaining power of 

specific vendors, disa.areements with vendors about terms and conditions of the contract, lengthy 

process of selecting vendors and awarding contracts etc. 

Key recommendations to internal and external stakeholders of Administrative Departmet's are: 

creating a service-oriented mentality in FP, developina a Standard Operating Procedure for 

contracts, aivina more importance to parties' sU88estions in creatina the terms and conditions of a 

contract, formulating favorable aovernment policies and reaulations for the telecommunication 

sector etc. 

As a whole this attachment proaram comes to us as a biBlea.rning occasion. It certainly changed 

our way of thinking and boosts our confidence by hiehliehting the scopes of our subject. We are 

areatly indebted to our oraanizational and academic supervisor for extendina their helping hands 

throuehout our journey. 
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