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L etter of Transmittal

May 22, 2016

Showvonick Datta

Lecturer, BRAC Business School,

BRAC University

Mohakhali, Dhaka

Subject: Submission of Internship Repam ‘Intern Satisfaction at Robi Axiata Limited’.

Dear Sir,

| am here by submitting my Internship Report, whih part of the BBA program curriculum. It
is a great achievement to work under your actiyeestision.

This report is based on, ‘Intern Satisfaction abiFxiata Limited’. | have got the opportunity to
work in Robi Axiatra Limited in Treasury Departmamider Finance Division for 3 months,
under the supervision of Mahabub Ali Sikder, Mamagé Treasury Department, Finance
division.

This project gave me both academic and practicabsgures. First of all, | learned about the
organizational culture of prominent telecommunmatbrganization of the country. Secondly,
the project gave me the opportunity to developtaokk with the corporate environment.

I shall be highly obliged if you are kind enoughrézeive this report and provide your valuable
judgment. It would be my immense pleasure if youdfthis report useful and informative to
have an apparent perspective on the issue.

Sincerely Yours,

Md. Samiul Alam
ID: 12104165
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Executive Summary

| have prepared this report based on my three nyunaittical experience at Robi Axiata Limited.
This internship program helped me to learn aboetpttactical scenario of a Telecommunication
Company. Robi Axiata Limited is a dynamic and legdcountrywide GSM communication
solution provider. It is a joint venture companyivieeen Axiata Group Berhad, Malaysia and
NTT DOCOMO INC, Japan. Robi Axiata Limited, formgrknown as Telecom Malaysia
International (Bangladesh), commenced its operatid®97 under the brand name Aktel among
the pioneer GSM mobile telecommunications serviaeviders in Bangladesh. Later, on 28th
March 2010 the company started its new journey tghbrand name Robi. This report has been
presented based on my observation and experieticergd from the company. The organization
has many divisions and departments but the focgw&n more on the Treasury Department and
Payment Automation Up-gradation project.

This report mentions about the intern satisfacdbiRobi. | tried my best to draw a 360 degree
picture of overall intern satisfaction level of thempany. After analyzing the whole process |
came up with some recommendation which may helpctmpany to update the process and

help to improve some aspects.
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Chapter1:

The Organization
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1.1 Introduction:

Robi Axiata Ltd, the most dynamic and rapidly-grogitelecommunications operator in

Bangladesh, is developing its services to meeeasing customer needs - ranging from voice
and high speed Internet services to tailor-madectehmunications solutions. Robi is a joint
venture company between Axiata Group Berhad of f&adaand NTT DoCoMo Inc. of Japan. It

commenced operation in 1997 as Telekom Malaysernational (Bangladesh) with the brand
name ‘Aktel’. In 2010 the company was rebrandetRtbi’ and the company changed its name
to Robi Axiata Limited.

Robi draws from the international expertise of Agiand NTT DoCoMo Inc. Services support
2G and 3.5G voice, CAMEL Phase Il & lll and 3.5Gt&@&PRS/EDGE service with high speed
internet connectivity. Its GSM service is basedaawbust network architecture and cutting edge
technology. The company has the widest Internatid®d@aming coverage in Bangladesh
connecting 600 operators across more than 200 @esinRobi’'s customer centric solution
includes value added services (VAS), quality custooare, digital network security and flexible

tariffs.

Since its inception in 1996, Axiata Group and itedecessor Telekom Malaysia has invested
around BDT 11,000 crore in the form of equity #012. Moreover the company has contributed
almost BDT 10,000 crore to the Bangladesh Excheiuigire same period.

As a subsidiary of Axiata Berhad Malaysia ,Robivesaon leading edge technology to provide
its service in Bangladesh, covering almost 100%hefpopulation, Robi is committed to provide
best data and voice quality and will continue tewe that its customers are able to enjoy the

best experience through leading edge technologyraruyative products and services.

Robi Axiata would not be able to run its busine$feotively and efficiently without the
contribution of their key executives. They are Bupun Weerasinghe (Chief Executive Officer
and Managing Director), Mr. Wai Yip Yap (Chief Fmaal Officer ), Mr. Mahtab Uddin Ahmed
(Chief Operating Officer), Mr. Asif Naimur RahmarExecutive Vice President of IT &
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Charging Technology ) and Mr. Khaledur Rahman Deyatecutive Vice President of Central
Operations Technology).

Robi Axiata has some key guidelines and principidsch it follows to the point that gain

success for the company. These ares-

Uncompromising Inteqrity

- They will be legally, ethically, and morally ceqt.

- Their conduct will be fair and honest.

- They will listen, seek understanding and encoeirggen dialogue.

- They will be passionate in pursuing their beliefs

- They will treat others with dignity, valuing abénefiting from diversity.

- They will be accountable for our actions and hvétra on fellow employees, customers,
shareholders, and the communities in which we apera

- They will be courageous in sharing their work &dd to learn and improve from mistakes.
- They will adhere to their Code of Conduct, proteed uphold it.

Customer at the Centre

- They will be customer centric delivering theiteds in terms of value, quality and satisfaction.

- Their customer focus will be unrelenting in cregtpositive experience, at every point of
interface, sale and post-sale.

- Simplicity will be the key for the customer tala about them, buy from them, and get support
from them whenever, wherever.

- They will strive for continuous innovative solottis in every sphere dfeir work.

- They will engagement with the customers to knbeirtdemands and design their actions to

care for them better than their competitors can.

- They will not be distracted from creating andpding value for their customers.
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They Can, They Wili

- Ensure their efforts produce desired results.

- Seize opportunities at the right time and exetuten on time.

- Go beyond their scope, strive for and achieveiiace.

- Do what it takes to ensure delivery of resultswaiting for delegation.

- Go that extra mile, setting ambitious goals teuga their efforts bring success.

- Have the courage to say and do what it takesdardo ensure success.

1.2 History:

Robi Axiata Limited is one of the leading mobilédetom operators in Bangladesh. It is a joint
venture company between Axiata Group Berhad of f&daand NTT DoCoMo Inc. of Japan.
Robi Axiata Ltd was formerly known as Telekom Malmy International (BD) Ltd, started its
services under Brand Name ‘Aktel’. Telekom Malayisiternational (BD) Ltd was incorporated on
15 November 1997 as a Joint Venture company betieata (70%) and AK Khan & Co. (30%). It
started GSM 900 and 1800 celluler service unddy-gehr license granted in November 1996.

In 2008, AK Khan and Company exited the businessdiyng its 30% stake to Japan's NTT
Docomo for US$350 million.

On March 28, 2010, the service name was rebrangdgiodi which means Sun in Bengali. It
also took the logo of parent company Axiata GroumcW itself also went through a major
rebranding in 2009.

In 2013, after five years of presence, Docomo reduts ownership to 8% for Axiata to take
92%.

On 28 January 2016, it was announced that Robitaxaad Airtel Bangladesh will merge in
2016. The combined entity will be called Robi, &yve about 40 million subscribers combined
by both networks. Axiata Group will own 68.3% shasile Bharti Group will own 25%. The
remaining shares will be owned by NTT Docomao.
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Robi leads to provide superior customer serviceclwvivill lead to good business and good
development in telecommunication industry. To sehie purpose, Robi actually gives more
focus towards customer desire. Hence, Robi is aelyuand frequently upgrading its network
and spreading all over the country to provide bettel quality telecommunication service to its
consumers. With its strong network and seamlesseamiivity, Robi is empowering more than
24 million people across the country.

Robi is a true consumer oriented brand in Bangladéishas a very good connection and
representation of Bangladeshi culture. As a suasidif Axiata Berhad Malaysia, Robi focused
on leading edge technology to provide quality tefemunication service in Bangladesh

covering almost 100% of population.

1.3 Product/Service Offerings:

Robi Axiata provides mobile telecommunication seegi in Bangladesh. It offers prepaid,
postpaid, international roaming, business solutiemdeo calls and Internet, Wi-Fi support, and

value added services. The company also providgsosugervices.

Robi Axiata categorizes its products and servicgs three main segments. Each segment

contains a number of services. The segments are-

1) Mobile Products

2) Internet Services

3) Vas (Value Added Services)

1) Mobile Products: Basic mobile service offered by Robi. Prepaid, tpaig, Business

Solution (corporate services) and voice bundleisesvare considered as basic mobile

telephony services.

Prepaid Packages:

» Unlimited FNF: New connection fee is tk.200. If the users waninigrate from other
package to this package, they can dial *8999*90#£h&rges 1 paisa/sec for Robi-Robi
FNF.
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» Hoot Hut Chomok 32:New connection fee is tk.200. If the users wanmigrate from
other package to this package, they can dial *8928* It charges 20.83 paisa/10 sec on
Robi-Robi calls.

» The other prepaid packages are Robi Club 34, GtiN8banno 37 and Shorol 39

Postpaid Packages:

» Robi Postpaid Pack-1It has no new connection fee. If the users wanhigrate from
other package to this package, they can dial *1@8*3t charges 1ltk/min on all Robi
calls and 44 paisa/min to Robi FNF.

» Robi Postpaid Pack-2lt has no new connection fee. If the users wanhigrate from
other package to this package, they can dial *128*%t charges 15 paisa/10 sec on all
Robi calls and 5 paisa/10 sec to Robi Priyo Number.

Easwvioad

an axiata company

2) Internet ServicesRobi 3.5G is the third generation of mobile comioation technology that

will allow customers to surf the Internet with sgeeof more than three times faster than 2G

technology.

Robi 3.5G is the enhanced version of 3G that offegher mobile Internet speed of up to
21Mbps, while 3G offers mobile Internet speed otaipnly 384Kbps. Nevertheless, the average
download data speed available is usually in theregf 1-3 Mbps.
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3G Internet packs

Type Price® Volume Validity Acthvation Balance check
10 30MB 2 days *121*781#%
15 40MB 3 days *121*50018
20 50MB 7 days *121*771%
50 15088 | 7 days *121*50038
100 300MEB | 30 days *121*5011#8
155 1GA 30 days *121*50144
Prepaid *778*5554
275 1.5GB 30 days *121*731%
Both Prepaid
& Postpaid
350 2GR 30 days *121*50208
Postpaid *121*704
450 3GB 30 days *121*50258
B50 S5GA 30 days *121*7114
850 BGH 30 days *121*50408

With a 3G phone/device and access to the Robi® J.&chnology, users can make video calls,

watch live TV, access high speed Internet and elijeystreaming at never before speeds.

To avail Robi 3.5G services in 3G network area@usts need to dial *8444# which is free of
cost. Users also need to have a 3G enabled haridat.also offers wi-fi service in selected

areas in Dhaka city.
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an axiata company

3) VAS (Value Added serviceRobi Axiata offers numerous VAS for its customédrkere

are handful of services under Calling and MobiletMgMS and Messaging, Music,

Finance and Career, Information Services, Entertamt, Lifestyle and Education
segments.
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an axiata company

Information Call & Mobile LifEStyle_
Services Management & Education

Entertainment

Robi Axiata’s Vdue added services also include Robi Sports Pdri@alh Radio, Islamic Koth

and Balance Transfer.

Robi Sports Portal:

Service Details:

This is a subscription based SMS, WAP and IVR serwhich will enable customers to ¢
SMS alert oncricket, football and Tennis. In addition customesii have option to get sarn
information through IVR and WA

SMS Service Detail:

» Sports Alert:

It is a daily subscription based SMS alert service. Adietting subscribed users will get Spc
alert or Sports news per day. To subscribe, theailders need to tyf' START SF and send to

22020 or dial *22020*1#. Upon successful subsaviptiusers willget confirmation SM¢
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containing charging information, opt-out mechanidi.deactivate the service, customers need
to type ‘STOP SP’ and send to 22020 or dial *22020*

> Cricket Alert

It is a daily subscription based SMS alert servister getting subscribed, users will get %
cricket alert or cricket news per day. To subscrisers need to type ‘START CRIC’ and send
to 22020 or dial *22020*2#. Upon successful sulpgon, users will get confirmation SMS
containing charging information, opt-out mechanidi.deactivate the service, customers need
to type ‘STOP CRIC’ and send to 22020 or dial *2@t2.

> Football Alert

It is a daily subscription based SMS alert servidéier getting subscribed, users will get
Football alert or new per day. To subscribe, useed to type ‘START FT’ and send to 22020
or dial *22020*3#. Upon successful subscriptioneruwill get confirmation SMS containing
charging information, opt-out mechanism. To deatévthe service, customers need to type
‘STOP FT’ and send to 22020 or dial *22020*3#.

> Tennis Alert

It is a daily subscription based SMS alert servigdger getting subscribed, users will get Tennis
alert or news per day. To subscribe, users ne¢&gp'START TN’ and send to 22020 or dial
*22020*4#. Upon successful subscription, user gdt confirmation SMS containing charging
information, opt-out mechanism. To deactivate tbevise, customers need to type ‘STOP TN’
and send to 22020 or dial *22020*4+#.

> |IVR Service Detall

A SPORT IVR is a pay as you go service. Users cgoydive score update, live commentary,
sports news, know match schedule and much more &vaket, Football and Tennis by dialing
22020.
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> WAP Service Detail:

It is a daily subscription based WAP service. Afjetting subscribed users can download 5 free
contents a day and can get sports update througdl.pafter successful 5 free download, users
will be charged as per regular tariff. To subscribecustomers need to
visit: http://msports.mobi/ or type ‘START SPW'’ asdnd to 22020 or dial *22020*6*1#. Upon
successful subscription, users will get confirmat®MS containing charging information, opt-
out mechanism. To deactivate the service customees to visit:http://msports.mobi/ or type
‘STOP SPW’ and send to 22020 or dial *22020*6*2#.

Robi Radio:

Robi Radio is just like a pocket FM radio with théded convenience to choose from what one
wants to hear, and that too whenever & wherevehi Radio is a personal, customized radio

station which provides a plethora of songs of alewety emotion and every genre.
It allows listeners to:

Listen to full tracks

- Dedicate songs to loved ones

« Set favorite song as Goon Goon

- Download ringtones

« Create and listen to own/other users personaliladligts

- Share favorite songs as your status on Facebook

Users need to caB080 to listen to Robi Radio Nationwide.

Islamic Kotha:

> Obijectives:

The aim of launching this service is to providesiigent, authoritative & authentic responses to
subscriber’'s question about Islam, whether it wdoddfrom a Muslim or a non-Muslim, and

help them to solve general, personal & social mwisl. Honorable agents of the Call Center will
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be Islamic Scholars from Islamic Foundation, Badgkh. The main objectives of launching this

service is to -

« teach and familiarize Muslims with various aspedttheir religion
+ be a source for guiding people to Islam
« respond to Robi user’s queries to the best of avklresources & capabilities

« assist in solving the social and personal problefitee Muslims in an Islamic context

> Unique selling points:

« No Operator in Bangladesh Market has a live Islazaitcenter.

+ Its first time in Bangladesh as a Robi brandedesick service.

« No premium charging for call center, user can ctingith Islamic scholar by paying the
regular tariff only.

« One stop service — Islamic call center & Islami®kI\¢ontent at one dial (just dial 8155)

« No controversial information will be service thrdutslamic call center.

- Call center has been approved by Islamic foundaBamgladesh.

> Service details:

Robi Islamic kotha is a religious service. Thisaisombination of human agent based live call
center along with Islamic IVR content. IVR contemtl be changed based on various Islamic

events whereas Islamic call center will be serveldys in a week from 8:00 AM to 8:00 PM.

> Service Call Flow:

After dialing 8155, Robi user needs to be registénehis service and then will listen below

instruction —

Press 1 for Islamic Sawal-Jawab (Live call center)
Press 2 for Daily Namaz timings

Press 3 for Hadith

Press 4 for Daily Duaa

Press 5 for Quranic Ayat and Torjoma
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Press 6 for Islamic gazal
Press 9 for Islamic event
Press 0 for help

Press 8 for Previous Menu

> Islamic Event:

Ramadan special content will be available undeam&t event. After dialing 8155, registered

user needs to press ‘9’ for Ramadan special segfnanail the below content —

« Ramadan special Duaa
+ Selected Hadith
« Ramadan special Gazal

« Rules related to Iftar/Sehari/Tarabi Namaz

Balance Transfer:

Robi introduces a new Balance Transfer serviceh Botpaid and Postpaid customers are able

to transfer balance to any Robi prepaid accounnetber required.

This service will also give Robi customers a gmgabortunity to continue communication even
if they have less than Tk.1 balance. For the firsé in Bangladesh, Robi Prepaid customers can

request for balance to any Robi number.

» To Transfer Balance:

+ Now, the customers do not have to register for gusire balance transfer service. To
transfer, the users just need to type the amowmtdkample, 20) in a text message body
and send SMS to 1212.

« User will be auto registered for the service afterfirst transaction.

« Users will also get a PIN code after successfuisfier. The customers need to use the
PIN for future transactions. To disable the PIN,Sbff to 1210.
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« class="dhamal_shamal bounceln">To transfer balastgg IVR, the users need to dial
121Q

+ class="dhamal_shamal bounceln"> the users neeidltbld0*6*1# to transfer balance.

» To Request for Balance:

« Users need to have o Paisa in their accounts to request.

« Just type theequest amount (for example, 25) a text message body and send ®MS
1211 018YYYYYYYY (where 018YYYYYYYY is the balance donor’'s number).

- Donor will receive the request as an SMS.

« Please diat 140*6* 2# to request for balance

> When users receive a request:

« To accept the request, reply the SMS with Y
« To discard the request, reply the SMS with N
« To block the requestor, reply the SMS with B

> Charge:

« BDT 2 (+ Supplementary Duty (SD) + VAT on price lusive of SD) from sender and
« BDT 2 (+ Supplementary Duty (SD) + VAT on price lusive of SD) from receiver

(from the receiving amount).

20| Page
Robi Axiata Limited



1.4 Operational Network Organogram of Robi Axiata:

Organogram is something that includes charts, grephiwhich helps an organization to identify
the structure of the organization and helps to tstded the internal as well as the external
structure. It describes the relationship among eyg#s, customers, dealers etc. Rabi Axiata has

a very well structured organogram which helps themun their organization properly.

All the divisions are mainly under MD which is alknown as Chief Managing Director who is
trusted by all the responsibilities that are gibgrnthe board of directors. Each division has their
own Director and General Manager. Every managem femch division is responsible and
directly connects with their respective divisionr&itor or General Manager. Mainly they are
associated with the mid-level manager. In the lewel management there are officer, senior

officer, executive and senior executive.

They maintain the chain of command and follow trextical structure. Means, low level
management will report to the mid-level managenagewk the mid-level management will follow

the low level management.
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Board of Directors

T

Treasury
Committee

Operational
Committee

Managing

GM Information

Deputy Director

Director

Deputy Managing

Director Projects Director

Head Director Project Head of Efficiency

of Fiber Director Legal Projects
Admin Optic Compliance

GM Acting Chief Director of Director of Director of Director of CMO
head of IT technical new Finance Regulatory HR
officer business &
Corporate
affairs
Fig. Robi Axiata Organogram
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Fig. Robi Management Levels

1.5 Visions for the Future:

The vision of Robi Axiata is to become the marleztder of the telecommunication industry of

Bangladesh as well as achieving the highest maHaate.
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Chapter 2:

Job Responsibllities
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2.1 Nature of the Job:

| was appointed as an intern in the finance divisd Robi Axiata Ltd. It has many departments

under Finance Division such as Business Controtp@ate Finance, Financial Accounting and

Management

Reporting,

Supply Chain Management, meveAssurance and Fraud

Management, Financial Compliance and Process Ingpnent (FCPI) and Treasury Department.

However, out of all these departments, | was in Tneasury Department under ‘Payment

Automation Up-gradation’ project. Basically, thdjensures the avaiability of sufficient amount
of fund in hand so that it makes the payment tar tiespective vendors. One party arranges the
fund for operational needs and the other party sgeayment to the vendors since it is a team
effort. All the payments are made through cheqi#nly, Robi depends on three renowned
banks of our country such as Eastern Bank Ltd. (EBtandard Chartered Bank (SCB) and
HongKong and Shanghai Banking Corporation (HSBQp&ke the vendor payments. Payments
which have high value are made through EBL chegRagments which have smaller value are

made through SCB. Furthermore, most of the paynaetsnade through SCB cheques.

2.2 Specific Responsibilities of the Job:

» As an intern, | was accounted for doing number edponsibilities. Everyday in the

office, my very first duty was to record the yedtey's disbursed cheques in the Robi’'s

database and send an internal email to the officeesury department Md. Abdul Matin.

Disbursement ason April 5, 2016

Robi Axiata Limited

InvoiceNo. | Vendor Name Cheque No. Amount Date

1001016971 | S.A. Distribution 2107891 2,50,000.00 -0@516

2005011789 | ACI Logistic 2107852 4,81,000.00  05-64

N100501252| Voice Tel Ltd. 2108681 10,25,781.00 @56

2005010261 | Hauwei Technologies Ltd. 2106542 128M30® | 05-04-16
25| Page
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> Besides, | also used to wrote text of the invoigils/in SAP (Systems, Applications and
Products in Data Processing) before stapling the with the cheques. Writing texts in
SAP basically refers to recording the nature ofeexjiture in brief into the system so that
if needed we can get idea about the expenditurplgiby logging into the system.

» After Writing the text in SAP, | used to staple thidls with the cheques coming from
SCB Bank.

> In addition to that, | used to prepare Approvakhfue preparation through HSBC net’
and ‘Approval of fund transfer to respective emgleyaccount’ in Microsoft Excel and
SAP on a daily basis.

» Moreover, | used to take the cheques to differezpattments to get signs of the
respective authority.

» Furthermore, | used to take the EBL cheques tas#iséstants of Robi Board of Board of
Directors. Once the Robi BOD signed the chequesgyain take those back from their
assistants to my department.

» Sometimes, my supervisor asked me to sort the dxitording to the following dates so
that he could print and prepare cheques of thoke &nd make payments to those
venodors.

» At the end of every month, | had to sort out petigh bills from all the bills and write
‘Payment Document Number’ and ‘Date of fund trarisbe those bills. Then, another
intern from Financial Compliance and Process Imenoent(FCPI) department came and

take those bills for further evaluation.

2.3 Different Aspects of Job Performance:

| have come to know about all the aspects of amarorgtion during my 3 months internship
period at Robi Axiata Ltd. | have been instructeddb all kinds responsibilities in treasury
department starting from bottom to top. These weegypes of aspects of the job performance |

have come to know.

» Gaining the practical knowledge
» Having an experience of corporate life

» Experience will later help me in near future in Jdé
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» Building up a good link with the corporate people

» Understanding the difference between the pracéicdltext based knowledge

» Teamwork was the most important aspects of themTathmwork between supervisor
and subordinates (employees) and between emplayeeder to improve performance.
Teamwork requires cooperation, patience and mutoderstanding both vertically and

horizontally.
Among the objectives may include:

« To link what employees do and the objectives ofdiganization;

« To bring about continuous improvement that helgsaityanization attain the next level.

It was important to remember that performance memegt involves both management and

employees working as a team.

2.4 Critical Observations and Recommnedtaions:

Critical Observations:

» Most of times vendors got their payments in timewdver, there were lots of vendors of
Robi to manage everyday. Therefore, it was diffiéaf the treasury managers to make
the payments in exact time. This was why, some @endomplain about not getting paid
in time.

» There was only one clerk to distribute cheques anbase huge number of vendors. So
when he was absent, | had to do all his dutiesiditian to my responsibilities.

» Sometimes, vendors came to collect their chequiseéhe disbursement dates which
created misunderstanding among vendor and managers.

» As | have already discussed in my specific job oespbilities part, Interns were required
to do lots of activities. Sometimes, the workloaakvas similiar as the regular employees.

> Interns did not get enough salary compared to ttiensive job responsibilities they

have.
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> Interns did not get other facilities such as lufatilities like Banglalink. They bought
lunch from cafeteria with their own money. Per héatth cost Tk.130 which was too

much

Recommnedations:

» Different vendors should be assigned under diffeteasury managers in order remove
the dalay of payment.

» Several clerks should be appointed in order toriige the cheques to the vendors

effectively.

In this case, vendors should call before comingéie sure that the cheques are ready.

Treasury Department needs 2 interns so that thkleaat can be distributed.

Pay Scale for the interns should be increased.

YV V V VY

Lunch facilities for the Interns should be providéda the regular employess to make

them feel that they are actually part of the team.
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3.1 Summary:

My main project for my internship report is ‘Inte@atisfaction at Robi Axiata Limited’. In
whole project my main focus was on checking thdsfattion level of interns at Robi.
Internships provide real world experience to théseking to explore or gain the relevant
knowledge and skills required to enter into a pafér career field. The primary focus of
internship is on getting some on the job training gaking what'’s learned in the classroom and
applying it to the real world. At first, there we?d interns got appointed at Robi Axiata in the
month of January, 2016. Then 1 of the intern |éféraspending few days in the corporate
environment of Robi. Later, 2 more interns for otdepartments were appointed in the next
month. Finally, we were 25 interns from differeeputed universities who did our internship
during this period at Robi Axiata Limited. Out 0% Interns, most of them were from Private
Universities such as BRAC, North-South, and EassiWeE&here were two interns from Dhaka
University as well. Although | worked in the treagulepartment of Robi Axiata under the
project called ‘Payment Automation Up-gradation’y nmternship supervisor honorable Mr.
Showvonick Datta sir suggested me to work on somgthew. He inspired me to think broader
mindedly about what | noticed during my internspgyiod at Robi. From that point we came to
a decision that the project | would be working ar fny internship report is the ‘Intern
Satisfaction at Robi Axiata Limited’. My project m& highlights on whether the interns
working in Robi Axiata are satisfied or not, thmb description, remuneration, other facilities
such as lunch, transportation, emergency leave aongpto full time employees etc. It also
highlights on difference of remuneration and féies comparing to other telecom company.
Furthermore, it focuses on whether they are legmihat they have expected to learn when they
first appointed as interns. For any intern or frgedduate, learning is an essential part. They join
in one of the leading telecommunication companytifier hope that the things they learn from
there will help them to shine in the same fielchemr future. The distinguishing element of an
internship is the intentional learning agenda. Aelinship is a partnership between an advanced
student or graduate and an organization that lesdemt a meaningful position, providing hands-
on training and career awareness. An internshgnispportunity for a student to gain practical
work experience that complements his or her acadexperience and therefore should have

clearly defined projects and learning goals. Fopleyers, internships are an opportunity to

30| Page
Robi Axiata Limited



complete valuable projects and test-drive poteetigbloyees. In addition to that, the project also
focuses on the organizational behavior and cuthae most of them are facing for the first time
in life. The treatment that they get here from itreeipervisors/other employees/colleagues will
help them to shape their future behavior in otheyanizations. The project also focuses on

whether male are proffered over female in termgro¥iding internship opportunities by Robi.

3.2 Description of the Project:

The report is set up as a requirement of the isteépnof BBA program of the BRAC University.
The internship experience has provided me tremendbance to minimize the gap between
theoretical and hands on knowledge. My hands orergeqpce through performing different
activities of Treasury Department including otheogess it enhanced my view, mission and
acceptability as well as has increased my overgtlegence about to deal in real world

phenomenon. As per requirement, | have choserothie of ‘Intern Satisfaction at RobAxiata
Limited” with the help of my three month working experieat®obi Axiata Limited, | have tried

my best to make this report impressive and pradcticd my efforts will be fruitful if anybody is

benefited from this one.

3.3 Objective of the Project:

There are some objectives which have guided meotl wn this project. These objectives are 1)

Primary Objective and 2) Specific Objective. Thage types of objectives are discussed below-

Primary Objective:

The primary objective of this project is to findtabe satisfaction level of the interns working at
Robi Axiata Ltd.

Specific Objective:

» To find out whether Robi Axiata has suitable wodkzondition for young intern.
» To find out whether interns learn what they expéttelearn at Robi.

» To find out how much their job responsibilities amnilar to the full time employees.
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» To find out whether the remuneration, facilitieenbfits they get are similar to full time
employees

» To compare between Robi and other telecom compaimeserms of providing
remuneration and other facilities

» To find out whether young female interns have a said sound working condition

3.4 Methodology:

According to The University of California (2016)saccessful project depends on executing a its
methology effectively and efficiently. An effectiyemethodology depends on the following
things-

- Provides a common language for communicating aadnphg prior to the start of the
project work.

- Encourages appropriate communication and planniiog {o the start of project work

- Establishes a means for managing projects moraeftly

- Enables the tracking of progress against pre-détedn metrics and facilitates
standardized reporting.

- Leads to effective project outcomes which achiesgtitutional objectives.

- Builds on a set of best practices learned over.time

The long-term intent is to build a project managenmepository to document best practices,

lessons learned, and examples of various docurttettsnay be developed during a project.

| focused on the following methology in order tdlect information about my project.

Hypothesis:
According to Boundless.com (2015), intern satistercis the level of contentment interns feel

about their work, which can affect their performarand learning in the internship site. This
feeling is mainly based on an individual's peraaptof satisfaction. Intern satisfaction can be
influenced by an intern's ability to complete reqditasks, the level of communication in an

organization, and the way supervisor treats interns
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Reserach Design:

A research design is a framework used in carryinglee research project. It specifies the action
eessential to obtain the information required tofigure or to resolve the research problems. A
good research design will ensure that the resegroect is conducted effectively and
efficiently. (Malhotra and Dash, 2010) Researchigiess generally categorized into two
subdivisions, exploratory and conclusive reseakotploratory research design provides insight
and understanding of the problem confronting tteeaecher. It is used in those cases when the
researcher needs to define the problem more phgclseexploratory research design, research
process is flexible and unstructured; sample sizarall and non-representative. (Malhotra and
Dash, 2010) Alternatively, conclusive research ssially more formal and structured than
exploratory research. Conclusive research is dedigto assist the decision maker in
determining, evaluating and selecting the bestsmof action to take in a given situation. The

sample of this research is large and representdMedhotra and Dash, 2010)

The research design of this report was flexible anestructured. Moreover, outcome of the

research provides an insight about the Intern faatien at Robi.

Sources of Data Collection:

> Primary data: The primary information is collected through faceface interview from
the interns who worked with me during my internsiperiod at Robi Axiata. As
previously mentioned, there were 25 interns inltmteluding me. However, | managed
to interview most of them to collect the requirefiormation. These interns worked in
different departments such as Supply Chain Managemiex and Vat Department,
Revenue Department, Human Resource Departmentefbiney | have been able to
collect some mixed and interesting information.

> Secondary dataThe secondary information collected from officiablgite of Robi.
Moreover, | aslo took the help of social networksites such as Facebook, Messenger

and Gmail to collect information from the interns.

Data Collection Time:
For this research the data were collected betwbemtonths of April, 2016 to May, 2016.

However, the survey was done in May 3 to May 10,620

33| Page
Robi Axiata Limited



Population:
Population is the aggregate of all the elementssiare some common set of characteristics and

that comprise the universe for the purposes ofeéksearch problem. (Malhotra and Dash, 2010)

The population of this project was all the inteoh$Robi Axiata.
Sample:

Sample is a subgroup of the elements of the papualaelected for participation in the study.
(Malhotra and Dash, 2010). In this case, all thequtation has been used as sample since their

number is not too large.

Sampling Technigue:

In this research, non-probability sampling techeiquas used. Besides, convenience sampling
method has been used for selecting respondentsce@i@mce sampling is a technique where
researcher selects convenient samples. (MalhotteDaish, 2010) Since, we were 25 interns at
Robi, it was better for me to get the informatiooni each of them in order to evaluate the
variances in their feedback.
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3.5 Limitations:

There were few limitations that | faced while prepg this project.

» Firstly, the major limitation was the availabilitf information. When | first joined at
Robi, | was assigned under the project called ‘RaymAutomation Up-Gradation’.
However, my Internship Adviser Mr. Showvonick Dattanted me to work on a new
project called ‘intern Satisfaction at Robi Axiatinited’ in order to expand my thinking
capacity as no other intern ever worked on thateptobefore. The project was
completely new in its nature. Therefore, | haveethdifficulties in finding the relevant
information online.

» Secondly, | was assigned the new project afterntgrmship period was over. Therefore,
it was quite difficult to collect direct informatiofrom other interns outside Robi as | do
not know many of them.

» Thirdly, As the new project was completely differédrom the project that | worked at
Robi, my Robi Internship Supervisor did not ableptovide much of the information
regarding the new project.

» Many of the interns have already joined in fulléirvork or started their MBA. They
have become very busy and | can understand thatefdre, | could not able to get much
of their time to conduct the survey effectivelylasanted to. Still, | managed to draw

their attention and they were very nice to me inngj their feedback.
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4.1 Analysis:

According to the National Business Research Irstif@016), internship satisfaction is the level
of contentment an intern feels toward his job.sltai facet of short-term employment that is
seldom discussed, but is a very important elemanainy workplace. It is important for

businesses to monitor and understand satisfactweld, and for good reason: the level of
satisfaction interns feel toward their job is dilgcelated to how successfully they perform their
job, how much they are able to learn form theiresuors, how professional they become
when they move towards full time jobs, and mostangmtly, it impacts the collective culture of
the business. It is easy to recognize the valumeibrn satisfaction surveys, particularly with

regard to the success of any business.

Intern satisfaction surveys require thoughtful ¢argdion. | did the survey on 25 interns as a part
of project analysis. In my survey, | asked themesal questions regarding their internship
experience at Robi Axiata Limited which had beesvwaered differently by them. | noticed some

mixed reactions in their answers.

The ‘Intern Satisfaction Survey’ form that | prepadrto conduct the survey and collect feedback
from the interns involved Name and Email of the eins, Questionnaire and

Comments/Recommendations options. The questionpaitenvolved 10 questions.
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Intern Satisfaction Survey

YOUR FEEDBACK IS IMPORTANT TO ME!

I need your 5 minutes to fill up this ‘Intern S#istion Form’ about your Internship Program at
Robi Axiata Limited. There are some questions wlyizch need to answer in order to make my
survey fruitful. | encourage you to be honest wiblur comments and suggestions. Your
feedback is totally confidential.

Thank you for your support!
Name:
Email:

Questionnaire prepared to collect feedback from inter ns:

Questions Agree | Neutral | Disagree

The position was clearly explained to me

| had the opportunity to present my qualifications

| received the necessary tools to do my job

My advisor (manager) was helpful and answered nestijons

The internship program met my expectations

The work environment was professional

Employees are respectful and supportive

My job responsibilities are as similar as full Gramployees

The Salary and Other facilities are sufficient

No Gender Discrimination

CommentsRecommendations:
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4.2 Findings and Discussions:

» Clear Understanding of Intern’s Position:

One of the questions that I asked to the interns as part of my survey was how clearly their
positions had been explained by their supervisors at Robi. I managed to get some interesting

feedback from them.

Clear Understanding of htern's positior

mAgree mNeutral = Disagree

4%

According to my survey of 25 interns, 88% of the interns agreed that their positions were well
defined by their supervisors. It means that a large portions of the interns know that what their job
description in Robi. Thefore, the satisfaction level is 88% regarding interns’ position and job

description.

However, during the initial period of my internship at Robi, one day I met two interns. They
were sitting idle and discussing between them that they had no work to do at the moment and
that is why they were sitting idle there. However, later when I did the survey, I found 88% of the
satisfaction level about Interns’ position. Therefore, I came to a conclusion that the job
description of all the interns may not be discussed in the very beginning in all the departments.

Some departments discuss the job description of the interns as the time progresses.
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> Opportunity to present intern’s qualification:

This is the second question of my survey. Any intern or fresh graduate joins in renowned
company in order to get the practical experience about the things they had learned theoritically in

their academic life.

m Agree ENeutral ®=Disagree

As a result, when I put this question in front of the interns, 76% of the interns replied that they
were able to utilize their qualiications working at Robi Axiata. There is a reason behind this low
satisfaction level. That is, when Robi recruited interns, it did not put the interns in departments
based on interns’ major or relative working field, rather it put the interns based on the necessity it
had in the respective departments. For example, | discovered that marketing major inter
worked in the Human Resource Department and a Egarajor intern worked in the Marketil
Department.
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» Necessary tools to do the j¢

Tools are necessary to do any job. Especially, if someone is new to his or her job, he is needed to

have the continous supply of tools that can help him performing the job effectively.

m Agree ®Neutral =Disagree

0% 8%

According to my survey, 92% of the internsagreed that they had got all the necessary tools f
Robi to fulfill their responsibilities. In the vy first day, all interns got their laptops, ID cs,
attendance sheeaind all other necessary things that could help tteedo their job effectively
In addition to that, regular seminars used to tpleee especially for the interns so that t
could always get motivated. Besides, whenever tinas a team meeting, inns were also
allowed in that meeting so that they could not fesdlected. They could fethat they were also
part ofthose teans. These meetings provided the young interns a geogl opportunity to lear

from the experienced employee’s about what : needed to be taken in times of cri

> Supervisor's coeperation:

This question raised some mixed reactions amongirtterns. Some of the interns we
extremely pleased with their supervisors, some wete | especially liked my supervisor. |
was realy a humble person. He had always been nice to men@first day of internship,

took me out for lunch for icbreaking
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Supervisor's Co-operation

m Agree ®Neutral =Disagree

According to my survey, 72% of the interns alsagreed to my thought. They were happy wit
their supervisors. In contrast, other interns hadthgaints against their supervisors. Tt
supervisors made them do lots of work. They didaillmw them to go to the university duril
office hours. Even if they did, those intelhad to do the make ups for that amount of time.l.
They also had to work longer period of tii

> Meeting the expectatics:

Young interns join in the organizations with an expectation to get the practical experience of

their academic knowledge.

Meeting the Expectations

m Agree ®Neutral =Disagree

4%
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According to my survey, 84% of the internsagreed that the internship program met th
expectations. What they had expected, they leafreed their internship. Internship at Rc
provided them the first taste of corporate life.rBtover, it gave them the oppcnity to become
the future business leader in the respective figidaddition to that, they got the opportunity
improve communication skills and create businekgtiomship which would help them to shi
in the future. Besides, it gave them the iabout the dynamic situations of the organizatioth
how they could overcome from those situations.riefpwhat a fresh graduate expected in

academic life, internship at Robi provided the lsaod experience of those expectati

> Professional worling environment:

A professional work environment refers where eme&syare treated with respect and hav
equal chance to succeetkcording to McCarthy (2015), A professional work environment is
workplace full of highly competent, respectful, on& and accountable employees work
towards a common goal. it the kind of workplace that any employee would ferglud to take
their children, or to in order to expose their dieih to role model coworkers. Professic
employees daot swear, gossip,ully, lie, cheat, steal, lose their temperthey leave the drama
at home and dress appropriately. In other wordsy thok, act, and sound like professior A
talented and dedicated workforce is vital to RolstEcess. Robi strived to foster a cle of

respect and to provide an atmosphere where diesqseriences and points of view are val

® Agree ®Neutral = Disagree

4%
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Accroding to my survey, 88% of the interns agreed that Robi maintained a professioanl work
environment. That did not mean that Robi employees only worked during working hours. They
could chat, made fun with each other. There was a tea corner in every floor where they could
spend their leisure having a cup of warm tea or coffee and other snacks. Besides, during the
lunch, they could chat with other interns in the Robi’s own cafeteria. Sometimes, both the interns

and employees went outside restaurant in groups to have lunch making it a small lunch party.

> Respect and support from other employees:

Whenever we join a new organization, we are nervous as we do not know the culture, norms and
values of that organization. At that moment we need guidiance from our co-workers. If the co-
workers are not helpful, the new employees may question about their decision to join in the
organization. Even a smile on the face of the co-workers will be enough to let an intern know

that he is welcome to the new atmosphere.

mAgree ®Neutral = Disagree

8% 12%

According to my survey, 80% of the interns agreed that the senior employees were respectful and
supportive towards them. When the interns joined in Robi, they were treated like they were the
part of the big Robi family. On the very first day, the supervisors introduced the interns to other
senior employees such as Head of the department, general manager, managers, specialists and
officers. Another interesting thing that the interns learned in Robi. No matter how big the
designation was, everyone had been addressed as ‘Vaiya’ and ‘Apu’ in Robi. Besides, whenever
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the interns faced difficulties regarding their work, their supervisors were there to help the fix the

problem.

> Interns working as much as full time employees:

This was the most important question of my survey and 92% of the interns replied that they
worked as much as full time employees in Robi with a very limited renumeration. They had to

do all the works what a regular employee did during the office hours. Some of them even had to

work late along with thier supervisors.

mAgree ®Neutral = Disagree

1% 4%

Besides, my job responsibilities part said it all. I as an intern had to perform lots of jobs. What I
had discovered during my stay in Robi, the interns were hired by Robi mainly to reduce the
excessive job burden from the shoulders of the managers so that they did not face any employee

absenteeism.

> Salary and other facilities were insufficient:

According to Heathfield (2014), Salary is a fixed amount of money or compensatiaid fo an
employee by an employer in return for work perfodm®alary is paid, most frequentin a bi-

weekly paycheck to amxemp or professional employee.
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m Agree ENeutral ®=Disagree

0%

According to my survey, 100% of the interns disagreed that the payment and other benefits that
Robi gave to its interns were sufficient. Although the interns had to work like full time
employees, they got the salary of only Tk.5000 per months . In todays world, Tk.5000 a month is
never enough for a fresh private university graduate who spent 10-12 lakhs taka for
undergraduation program. On the other hand, Banglalink offered its interns TK.6000 with
Tk.5000 taka mobile talktime.

Robi paid a new regualar employee Tk.35000-40000 for doing the same kind of work what the
interns did. It means that they were saving Tk.(40000-5000)= Tk.35000 per employee. This is
why, Robi focused on hiring more interns than new regular employees in order to save this huge

amount of cost.

Moreover, interns did not get as much benefits as regular employees. Each regular emplyee got
Tk.100 each day for 22 working days a month. It means that in 22 working days, he got Tk.2200
for lunch. This money was paid along with his basic salary. A set menu at cafeteria cost Tk.130.
It means that a regular employee enjoyed his lunch in Robi only at Tk.30 per day. In contrast,
Interns did not get that lunch benefit from Robi. As a result, they had to pay full Tk.130 per day
for lunch. It means that each intern had to pay Tk.(130*22)= Tk.2860 per month for lunch
purpose only. On the other hand, Banglalink and Grameen Phone offered free lunch to their

interns.
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Regular employees could get leave. On the other hand, interns could not get any leave as
previously mentioned. Besides, some of the supervisors did not allow their interns to go to their
universities in office hours. Even if they did, the interns had to make that up for those leave

hours.

> No gender discrimination:

According to the Findlaw (2016), Discrimination based on gender (or sex) is a comgigih
rights violation that takes many forms, includirexsgal harassment, pregnancy discriminat
and unequal pay for women who do the same jobseas According to the Academic Help
(2013), in an idal world, people would be equal in rights, oppoities, and responsibilitie
despite their race or gender. In the world we livehowever, we constantly face all kinds
neglect based on different attributes. All over therld, certain people treeothers with
prejudice because of particular features they pssdénfortunately, this happens even in ple
which, by definition, should be free of all persbpeejudices— specifically, in offices and othe
business surroundings. This phenomenon iled workplace discrimination; not every unf

behavior at work, however, can be assessed asndiisation

E Agree ®Neutral ®=Disagree

According to my survey, 68% of the interns thought that Robi treated both its male and female
interns equally. However, I discovered something different during my internship period. Among
25 interns, only 8 of them were female interns. Robi recruited more male interns because it
thought that male interns were more productive and could work for longer hours.
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Recommendations:

>

Robi should reduce the workload from the youngrimgeAs they just joined into the
corporate world, too much workloads or respongibgiwould draw a negetive impact
about the organization over the fresh minds ofythéng interns.

It should increase the renumeration based on thesske job description of the interns
like Banglalink.

It should provide more facilities such as lunch,eegency leave like Banglalink and
Grameen Phone.

It should focus on hiring more female interns irdear to create equality in the
organization and also motivate our female poputatibthe society.

Insetead of keeping all the interns in the corpoddtice, it should distribute its interns to
the other offices so that the interns get the opdly to learn different things from
different places of the company.

It should offer more entry level positions into thganization for job vacancies so that

fresh graduates get opportunities to work with Robi
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Conclusion:

Comparing practical knowledge with theoretical ilwes identification of weakness in the
branch activities and making recommendations fbrirsg the weakness identified. Through all
departments and sections are tried to cover in lwhigot the chance to gather practical
experience for the internship program; it is nosgble to go to the depth of each activities of
branch because of time limitation. However, higheSort has been given to achieve the
objectives the internship program.

Robi is one of the leading telecom sectors in Baahggdh. It is currently in number three position
after Grameenphone and Banglalink. Robi has thenpat in it to move one step up in the
telecom sector. | had the greatest of opportursty &resh graduate to work in a company like
Robi Axiata Limited which has massive reputatioraimd around the country. There are many
product and services of ROBI that is available iarket. At this moment the company is in
growing position. Robi’s decisions are based otsfilom market research and coverage survey.
The company also monitors it's competitor's agésitand is proactive in marketing decisions.
Robi Axiata Limited has progressed well in compamiso peers in the recent years and has not
made any short cuts and willing to take all theassary steps to avoid any slip. Robi’'s sincere
commitment with the passion to excel cannot stefr journey for a better tomorrow.

This report showed information about ‘Intern Satsion at Robi Axiata Limited’. | conducted a
survey on 25 interns and collected feedback froemth built the foundation of my project with
their feedback.

The three months long internship aided as a veogd gmospect for me to gain a wealth of real
world knowledge concerning the corporate world Jhic hope would gear me for the

approaching years to come.
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