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Letter of Transmittal

19 February, 2015
Feihan Ahsan

Lecturer,

BRAC Business School
BRAC University

66, Mohakhali, Dhaka.

Subject: Submission of Internship Report.
Dear Sir,

| would like to take this opportunity to thank yfar your guidance and support during the
course. The report is based dDjsciplinary Process in Grameen Phone Ltd.’have got the
opportunity to work in Grameenphone Limited untiethics andCompliance” Department in
People & Organization Division for about three nfentinder the supervision of Md. Mahmudul
Huq, Deputy Ethics and Compliance Officer and Gahelanager, People & Organization
Division.

This project has extended my views and ideas orynsanes. Being the largest telecom operator
it was really a fantastic experience. | am inspaad looking for my development in Corporate
Entity.

With the short span of time, | have tried my bespitovide support to the whole team through
archiving, documentation, providing day to day @pens and support.

| shall be highly obliged if you are kind enoughaitcept this report and provide your valuable
opinion.

It would be my immense pleasure if you find tlepart useful and informative to have an
apparent perspective on the issue.

Yours Sincerely,
Najia Nishat
ID: 10204132
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Introduction: Grameenphone is a dynamic and leading countrywig®l Gommunication

Executive Summary

solutions provider. It is a joint venture compamieen Telenor and Grameen. Grameenphone
Ltd., the largest telecommunications service previd Bangladesh, received its operating

license in November 1996 and started its servioe fiMarch 26, 1997.

History: Igbal Quadir, who is the founder and director & Legatum Center for Development
and Entrepreneurship at MIT was inspired by than@&en Bank microcredit model and
envisioned a business model where a cell phons@&ae as a source of income. He traveled
back to Bangladesh, after meeting and successaiing money from New York based
investor and philanthropist Joshua Mailman, anckedifor three years gaining support from
various organizations, finally he was successfiibrming a consortium with Telenor and

Grameen Bank to establish Grameenphone in 1997.

This report is the result of my 3 months long ing#ip program conducted in Grameenphone
Ltd. and is prepared as a requirement for the cetigol of the BBA program of BRAC

University. The report is prepared to fulfill thargal requirement of the course Human
Resource Management. This report is supposed podpared through the analysis of various or
focused HR activities in local successful organared. The different aspects of Human Resource
Management, which we learn in theory, should bepamed with the real life scenario on the
basis of practical implications. In this reportave tried to look into the most important part
‘Ethics & Compliance” in people and organizatiomigion of Grameenphone. | will also show

how these activities support the organization’sraNstrategy.
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The study is conducted in a systematic procedaréirs from selection of the topic to final

Methodology

report preparation. This topic is fixed by my swyisor because | have to give a report to the
company also which is based on the project whassigned for. So, my supervisor gave me the
topic "Disciplinary process of Grameenphone LtdHe integral part was to identify and collect
data. Those data were classified, analyzed, irdgrand presented in a systematic manner to
find the vital points. For the purpose of the stddya and information have been collected from
both primary and secondary sources. My work expeden GP helped me a lot. Besides, some
data have been collected through regular conversatwith many GP employees and | also have
interviewed some key personnel and also have tasigre suggestions orally from the personnel

of Grameenphone Ltd.

Primary Data:

Data for this report has been extracted from prynsaurces as well as secondary sources. The
relevant information collected from primary soureess collected in an informal way.
Primary sources were- visiting, personal obsermadisurvey, face to face interview and

practical deskwork.
Secondary Data:

Internal sources Different reports and documents provided by comee officer and different

circulars, manuals and files of the organization.

External sources Different websites related to the telecom sectewspapers, and magazines.
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Grameenphoneis widely abbreviated &P. It is the leading telecommunications service

Introduction

provider in Bangladesh. With more than 50 milliatbscribers (as of October 2014),
Grameenphone is the largest mobile phone operatbeicountry. It is a joint venture enterprise
between Telenor and Grameen Telecom Corporatinangprofit sister concern of the
internationally acclaimed microfinance organizateord community development bank Grameen
Bank. Telenor, the largest telecommunications campaNorway, owns 55.8% shares of

Grameenphone; Grameen Telecom owns 34.2% andrtaniag 10% is publicly held.

B Grameen Telecom
(34.20%)

B General public & other

Institutions (10%)
55.80%

Telenor Mobile
Communication
(55.80%)

Grameenphone was the first company to introduce @&®khology in Bangladesh. It also
established the first 24-hour Call Center to suppeisubscribers. With the slog&wo Beyond,
Grameenphone promises itssomers to bring the best of communication techn@®gbo that
they can Go Beyond.

Headquarter of Grameenphone is situated at Basluoadesidential Area. They also have
around 14 buildings in Gulshan area, which wagptiegious headquarter of Grameenphone
office. None of those are Grameenphenein building. The —GP HOUSEI- Grameenphone,
9-story headquarter building is located adjacenihi¢omain entrance of the Bashundhara
Residential Area. The building was constructed-b4ssociated Builders Corporation Limited”
and Vistaara and Icon Architects (VIA) was the adtast.
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History

The idea of providing universal mobile phone ac¢kssughout Bangladesh, including its rural
areas, was originally conceived by Igbal Quadirpwhcurrently the founder and director of
the Legatum Center for Development and Entrepresiguiat MIT. He was inspired by

the Grameen Bank microcredit model and envisionedsaness model where a cell phone can
serve as a source of income. After leaving hisgelan investment banker in the United States,
Quadir traveled back to Bangladesh, after meetimtysaiccessfully raising money from New
York based investor and philanthropist Joshua Mailpand worked for three years gaining
support from various organizations including NoBehce Prize laureate Muhammad Yunus of
Grameen Bank and the Norwegian telephone compaigndr. He was finally successful in
forming a consortium with Telenor and Grameen Bangstablish Grameenphone. Quadir

remained a shareholder of Grameenphone until 2004.

Grameenphone received a license for cellular plopegation in Bangladesh from the Ministry
of Posts and Telecommunications on November 28,.1G8ameenphone started operations on
March 26, 1997, the Independence Day in Bangladgéameenphone originally offered a
mobile-to-mobile connectivity (widely known as GHRR@onnection), which created a lot of
enthusiasm among the users. It became the firsatgpeo reach the million subscriber
milestone as well as ten million subscriber milas®in Bangladesh. Grameenphone has so far
invested more than BDT 21,343 crore to build thisvoek infrastructure. It is one of the largest
taxpayers in the country, having contributed mbentBDT 30,876 crore in direct and indirect
taxes to the Government Exchequer over the yeaereTare now more than 1600 GP Service
Desks across the country covering nearly all upaaf all districts and 94 Grameenphone
Centers in all the divisional cities. Grameenphbag about 5000 full and temporary employees.
300,000 people are directly dependent on Grameewploo their livelihood, working for the

Grameenphone dealers, retailers, scratch cardsulgopliers, vendors, contractors and other
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Mission, Vision and Values of Grameenphone Ltd.

Mission:
Leading the industry and exceed customer expentabg providing the best wireless services,

making life and business easier.

Vision:

We exist to help our customers get the full benefitcommunications services in their daily
lives. We want to make it easy for customers tovgedt they want, when they want it. We're
here to help.

Values of Grameenphone Ltd:

Keep Promises:Everything we set out to do should work or if yant get it, we're here to
help. We're about delivery, over promising actiows words.

Make it Easy: We're practical. We don't over complicate thinggeBthing we should be easy
to understand and use. No waste. No jargon. Becaeisever forget we're trying to make

customers' lives easier.

Be Inspiring: We are creative. We strive to bring energy intotthiegs we do. We produce

should look good, modern and fresh. We are passi@imut our business and customers.

Be Respectful:We acknowledge and respect local cultures. We damaose formula
worldwide. We want to be a part of local commursitreherever we operate. We believe loyalty
has to be earned.
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Product/service offerings

Mobile Telephony:
Grameenphone was the first operator to introduegth-paid mobile phone service in

Bangladesh in September 1999. It offers the prd-pabbscription under the nanteasy

Prepaid which is currently calledNishchinto, Amontron, Shohoj, Bondhu, Aapon, Smile,
Spondon, Business Solution prepaidBesidesNishchinto, Amontron, Shohoj, Bondhu,
Aapon, Smile, Spondon, Business Solutiddrameenphone alsifers a youth based mobile to

mobile connectivity within Bangladesh namgiice..

Grameenphone also offers postpaid mobile seriptare Postpaids the name of its post paid
service. Grameenphone also provides several oludages which can be selected based on
the type of tariff or features like pulse, sms, artdrnet. Detailed information about packages
provided by Grameenphone can be found dialing i@ fyour Grameenphone number and

can also be found using the official Grameenphatizad app available for free download on

Google Play Store.

In compliance with BTRC guidelines, GP is sharitsgpassive infrastructure with other
operators under “Wholesale Business”. It has intoed different “Financial Services” as
electronic ticketing, bill collection, electroniattery and remittance disbursement under the
brand “MobiCash”.
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Grameenphone launches new price plan:

Grameenphone Ltd. announced a new range of prces phat is expected to bring greater
simplicity in the pre-paid category. The companyg hBso revealed a new price plan for its
djuice product as well. Details of the new pricarpivere announced at a press conference
today, 14 March 2010, held at a local hotel. Thedtprices packagesShohoj, Aapon,

Bondhu, along with djuice — have been developed for pretgabscribers and offers
interchangeability and easy migration.

“The price plan is not just a simplification of cuariff plan,” said Grameenphone CEO,
Oddvar Hesjedal, “it is a conscious effort to pd®vthe best and most cost efficient solution to
our customers, based on their individual callinguieements.”

The Grameenphone CEO was present at the evenMwitArild Kaale, Chief Marketing

Officer, and Mr. Kazi Monirul Kabir, Chief Commuration Officer, among other officials.
Explaining the dynamics of the new price plan, Brameenphone CMO added that the
“launch of the price campaign represents the larges most comprehensive tariff offer for
Grameenphone subscribers since its inception”.

The Shohoj package will cater to users who ne@aliaall networks and offers callers a low,
flat rate of BDT 0.79 per minute to any operatominer. Shohoj users will also have the option
to SMS any number at BDT 1 per SMS. The Aapon pgekeas been designed for callers who
have a predominately Grameenphone calling baseorAaffers a special day time tariff and
night time tariff (12pm-4pm and 12am-8am respedyivef 49 paisa per minute. Aapon users
can also call three FnF numbers (Grameenphone narohby) at 49 paisa per minute any
time, and send SMS to the FnF numbers at BDT Oaiaper SMS. Aapon users will also
have the option to SMS any number (GP and otherat@® at BDT 1 per SMS.

The Bondhu package is for users whose calls ar@lydimited to a tight FnF circle. This
package offers the highest number of FnFs and gaarsall seven FnF numbers at 49 paisa
per minute any time. With Bondhu package, callaltother numbers (Other than the seven
FnFs) are BDT 0.99 per minute. SMS rates are BIBU fer SMS to GP numbers and BDT 1

to other operator numbers.
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Djuice retains its youth focus where there is bigiest in community tariffs and special night
time tariffs. What's new is that any Grameenphoreegaid customer can opt for djuice, or
vice versa. Notably a regular migration fee of BDOTwill be charged for migration to or from

all packages after 13 April 2010.

Other important services GP provides:

« Call drop: Grameenphone introduces “Call back on Call droptinkOctober 1, 2014 all
GP Pre-Paid and Post-Paid customers will get 60rgkequivalent call reimbursements on

every call drop.

« Internet: Grameenphone provides internet service in its rameearea. As it has
EDGE/GPRS enabled network, any subscriber can sitaesternet through this network.
Grameenphone was the first mobile operator in Badegh to offer EDGE services to its

subscribers.
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GP is also the country's largest ISP, providingrimet services both in small and large screen -
bringing people closer with the benefit of commuaticns. Grameenphone 3G is an all-new way

to experience the fast paced service now days.

- Bill Pay: A service to enable users to pay their utilitysbitlectricity/Gas through mobile.
« Cell Bazaar : A service to enable users sell or buy productsuin mobile or internet.

- Various other services like, Stock Information, Instant Messaging, SMS s&a&
Alerts/Services, Voice-based Services, Downloadssit) Cricket Updates, Web SMS,

Mobile Backup etc.
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Corporate social responsibility.

Grameenphone has several projects related to sespbnsibility. These include:

1.

8.

9.

Safe Motherhood & Infant Care Project- More thah thillion free primary healthcare
services to underprivileged pregnant mothers &rtiméants.

Free eye care support for around 28,780 peopl&83F¥e sights restored so far.
Awareness building on varied national issues- AlN&tional Immunization Day.
Information boats with digitized livelihood contentind internal access for remote
riverine communities.

Economic freedom for more than 400,000 Village RhGperators.

More than 500 Community Information Centers- cotingdife and learning.

Proud sponsor of Bangladesh Special Olympics team.

Proud sponsor of Bangladesh National Cricket team.

Employment opportunity to acid survivors.

10. Scholarship for underprivileged meritorious stugen

11. Blood donation camps for underprivileged Thalassa patients.

12. Establishment of Blood Bank at Bogra for undesipgged patients.

13. Emergency relief effort in natural calamities.
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Operational network organogram
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Operational network organogram
(P&O)
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Division of Grameenphone:
There are mainly five divisions of Grameenphonesskhare:

. Finance

. Technical

1

2

3. Corporate Affair
4. Comnercial

5

. People and organization

Department of People & Organization:

The HR division of Grameenphone which known as f&& Organization” division is consist

of five different departments. These are-

1. Business partner,

2.Center of expertise,

3.Shared service,

4.Health, safety & employee security and
5.Ethics & Compliance.

Ethics & Compliance department:

Ethics & compliance is very important and confitiginpart in people and organization
department and | was assigned to work in this foncin any organization, maintaining
discipline is a very important factor. Grameenphaiso has its own disciplinary process which
all employees are abide by. So, basically Ethick@mpliance department focus on discipline
of employee’s, their activities, process, how ergpiobehave with others, whether it is formal or

informal approach, behavior with GP’s valued custoetc. and finds out the wrong doers.
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Ethics & Compliance Process:

The department follows a formal process -
Allegation lands to the department:The process starts with a written complaint agany
employee. The complaint can directly be from ampleyee, internal line function or even in

some cases external sources.

Show cause Notice Issuéhe function issues a Show cause notice whichkedathe employee

to state why he/she has done so.

Reply to Show cause noticéAfter that, the accused employee replies on thawstause

within a given period (7 days ) from about the gdlgon whether he/she has done or not.

Enquiry Meeting: Later, an enquiry panel and committee are dedigettie compliance
authority and meeting has been set up in a suitabkewith the employee to judge the

allegation.

Report Prepare: After that, the allegation has been discussed @ethils and evidence, a

summery has been prepared for making final decisyotihe compliance authority.

Hearing of Final decision:And lastly, the hearing about the employee dependshether
he/she is innocent or not. It can be Verbal Warnigtten warning or Dismissal of the

employee. The disciplinary action is judge by theribof the issue.
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Disciplinary process flow
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Code of Conduct:

The department named- Ethics and compliance maiahs by focusing on some important
principles which is called —Code of conduct. Cofleamduct is an integral part of the formal
governance regime in Grameenphone. This code detireecore principles and ethical standards
that form the basis on how GP create value in t@impany. Such principals and standards are

further incorporated in other governing documesta@propriate.

Grameenphone Code of Conduct applies to membehe doard of directors, managers, other
employees as well as those acting pn behalf ofdhgpany. This code does not apply directly to
the company’s business partners.

Corporate ethics are about how we behave towatsaaer and the outside world. Since the
code was introduced in 2003, it has been the faioraf our corporate culture. Everybody
associated with Grameenphone shall comply withraless and guidelines that build on

Grameenphone’s basic values.

Code of Conduct has several parts with differesies. These ares-
1. Community:

Human Rights: Background Human beings are entitled to be treatddrespect, care and
dignity. Grameenphone’s business practices arsustainable unless they built relationships on
basic human rights with and between employees pprkaiate diversity, culture and other

differences.

Working conditions: Grameenphone is committed to creating working d@mrs with foster

fair employment practices and where ethical conductcognized and valued. GP recognizes
and respects the right of freedom of associati@hthe right to collective bargaining within
national laws and regulations. Grameenphone willengploy or contract child labor or any form
of forces or compulsory labor. This company is @apposed to discriminatory practices and will

do its utmost to promote equality in all employmprdctices.

Health, safety and employee securityGrameenphone is committed to protect the health an

safety for the employees. Standard GP will be lgadi the field of health, safety and employee
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security to promote good health and safe workingrenment in compliance with
internationally recognized standards. Hazardshelldentified, mitigated and monitored to

prevent accidents and occupational diseases.
2. Relationships:

Environment: Environment faces challenges and threats thatmaggtively impact climate,
resources and quality of life. As a major corpotizen Grameenphone is committed to

conduct its operations for environment impact.

Customers: Grameenphone exits to help their customers gduthkeenefit of communication
services in their daily lives. Standard GP willateegrowth by being preferred and trusted by
customers and by delivering services in a costffe manner, try to fulfill the needs of the
customer in the best possible manner, whilst comglwith laws, regulations and the

Grameenphone way.

Suppliers: Suppliers will be treated fairly and equally. Tdest suppliers, Grameenphone will

follow the established guidelines and procedures.

Competition: Grameenphone’s competitiveness in the markethgilbased on good products
and services at the right price. Their code of canhavill always meet Grameenphone’s

competitors in an honest and professional manner.

Corruption and bribery: Corruption is a threat to business and socieaflinountries. In
addition, to unfair competition it can also resnltndividuals being subject to blackmail and
imprisonment. For Grameenphone, anti-corruptiamoisonly a legal obligation, it is in their

own interest to take a firm stand against corruptio

Gift and business courtesiesThe distinction between corruption and gift andibass
courtesies can be difficult to draw and due carstrtherefore be exercised. In Grameenphone,
code of conduct does not offer or accept expergit®or business courtesies, nor does conduct

offer any cash equivalents as gifts.
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Internal Control and Authority: Internal controls including authority to represantt commit

3. Assets:

Grameenphone, will ensure that business processffative and carry an acceptable level of
risk that physical and intangible assets aregsafegled and utilized, that financial information is
correct, complete and timely and that laws, regutatand guidelines are followed. Internal
controls are the responsibility of management thetndividual employees will contribute to
ensuring that effective and reliable business m®eeg are in place.

Conflicts of Interest: Conflicts of Interest may lead to decisions thatrot in the best interest
in Grameenphone as personal considerations magt afffgment and decision making.

In Grameenphone, conflicts of interest are beirgded wherever it is possible.

Confidentiality: Grameenphone has to keep its all informationidential as all have a value
for the company. So they need to be kept confidebh&cause it involves employees or third
parties. Unauthorized access to such informatioy imaair the value and have a negative

impact on Grameenphone’s reputation.

Code of conduct is very essential part which hdsltow by all GP employees from the bottom
leve to down areas of company. Those who infrirges| regulations or the Grameenphone way
framework must be prepared to face the consequéehaereflect the infringement’s type and

scope. Serious breaches may lead to terminatitimeamployment.
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Job Responsibilities

Stay Close ‘ I‘ Qrameenphone
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In my internship program, | was assigned in thadstand compliance department under people
and organization division. Compliance is a very amtant part of Grameenphone HR
management area. There are 4 members along with mg team, including my supervisor who
controls the whole team. He was also my professsun@ervisor during my internship period
and advisor of my future career aspects. Withis ittiernship period, | have done various multi
tasks. Sometimes it made me under pressure buthamkful to my supervisor and other team

member to give me chance for working various tygfesorks which teaches me a lot.

Job Responsibilities:
= Keeping records of all data (employee’s show caadiee, reply, enquiry meeting,

dismissal order, warning letter etc.)

= Scanning all important documents.

= Collecting documents and information from my sup®wand other team member for

archiving in a file.

»= Providing them all the information which they washfer team related work.

= Input all the important data in computer.

Different Aspect of Job performance:

| have done some other activities which were rdladeHR division in other department. Such
as- after making short-list of new intern, | haa#led all of them to inform about their interview
schedule. After that, during the interview sessldrgve helped new candidates to reach their

selected board.
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Every Process is developed under certain conditibmgse conditions undergo changes over the

Limitations

time. So the process under consideration must lukfied according to the changes. Moreover
any process may have certain problems & limitatidues to the faulty consideration while
development. As | was assigned as an intern, gbriat have enough permission to access all
department of Grameenphone.

The problems & limitations are described below:

. The company does not have sufficient source ofrsdany data and collection of data

was not smooth.

. | have tried to analyze all the relevant data oheotto evaluate the company’s
performance and work processing system. In thisrtepowever due to company
confidential some data | could not been accesstutatically.

. Sometimes collecting data is much confusing andpticated.

. As early, | have mentioned that compliance is \niemyortant and confidential part so it

was little bit difficult to accumulate confidentidata.
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Recommendation

* In my tenure in GP, | did not find huge area of im@ment. So those areas should be

improved.

* The team seems to be overburdened with so much tivatkt seems they should require

more people. At least two additional people araiiregl for the department.

» The documentation process is still like governnwdfite. They should think for

electronic archiving.

Otherwise the people are working in pbamnce is people oriented and helpful.
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Conclusion

Today Grameenphone has 5 crore customers withad jgogver in telecommunication

industry. Grameenphone is the first leading cetirghcompanies in Bangladesh. In a country,
telecommunications play a significant role in eaoinmmand social development. This is why
Grameenphone, in collaboration with Grameen Bankjming to place one phone in each
village to contribute significantly to the econonuoiglift of those villages. Grameenphone
basic strategy is coverage of both urban and ewesls. Grameenphone is the revolution for
mobile service in Bangladesh. Now, more peopleaidadesh are affordable to utilize the
mobile.

Grameenphone believes in service, a service thds|® good business and

good development. Telephony helps people work tmgetaising their productivity.
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