Annexure 1: Scope of Work 

Subject: Request for Quotation to provide advisory services on Requirement, Formalization of BRAC Bank and further to assist the Bank on formulating its implementation strategy for Customer Relationship Management.

BRAC Bank Limited invites proposals to provide advisory services to review existing business processes & systems and to prepare the road map for implementation of Customer Relationship Management. This advisory service will include Collection of Business Requirement, Map the business requirement with proper solutions, ROI Calculation, RFQ Finalization, Review & Recommendation for architecture, performance & cyber security aspects of the aforementioned platforms, along with recommendation for implementing digital transformation roadmap and business plan. Note that selected advisor will not be eligible to implement any solution considering the conflict of interest. 
[bookmark: _GoBack]Background: 
BRAC Bank started its journey in 2001 and in 21 years, proved to be the country's fastest-growing bank.  BRAC Bank Limited, a pioneer in SME Banking and having a solid focus in Corporate & Retail Banking, delivers a full array of banking services to individuals and business entities. 
As the most connected growing bank of the Bangladesh with customer centricity at the core of the business strategy – BRAC BANK is willing to provide fingertip service to our customer leveraging the best use of the technology. Customer can reach to us in all channels with the quality of service on the top. 
BRAC Bank identified the necessity to implement a Full Pledged Customer Relationship Management Solution. We would be happy to inform you that BRAC Bank Limited is planning to initiate an assessment on “Customer Relation Management” which will assist the bank to its IT strategy with the business strategy. The implementation approach envisaged in this RFP will form the new baseline for the Customer Relationship Management unit in the company.
Confidentiality 
All bidders to this RFP will be required to sign the confidentiality and non-disclosure agreement with the bank during response.
Scope: 
The objective of this tender is to find a suitably qualified service provider to assist BRAC Bank to address the requirements for the review and recommendation of “Customer Relationship Management” implementation strategy”. The service provider must carry out the following activities but not limited to within 4-6 weeks’ timeline: 
Step by Step Breakdown:
1. Capturing the Business Requirement (3 Weeks )
a. Study and analyze current Business processes, applications, practices, and Customer relationship activity for all the business, touch points, channels, operations, alternative delivery channels, Sales & Marketing and many more.
b. Formulate measurable KPIs & ROI Calculation for each requirement
c. Convert business requirement into comprehensive RFQ document with Scoring Mechanism 
d. Induce the Market Best Practices
e. Presentation to the Board, Senior Management, and relevant stakeholders on the benefits of the CRM, received knowledge from discussion sessions & Associated Requirement.

2. Road map:   ( but not limited to) : ( 2 Week )
a) CRM rollout strategy with blueprint 
b) Share a short term, midterm, and long-term roadmap for BRAC Bank.
c) Define TO-BE  architecture
d) CRM Tools suggestion  
e) Suggest application, database & ecosystem architecture.
f) Recommendation on hardware sizing considering business strategy, growth and technology road map
g) The service provider is expected to produce interim reports at each phase/milestone, which will be discussed and approved. The reports will form part of the final output.
h) Presentation to the Board, Senior Management, and relevant stakeholders on the proposed roadmap.

3. Framework for Vendor Evaluation: ( as per the evaluation strategy )
a) Prepare RFQ Documentation (Functional, Technical & Information Security)
b) Define method to Evaluate Functional, Technical & Security aspects of implementation partner, including maturity & experience of the partner. 

4. Benefit Realization ( Post Implementation )
a. Define KPI and Methodology of ROI calculation 

5. Deliverables 
a) Define strategy and roadmap
b) Propose CRM architecture
c) At the end of this consulting service, consultant needs to build the detailed RFP reflecting all requirements.
