
[image: ]Rompetrol Georgia
Vladimer Vekua Street 3, Tbilisi, 0105, Georgia
Office: (+995) 32 291 07 27 / 291 07 63 / 291 07 78
Email: officege@rompetrol.com 
Website: www.rompetrol.ge
Facebook: www.facebook.com/RompetrolGeorgiaLtd

Technical Specification/Scope of Work

Regarding Acquisition of Hot Line Service for RPGE
			 			 
		 

1. Background:
Background of this acquisition is to establish a contract with a company, to provide outsource services for Call Center 24/7, including technical support, staff proper training according to company values and all the rest of requirements internally agreed.

1. Location:
      RPG Head Office, #3 V. Vekua St.
1. Number of employees
      7 Representatives, 1 Supervisor
1. Number of Shifts:
two
    5. Main Job Tasks and Responsibilities:
· Provide 24/7 qualified support for Rompetrol GS and customers
· Permanent staff training to be in accordance with Service+ requirements
· Reporting 
· Clear understanding of the company values 
· answer calls and respond to emails
· Manage customer complaints
· Document all call information according to standard operating procedures
· Enter F&G vouchers into the system
· Identify customer needs, clarify information, research every issue and provide solution.
· Respond to questions
· Manage customer complaints
· Obtain possible customer leads
· Check voucher details with all the station managers at the beginning of each month.



 
   6. Education and experience of call center employees:
  
· High school diploma

· Some experience in a call center or customer service environment
· Good data entry and typing skills
· Customer service orientation
· Stress tolerance
· Attention to detail
· Languages: Georgian (Mandatory), English and Russian (Would be advantage)
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