SCOPE OF WORK
EA008: MLSA Call Center (Hot Line) Support
Call Center (Hot Line) Operator


Period of Performance: Six months (full time)

Background
The United States Agency for International Development (USAID) Office of Transition Initiatives (OTI) awarded Dexis Consulting Group (Dexis) with the "EXploratory Pilot and Learning Options for Regional Efficiency” (EXPLORE) Europe Task Order. As a part of this Task Order, USAID/OTI established the Armenia Support Engagement (ASE), a fast-paced engagement in Armenia that supports Armenia’s democratic government and other stakeholders as the country contends with the fallout of the recent Nagorno-Karabakh crisis. The Engagement began in December 2023 and implements for a 14-month period.  

Purpose
The September 2023 attack on Nagorno-Karabakh (NK) resulted in over 115,000 ethnic Armenians fleeing to Armenia. With a view to providing immediate support to NK refugees, the Government of Armenia launched several state support programs aimed at alleviating social and economic issues among the NK population. The Ministry of Labor and Social Affairs (MLSA) is a key institution which is actively engaged in developing state support policies and programs targeting the NK displaced population. In addition to these programs, the MLSA also operates a Call Center - a hotline service within its Unified Social Service accessed by dialing 114. As a result of the Nagorno-Karabakh recent crisis, the workload of the service has drastically increased. To enable the MLSA to provide an effective and timely response to the questions raised by the NK displaced population regarding social support policies and programs, ASE will provide STTA support for the operations of the Call Center of the Ministry of Labor and Social Affairs.  

ASE is currently hiring two (2) hotline operators who will specifically provide support with responding to the general calls received by the hotline, the majority of which are NK-related, and addressing specifically the questions raised by the NK displaced population regarding the MLSA social support policies and programs. The two operators will respond to the calls received by the hotline service and focus on the usual set of questions the NK refugees ask (e.g. state support programs, benefits, etc.) covered so far by the Unified Social Service hotline service.  

Tasks & Responsibilities
The operator’s tasks include but are not limited to the following:

· Respond to incoming calls received through the 114 hotline service; make outgoing calls, if needed;
· Provide accurate and comprehensive information on the issues related to the process of social support to the displaced persons from Nagorno-Karabakh;
· Process and correctly enter the necessary information about calls into the system;
· Settle the issues raised by the citizens, and in case of impossibility, transfer the issue to the responsible person(s);
· Observe the established rules for answering phone calls; 
· Other relevant tasks per the Ministry of Labor and Social Affairs and/or ASE request and USAID/OTI approval.  

Illustrative Deliverables
· Monthly and final brief reports with statistics on beneficiaries’ requests;
· Other deliverables per the Ministry of Labor and Social Affairs and/or ASE request.

Qualifications
· Secondary education; higher education preferred;
· At least one (1) year of professional experience in the field of communications and/or customer service;
· Excellent knowledge of Armenian and Russian languages; knowledge of English or other languages will be considered as an advantage;
· Demonstrated conversational fluency or native-level proficiency in Nagorno-Karabakh dialect is preferred;
· Excellent communications skills, ability to correctly identify customer needs and offer solutions;
· Ability to conduct effective and competent negotiations; 
· Stress resistance, high level of responsibility, quick response ability; 
· Ability to manage a heavy workload;
· Computer proficiency (MS Office).

Management of the Assignment
The Call Center (Hot Line) Operator will report to the Point of Contact at the Ministry of Labor and Social Affairs and ASE Senior Program Development Manager while working in close cooperation with the ASE program staff.  
APPLICATION PROCEDURES: Interested applicants should send their CVs to: ase-procurement@dexisonline.com indicating "MLSA Call Center Operator 2" in the subject line of the e-mail. Only short-listed candidates will be interviewed.
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