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Technical Specifications and Commercial Requirements

	№
	List of main requirements
	Tasks to be performed

	1
	Subject of purchase (name of works / services, etc.)
	Mystery Shopper Index at Viva Service Centers. 


	2
	Location of Work implementation/Service provision
	1. The survey will be conducted at Viva 73 service centers. 
2. Interviews with the supervisor must also be recorded and provided to the Requester.

	3
	Specifications:
	1. Number of visits in Yerevan service centers - 20.
2. Number of visits in regional service centers - 53. 
3. Fieldwork period - 3 months.  
4. Visits will be distributed equally in given period within the specified time zones.
5. Methodology of the fieldwork will be provided by the Requester.
6. Provision of interim recordings and databases - on weekly basis. 
7. Regular update of scenarios.
8. Scenario structure will be provided by the Requester. Vender will prepare the scenarios in Russian language and provide for the approval by the Requester.

	4
	Requester
	Viva Armenia CJSC

	5
	Requirements to Participant
	Organizations that are able to meet the requirements specified in these Technical Specifications are permitted to participate:  

1. All mystery shoppers must be either Russian by nationality or be fluent in Russian. For the purpose of selecting mystery shoppers, the Applicant must provide the Requester with the profiles of the Mystery Shoppers, as well as a short recording from the interview conducted with them.
2. All visits must be recorded and provided to the Requester at regular intervals throughout the fieldwork.
3. The work of the Mystery Shoppers must be thoroughly checked and coordinated by the Applicant. The Applicant must provide database and recordings on a weekly basis.
4. The number of visits to each center and the distribution within the given period will be provided by the Requester prior to the start of the fieldwork.
5. The structure and supporting materials for the scenarios will be provided by the Requester. The final   scenarios will be   prepared by the Applicant and confirmed by the Requester.  Changes to the scenarios are possible during the work.
6. Coordination and supervision of fieldwork should be carried out by the specialists with at least two years of relevant experience in Mystery Shopper research. CVs to be provided along with the attached price offer, specifically indicating the description of the performance in the relevant field.
7. The Applicant must have at least two years of experience conducting Mystery Shopper research. Attached to be provided the list of mystery shopping surveys ever conducted by the Applicant in the format provided. See Attachment 1 – Performance History.  
8. The Applicant should not collaborate with other RA resident or non-resident organizations within the framework of this research.
9. The Applicant should sign and attached the following checklist of the above-described mandatory requirements. See Attachment 2- Checklist of Mandatory Requirements.
10. Sustainable financial situation of the company.
11. Organization should not be filed for bankruptcy, liquidation or reorganization; its property should not be arrested.

	6
	Objective
	The purpose of the "Mystery Shopper Index" research is to assess the compliance of the quality of services provided by employees at Viva service centers with the standards established by the Requester.

	8
	Terms of delivery of goods
	1. Overall fieldwork duration - 3 months.
2. Overall contract period - 4 months. 
3. Final databases and full list of recordings will be provided within two weeks after the completion of fieldwork.

	11
	Pricing and contract terms 
	1. The unit price of the survey established by the contract shall remain unchanged throughout the entire contract period.
2. The Applicant registered in Republic of Armenia (RA) should indicate the price in AMD, VAT excluded. If the Applicant is not a VAT paying Company, then the proposed prices should include all the expenses and taxes.

	12
	Requirements for the content or volume of work/services or delivery of goods
	1. The recordings must be of high quality and provided regularly.
2. Regular scenarios must be prepared by the Applicant in parallel with the work, in accordance with new offers from operators and the requirements of the Requester.
3. Scenarios should consist of five main and several additional sections/steps. 
4. Each service center can be visited only once a day. The same buyer cannot visit the same service center twice. Each mystery shopper can make a maximum of three visits within three months. 
5. After each visit, the shopper must contact the fieldwork coordinator and undergo a corresponding survey using a questionnaire developed by the Requester. The survey data must be immediately entered into the database and periodically provided to the Requester with a recording.
6. The Applicant undertakes to complete the disqualified visits with a new visit according to the Requester’s request within the specified time limits. The Requester will not pay extra for replaced visits.

	 14
	Payment Conditions 
	Post-payment: 
Payment (100% refund) will be made after the results and all required materials are provided, within 30 (thirty) calendar days, based on the submitted invoice and the bilaterally signed "Acceptance and Delivery Act".

	15
	Penalty Sanctions
	Late payment:
For infringing the payment terms stipulated by the Contract the Buyer (“Viva Armenia” CJSC), at the discretion of the Supplier, pays a penalty in the amount of 0.13% of the outstanding amount for each overdue banking day, but not more than 10% from the overdue sum.
Late delivery:
For infringing the delivery terms stipulated by the Contract the Supplier, at the discretion of the Buyer (“Viva Armenia” CJSC), pays a penalty in the amount of 0.13% of the not delivered part of Contract/order for each overdue day, but not more than 10% of the not delivered part of Contract/order.

	16
	Contract Period
	A one-time agreement may be concluded with the selected Applicant for four months. 



Annexes to the Terms of Reference:

1. Attachment 1:  Performance History


2. Attachment 2: Checklist of Mandatory Requirements 






Ckecklist of mandatory requirements.docx
				[image: MTS_Logo_RGB]

		РП-007-1 Приложение 9. Документация по запросу предложений



		

		Конфиденциально, только для внутреннего использования









		







[image: ]

[bookmark: _Ref55300680][bookmark: _Toc55305378][bookmark: _Toc57314640][bookmark: _Toc69728963][bookmark: ИНСТРУКЦИИ][bookmark: _Toc140817623]Mandatory requirements for participation (confirm checklist ☒)



To participate, please fill out the checklist.



		· The Applicant must have at least 2 years of experience conducting Mystery Shopper Index surveys. 

		☐



		· The Applicant must have conducted a minimum of 2 Mystery Shopper surveys for commercial organizations in the last 2 years 

		☐



		· At least one field coordination and one supervision should be involved in the project with at least two years of relevant experience in Mystery Shopper research. CVs to be provided along with the attached price offer, specifically indicating the description of the performance in the relevant field.

		☐



		· [bookmark: _Hlk223341546]The Applicant should not collaborate with other RA resident or non-resident organizations within the framework of this research.

		☐



		· Mystery shoppers must be fluent in Russian and be able to skillfully play their assigned roles in different scenarios.

		☐



		· The Applicant must ensure the age-gender quota proposed by the Requester. A minimum of 40% of mystery shopping visits must be conducted by males over the age of 18.

		☐



		· The Applicant must provide with good- quality recordings of all visits. 

		☐



		· The Applicant should prepare scenarios during the entire work process, based on methodology provided by the Requester. 

		☐



		· The Applicant should recruit and train sufficient number of shoppers for Yerevan and regional visits, meeting all requirements to the logistics.  

		☐



		· Applicant should   follow the methodology of data collection. After each visit, the shoppers contact the fieldwork coordinator and undergo a corresponding survey using a questionnaire developed by the Requester. The survey data must be immediately entered into the database and periodically provided to the Requester with a recording.

		☐



		· [bookmark: _Hlk223341552]Post-visit interviews with the shoppers should be recorded, preferably with CATI, in case of phone interview. In that case the call should be initiated from the Applicant’s office.  

		☐



		· Visits should be   made within 09:00 and 23:00, throughout the fieldwork period, including weekends and distributed evenly within 4 time zones. 

		☐



		· The Applicant undertakes to complete the disqualified visits with a new visit according to the Requester’s request within the specified time limits. The Requester will not pay extra for replaced visits.

		☐
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[bookmark: _Hlk188434999]PERFORMANCE HISTORY

Q1- Please indicate the number of researches which you have conducted for commercial organizations in local and/or foreign markets over the past three years. _________________________________________

[bookmark: _GoBack]

Table 1 

		Research title

		Research type

		Volume: Full-scale or partial (F/P) 

		Sample size 

		Number of researches   in the frames of the contract  

		Fieldwork period: 

Start date - End date 

		The Client’s name, if applicable

		Location



		

		

		F/P

		List the work done

		

		

		

		

		



		

		Face to face



Via phone

		

		methodology

 fieldwork

data entry  

 analyses

 reporting

post-analytical work   
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Q2 - In Table 2 please provide the list of the Mystery Shopper surveys you have conducted ever, indicating the name of the organization, the period of fieldwork, the research title, research type (calls, visits), the scope of the work, as well as the sample size and location (in Yerevan, in the regions) for each survey.

Table 2

		Research title

		Research type

		Volume: Full-scale or partial (F/P) 

		Sample size 

		Number of researches   in the frames of the contract  

		Fieldwork period: 

Start date - End date 

		The Client’s name, if applicable

		Location



		

		

		F/P

		List the work done

		

		

		

		

		



		

		Face to face



Via phone

		

		methodology
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 analyses

 reporting

post-analytical work   
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Q3.  Do you have any current or planned agreements related to Mystery shopper surveys with other mobile operators in Y2026?

		1.

		Yes 

		

Please indicate the name of the operator(s), if applicable.  _________________________________



		2.

		No

		





General Information 

C1. Applicant's name and contact information (address and phone number)



․
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