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Introduction 

a reputable company is a diversified financial services organisation operating three customer-facing entities: 
the organization (mobile digital wallet), its affiliated remittance business (cross-border remittance), and its affiliated microfinance business (Shariah-compliant banking and microfinance). All three entities currently rely on a shared live-agent contact centre to handle inbound customer enquiries. 
 
a reputable company has defined a strategic programme to automate its contact centre operations through a WhatsApp Business Chatbot and intelligent call deflection platform. The internal business requirements for this programme have been documented and are ready for use. a reputable company now seeks to engage an experienced external consultant to lead and coordinate the full project lifecycle — from requirements translation through vendor selection, implementation oversight, and go-live. 
 
This Terms of Reference (ToR) sets out the scope of work, responsibilities, deliverables, timeline, and qualification requirements for the Project Lead Consultant role. It is the primary document governing the consultancy engagement. 
 
Project Background & Context 

The Programme 
The Contact Centre Automation Programme aims to transition all three a reputable company entities from a fully agent-handled service model to a tiered digital-first model in which the majority of Tier-1 customer enquiries are resolved through automated self-service. The programme requires the procurement, configuration, integration, and deployment of a WhatsApp chatbot platform, connected to core banking and operational systems across all three entities. 
 
Current State 
A reputable company contact centre currently handles enquiries spanning a wide range of complexity levels, from straightforward account information requests and PIN resets to complex dispute resolutions and regulatory complaints. A significant proportion of current CCR workload is attributable to repetitive, standardizable interactions that a well-configured automated system can resolve without human intervention. 
 
a reputable company has completed an internal requirements analysis and produced a comprehensive System Requirements Specification covering use cases for all three entities, including specific enquiry and complaint flows for APS IMF, remittance and compliance flows for APS IMT, and full transactional and service flows for the organization. 
 
The Role of the Consultant 
The consultant will serve as the primary interface between a reputable company stakeholders and the implementation vendor. a reputable company will engage the vendor separately; the consultant's role is to ensure that a reputable company's requirements are accurately translated into a vendor brief, that the procurement process is rigorous, and that the resulting implementation meets the defined requirements on time and to standard. The consultant acts on behalf of a reputable company's interests throughout. 
 
	Important — Document Flow 
The sequence of engagement is as follows: 
1. a reputable company selects and onboards the Project Lead Consultant through this ToR. 
2. a reputable company shares the System Requirements Specification with the Consultant. 
3. The Consultant prepares the vendor procurement package and leads vendor selection. 
4. The Consultant shares the a reputable company requirements with the selected developer/vendor and oversees implementation. 


 
Scope of Work 

The consultant is expected to take full ownership of project coordination across five phases. All phases are mandatory and sequential unless otherwise agreed with a reputable company management. 
 
Phase 1 — Discovery & Requirements Review 
The consultant must first develop a thorough understanding of a reputable company's business, operational model, and the defined automation requirements before any external engagement begins. 
 
· Review and internalise a reputable company's System Requirements Specification (SRS) in full, covering use cases for the organization, and its affiliated microfinance business. 
· Conduct structured briefing sessions with key a reputable company stakeholders across Operations, Digital Product, IT, Compliance, and Contact Centre management. 
· Identify any gaps, ambiguities, or risks in the requirements documentation and produce a written Gap & Risk Register for a reputable company review. 
· Develop a thorough understanding of the current contact centre operating model, CCR workflows, existing system architecture, and integration landscape. 
· Produce a Project Initiation Document (PID) that summarises programme scope, objectives, risks, assumptions, and the proposed approach — for formal sign-off by a reputable company management before Phase 2 commences. 
 
Phase 2 — Vendor Procurement & Selection 
The consultant will lead the end-to-end vendor selection process on behalf of a reputable company, ensuring the organisation secures the most capable and commercially sound implementation partner. 
 
· Translate the a reputable company SRS into a formal Request for Proposal (RFP) document structured for technology vendors, clearly articulating functional, technical, integration, security, and commercial requirements. 
· Develop a vendor evaluation framework with weighted scoring criteria covering: technical capability, entity-specific use case coverage, integration experience, security and compliance posture, commercial model, implementation methodology, support and SLA commitments, and relevant references. 
· Identify and approach a shortlist of qualified vendors through market research and/or a reputable company's preferred procurement channels. 
· Manage the RFP distribution, vendor Q&A process, and proposal submission timeline. 
· Evaluate all vendor proposals against the defined framework, prepare a Vendor Evaluation Report with a scored comparison and a recommended shortlist. 
· Organise and facilitate vendor demonstrations or proof-of-concept sessions as required. 
· Support a reputable company in commercial negotiations with the preferred vendor. 
· Prepare a Vendor Selection Recommendation Report for final approval by a reputable company management. 
 
Phase 3 — Project Initiation & Planning 
Once a vendor is contracted, the consultant will establish the governance, planning, and communication structures necessary for a controlled implementation. 
 
· Lead the project kick-off meeting with a reputable company stakeholders and the selected vendor, setting expectations, timelines, and working norms. 
· Share the a reputable company System Requirements Specification with the implementation vendor in a structured handover session, clarifying requirements and answering vendor questions on behalf of a reputable company. 
· Develop and maintain a detailed Project Plan covering all phases, milestones, workstreams, dependencies, and resource requirements. 
· Establish and chair a Project Steering Committee comprising a reputable company Operations, Digital Product, IT, and vendor leadership. 
· Define and agree the project governance framework: meeting cadence, escalation paths, change control process, and reporting structure. 
· Set up and maintain a shared project workspace (documentation repository, RAID log, decision log, and action tracker). 
· Agree and document the integration architecture plan with a reputable company IT and the vendor's technical team. 
 
Phase 4 — Implementation Oversight & Quality Assurance 
This is the core delivery phase. The consultant's primary duty during implementation is to protect a reputable company's interests by ensuring the vendor delivers to the agreed specification, on schedule, and to the required quality standard. 
 
· Act as the day-to-day point of contact between a reputable company and the implementation vendor throughout the build phase. 
· Monitor vendor progress against the agreed project plan and escalate delays or deviations to a reputable company management promptly. 
· Review and formally accept or reject vendor deliverables at each milestone gate, documenting the rationale in writing. 
· Coordinate the user acceptance testing (UAT) process: define test scenarios for all use cases (the organization, APS IMT, APS IMF), manage the testing calendar, track defect resolution, and maintain UAT sign-off records. 
· Ensure all integration testing between the chatbot platform and a reputable company's core banking, wallet, CRM, SMS gateway, and case management systems is planned, executed, and documented. 
· Review all security and penetration test outputs, confirm remediation of critical and high findings, and maintain an evidence register. 
· Manage change requests: assess impact on scope, timeline, and cost; document decisions; and obtain appropriate a reputable company approvals before any scope change is implemented. 
· Coordinate a reputable company-side activities during implementation, including IT resource availability, data access, and internal approvals. 
· Maintain and circulate a weekly Project Status Report to all a reputable company stakeholders. 
 
Phase 5 — Go-Live, Handover & Post-Launch Support 
The consultant will manage the transition from project delivery to operational service, ensuring the solution is fully operational and that a reputable company's internal teams are equipped to run it independently. 
 
· Develop and manage a Go-Live Readiness Checklist covering all acceptance criteria, training completion, system certification, and stakeholder sign-offs. 
· Coordinate the go-live cutover plan, including sequence, timing, rollback procedures, and communication to customers and CCRs. 
· Oversee the 30-day hypercare period, working with the vendor to ensure rapid resolution of post-launch issues. 
· Track and report on all KPIs defined in the a reputable company SRS during the first 90 days postlaunch, presenting results at weekly Operations reviews. 
· Ensure full handover documentation is delivered by the vendor and filed by a reputable company, including architecture documents, integration specs, runbooks, and training materials. 
· Conduct a formal Post-Implementation Review (PIR) at 90 days, assessing delivery against original objectives, documenting lessons learned, and identifying any optimisation actions. 
· Produce a Final Project Closure Report for submission to a reputable company management. 
 
Consultant Deliverables 

The following deliverables are mandatory outputs of this engagement. All documents must be reviewed and formally approved by a reputable company before the next phase commences. 
 
	# 
	Deliverable 
	Phase 
	Due 

	1 
	Gap & Risk Register (requirements review findings) 
	Phase 1 — Discovery 
	End of Week 2 

	2 
	Project Initiation Document (PID) 
	Phase 1 — Discovery 
	End of Week 3 

	3 
	Request for Proposal (RFP) Document 
	Phase 2 — Procurement 
	End of Week 5 

	4 
	Vendor Evaluation Framework & Scoring Matrix 
	Phase 2 — Procurement 
	End of Week 5 

	5 
	Vendor Evaluation Report (all proposals assessed) 
	Phase 2 — Procurement 
	Per timeline 

	6 
	Vendor Selection Recommendation Report 
	Phase 2 — Procurement 
	Per timeline 

	7 
	Detailed Project Plan (all phases, milestones, owners) 
	Phase 3 — Planning 
	Week 1 post-vendor award 

	8 
	Governance Framework Document 
	Phase 3 — Planning 
	Week 1 post-vendor award 

	9 
	Integration Architecture Plan (with IT and vendor) 
	Phase 3 — Planning 
	Week 2 post-vendor award 

	10 
	Weekly Project Status Reports (throughout delivery) 
	Phase 4 — Implementation 
	Weekly 

	11 
	UAT Plan, Test Cases, and Sign-Off Records 
	Phase 4 — Implementation 
	Per UAT schedule 

	12 
	Change Request Log and Decision Register 
	Phase 4 — Implementation 
	Ongoing 

	13 
	Go-Live Readiness Checklist and Cutover Plan 
	Phase 5 — Go-Live 
	Pre-launch 

	14 
	90-Day KPI Performance Report 
	Phase 5 — Post-Launch 
	Day 90 

	15 
	Post-Implementation Review (PIR) Report 
	Phase 5 — Post-Launch 
	Day 90 

	16 
	Final Project Closure Report 
	Phase 5 — Post-Launch 
	Day 95 


 
Reporting Lines & Governance 

The consultant will operate within the following governance structure for the duration of the engagement: 
 
	Forum 
	Participants 
	Cadence 

	Project Steering Committee 
	a reputable company management, 
Operations lead, IT lead, 
Consultant, Vendor leadership 
	Monthly (or on escalation) 

	Project Working Group 
	Consultant, a reputable company Ops, IT, 
Digital Product, Vendor PM 
	Weekly 

	Technical Integration Workstream 
	Consultant, reputable company IT, Vendor technical lead 
	Weekly during build phase 

	QA & UAT Review 
	Consultant, reputable company Operations,  QA, Vendor QA 
	Per UAT schedule 

	Executive Status Briefing 
	Consultant to a reputable company MD/CEO (written report) 
	Monthly 


 
The consultant reports directly to the designated a reputable company Programme Sponsor for all project matters. Any decision with material impact on scope, budget, timeline, or vendor contract must be escalated to and approved by the Programme Sponsor before action is taken. 
Required Qualifications & Experience 

a reputable company is seeking an individual consultant or a small specialist consultancy practice with demonstrable, directly relevant expertise. The following qualifications and experience are required: 
 
Essential Requirements 
· Minimum 5 years of experience in technology project management or digital transformation consulting, with at least 2 projects delivered in the financial services, fintech, or mobile money sector. 
· Demonstrated experience managing the full lifecycle of a software or platform implementation, from requirements definition through go-live and post-launch review. 
· Experience leading vendor procurement processes, including drafting RFPs, evaluating proposals, facilitating demonstrations, and supporting contract negotiations. 
· Proven ability to translate business and operational requirements into structured technical specifications suitable for developer or vendor consumption. 
· Experience conducting or overseeing user acceptance testing for digital platforms, including test case design, defect management, and formal sign-off. 
· Strong written and verbal communication skills; must be able to produce professional-quality project documentation and present clearly to senior management. 
· Familiarity with WhatsApp Business API deployments or similar conversational AI/chatbot implementations is strongly preferred. 
· Experience working with multi-entity or group-level organisations, managing stakeholders across different business lines. 
 
Desirable Requirements 
· Prior experience with contact centre transformation, IVR modernisation, or call deflection programmes in a financial services context. 
· Knowledge of core banking system integrations, CRM platforms, or case management systems. 
· Familiarity with regulatory compliance requirements relevant to digital financial services in West Africa. 
· Recognised project management certification (PMP, PRINCE2, Agile/Scrum, or equivalent). 
· Experience working with Islamic financial institutions or Shariah-compliant service environments. 
 
Personal Attributes 
· Proactive, structured, and detail-oriented, with a demonstrated ability to manage multiple workstreams simultaneously. 
· Credible and confident in stakeholder management at all levels — from technical teams to executive leadership. 
· Capable of operating with a high degree of independence while maintaining clear accountability to a reputable company. 
· Sound commercial judgement; able to assess vendor proposals critically and negotiate effectively on behalf of a client. 
· Committed to delivering outcomes, not just outputs — focused on the business result, not only the documentation. 
 

Engagement Terms & Conditions 

Engagement Type 
This is a fixed-term consultancy engagement. The consultant will operate as an independent contractor or through a registered consultancy firm. The engagement is not an employment contract and does not create any employer-employee relationship with a reputable company. 
Indicative Duration 
	Phase 
	Indicative Duration 

	Phase 1: Discovery & Requirements Review 
	2–3 weeks 

	Phase 2: Vendor Procurement & Selection 
	4–6 weeks (dependent on vendor response times) 

	Phase 3: Project Initiation & Planning 
	1–2 weeks post-vendor award 

	Phase 4: Implementation Oversight 
	8–16 weeks (dependent on vendor delivery plan) 

	Phase 5: Go-Live, Handover & Post-Launch (90 days) 
	13–14 weeks 


 
Total indicative engagement duration: approximately 6 to 9 months, subject to the vendor procurement timeline and implementation schedule. The engagement may be extended by mutual agreement if the programme requires it. 
Confidentiality 
The consultant will be required to sign a Non-Disclosure Agreement (NDA) before receiving any a reputable company documentation, including the System Requirements Specification, system architecture information, customer data policies, and commercial terms. All project materials, deliverables, and information obtained during the engagement remain the property of a reputable company. 
Conflict of Interest 
The consultant must declare any actual or potential conflict of interest at the point of application, and immediately upon becoming aware of one during the engagement. The consultant must not hold, directly or indirectly, any commercial interest in any vendor that may be considered for this project. 
Intellectual Property 
All deliverables, documentation, frameworks, and tools produced specifically for this engagement are the intellectual property of a reputable company. The consultant retains no rights to reproduce, repurpose, or disclose these materials outside the engagement without prior written consent from a reputable company. 
 
Proposal Requirements 

Applicants are invited to submit a proposal addressing the following areas. Proposals that do not respond to each area may be deemed incomplete and excluded from evaluation. 
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	Mandatory Proposal Contents 
· Consultant or firm profile: overview, core capabilities, and relevant credentials. 
· Relevant experience: two to three case studies of comparable engagements, detailing your role, scope, sector, outcomes achieved, and client references. 
· Proposed approach: how you intend to deliver each of the five phases outlined in Section 3, including your methodology, tools, and team structure if applicable. 
· Work plan: a high-level timeline showing how you would approach this engagement phase by phase. 
· Team structure: names, roles, and CVs of all individuals who would work on this engagement (if a firm is applying). 
· Availability confirmation: your earliest possible start date and weekly availability commitment per phase. 
· Commercial proposal: daily or monthly rate, total estimated professional fees by phase, and any reimbursable expenses policy. 
· Conflict of interest declaration: a written statement confirming no conflict of interest exists or, if one does, the nature of it. 
 
 Interested applicants are required to submit their proposal and complete all the requested details by filling out the application form using the link below:
https://forms.office.com/r/cXazBWY00n        



Consultant Evaluation Criteria 

Proposals will be evaluated against the following weighted criteria. a reputable company reserves the right to invite shortlisted candidates for an interview or presentation before making a final selection. 
 
	Evaluation Criterion 
	Weight 
	Max Score 

	Relevance and depth of experience in similar project engagements 
	30% 
	30 

	Quality and clarity of the proposed approach and methodology 
	25% 
	25 

	Financial services / fintech / mobile money sector knowledge 
	15% 
	15 

	Familiarity with chatbot, WhatsApp API, or contact centre technology 
	10% 
	10 

	Strength of references and verifiable track record 
	10% 
	10 

	Commercial competitiveness and value for money 
	10% 
	10 

	
	
	

	TOTAL 
	100% 
	100 


 
Key Terms & Definitions 

 
	Term 
	Definition 

	a reputable company 
	The collective organisation comprising the organization, its affiliated remittance business, and its affiliated microfinance business of the reputable company. 

	Consultant 
	The individual or firm engaged under this ToR as Project Lead Consultant. 

	CCR 
	Customer Care Representative — a live a reputable company contact centre agent. 

	Developer / Vendor 
	The third-party technology firm selected to build and implement the chatbot platform. 

	PIR 
	Post-Implementation Review — a formal assessment conducted 90 days after go-live. 

	PID 
	Project Initiation Document — the foundational planning document produced at the start of the engagement. 

	Programme Sponsor 
	The a reputable company executive responsible for approving major decisions and escalations on this programme. 

	RAID Log 
	Risks, Assumptions, Issues, and Dependencies register — maintained throughout the project. 

	RFP 
	Request for Proposal — the formal document issued to potential vendors inviting them to submit proposals. 

	SRS 
	System Requirements Specification — a reputable company's internal document defining all functional and technical requirements for the automation platform. 

	ToR 
	Terms of Reference — this document, defining the scope and terms of the consultant's engagement. 

	UAT 
	User Acceptance Testing — the formal testing phase in which a reputable company validates the delivered solution against requirements. 


      
 

This document is the property of a reputable company and is confidential. It is intended solely for the named prospective consultant. 
Unauthorised reproduction, distribution, or disclosure is strictly prohibited. 
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