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Executive Summary:

The paper is about “BPO industry growth in Bangladesh”. This report was finalized during my time at work at GENEX Infosys Ltd. The outsourcing of business processes in Bangladesh is an emerging market. The scope is very high and very well known in this industry. The objective of this report is to study and to analyze the overall business process and conditions of Genex Infosys ltd. and identify major things. This report will help Genex Infosys Ltd for making their decisions.

In first part of the report is basically focus on analysis of the industry which consist the specification of these industry, Industries size, trend and seasonality and also external and technological factors. It’s a major part where also describe industries barriers, buyer power and also challenges and opportunities.

Next is a brief description of the organization which is Genex Infosys Ltd. Their mission, Vision, how they run their whole process, how many departments in Genex. Also includes their process and services.

Later part of the report includes overall my work experience while working in Genex Infosys Ltd as an intern. Here also includes learning, responsibilities, duties which ensures quality service to ensure customer’s satisfaction.

Final part includes about Genex Infosys ltd some recommendation that they can applied to achieve highest level of customer satisfaction by their quality monitoring as well as increase business.
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1.1 [bookmark: _Toc66574989]Background
In the late 1960s and early 1970s, outsourcing was common between regions and countries, and it became more common as transport and telecommunications became more affordable and convenient. The aim of the first era of modern outsourcing, which lasted from of the 1950s to the late 1980s, was "time-sharing." Leading BPO firms had reached a point of significant business maturity by the mid-2000s. As a consequence, they began to wonder if they could do more, as any growth-oriented industry does. BPO firms began reconsidering their positions in the global supply chain and creating their own narratives. By the late 2000s, BPO service providers had developed new competencies that enabled themselves to expand their portfolios to include more dynamic, high-value, and knowledge-intensive processes. This included using new technologies and a highly skilled workforce to develop competencies across several industries. Today BPO provides many high capabilities like market research, financial credit rating, customer analytics and much more. Several years ago researches showed that Bangladesh has remarkable growth opportunity for its increasing labor force. The Business Process Outsourcing (BPO) industry began in Bangladesh around 2007. Since then, Bangladesh has been known as one of the world's leading outsourcing benchmarks for 12 years, with 250-300 different BPO and IT companies in many sectors offering services to foreign businesses. Many foreign countries are now looking to outsource their work to Bangladesh instead of to India, China or the Philippines due to rising costs. The banking sector also holds considerable potential for the BPO industry. Most banks now operate their own call centers and their clients don't get any reaction from them. In the meantime, the government has set up a high-level committee to help the outsourcing industry reach its $1 billion export target by 2021. The committee will operate through the BTRC under the Information Communication Division, which has previously handling the problems of the industry.


1.2 [bookmark: _Toc66574990]Objectives
The objective of my report is to understand the overall activities of a Business Process Outsourcing (BPO) especially “Genex Infosys Limited” as well as gain professional skills & knowledge on organization related activities. The core objectives of this report was to 
· Analyze the performance of Genex Infosys Limited.
· Analyze the BPO industry.
· Narrate about my internship experience.
· Provide recommendations both for Genex and for my performances.



1.3 [bookmark: _Toc66574991]Significance
In this report I have tried to cover as much as possible of the BPO industry and my experience. Reading this report can help the institutions. This report will help the reader to know the BPO sector. It will also help to know about the activities of Genex Infosys Limited. I will acquire knowledge and judge to myself which is important to build up my future goal. I have gained practical knowledge regarding corporate environment through internship and I will apply this knowledge first in real world experience through this report.

Moreover, this report includes performance analysis of customer support how they provide the services and new industry to know about the current situation of the market and take effective decisions. It can take current information in this report which will help them to generate profit for their companies and they can also observe present market scenario of Bangladesh.














[bookmark: _Toc66574992]Analysis of the industry
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2.1 [bookmark: _Toc66574993] Specification of the industry

Business Process outsourcing (BPO) is the practice of hiring an external service provider for a particular work process. Telemarketing, information collection, customer care, social media marketing and many more are part of this service. BPO is also divided into two primary categories of services: back and front office services. Internal business procedures, such as billing or ordering, are included in the back office. Front-office functions are linked to the client of the contracting firm, such as marketing and technology support.

Based on the vendor's venue, the BPO industry is split into three groups. By combining the three categories, an organization will achieve complete process optimization:

1. Offshore: vendors are based outside the country of the company itself. A Canadian company, for example, can use an offshore BPO vendor in Bangladesh.
2. Nearshore: Vendors are situated in countries bordering the country of the contracting company. For instance, a BPO in Mexico is considered a nearshore vendor in the United States.
3. Onshore:  While they may be based in a separate city or state, suppliers work in the same country as the contractor. For example, an onshore outsourcing vendor based in Seattle, India, may be used by a company in Seattle, India.

In Bangladesh, there are many BPO companies operates under the information communication division. Here some top BPO companies list:

· Taskeater
· Genex Infosys Limited.
· ASL BPO
· Service Engine BPO.
· Digicion technologies Ltd.
· FifoTech
· Quintos Business solution
· Aamra outsourcing
· BCS
· SynTech Solution Limited.
· Dutytaker
· Blue Hills IT
· Virgo Contact Center Services Ltd.
· SuperTel Ltd
· Impel Service & Solutions Limited (ISSL)
· MY Outsourcing Limited
· Service Solutions Pvt. Ltd. (SSL)
· Service9 BPO
· Global Voice Telecom Limited
· Bangla Trac Communications Limited
· Eminence Communication
· Summit Communications Ltd


2.2 [bookmark: _Toc66574994]Size, trend and maturity of the industry

Business process outsourcing (BPO) are the building sectors that drive the growth of Bangladesh in next few years. BPO industry has emerged as a promising sector that is following in the footstep of the RMG sector. In year 2017, BPO sector has made over USD 210 million in revenue, which was around 24% more than the last fiscal year. Bangladeshi workers worked in this sector. The job growth rate is such high that has anticipated over 200,000 job creation by the year 2021. Recently Bangladesh Association of call center and outsourcing (BACCO) stated that the government’s export target is attainable & projected a revenue over USD 1 billion from the next year.

BPO based business is relatively new for Bangladeshi enterprises. The emerging BPO sector is currently following in the same footsteps of the RMG sectors. In contrast the BPO sector is growing when most young people are well educated and possesses the required IT skills. 

[image: ]
Figure: 2.1: Earnings of call canters from global market

We can see in this figure, The Business Process Outsourcing sector increased to around 300 million year on year by about 20 percent. The BPO industry gained around $300 million in 2018. Which was highest from the previous years. 
By 2021, the sector is expected to earn more than 50 percent from the previous years and will employ 100,000. Many companies have received licenses from the telecoms regulator, but most of them start operating later.

The industry made just $4 million in sales when the business concept was first launched in 2008. This sector began its journey in Bangladesh in 2009 with only 300 employees, but now the number nearly 50,000 with further growth potential. According to the data available with the BACCO, earnings from the BPO sector stood at $300 million in fiscal year 2017-2018. By 2021, the sector is expected to employ 100,000 workers.

2.3 [bookmark: _Toc66574995]Seasonality

BPO companies are perfectly placed to provide contracts for clients who are looking for outsourcing services during all seasons. This things allows business owners to save expenses in terms of hiring, training new personnel. Most of the BPO companies are well equipped with a team of professional agents that have already mastered customer support. Calling support are always needed for some companies like mobile operating, Bank, Hospital, Food delivery services and also ride sharing services. Basically they provide support 24 hours so this industry have demand always.



2.4 [bookmark: _Toc66574996]External economic factors of BPO industry

Business process outsourcing industry depends on technological advancements and changes in economics. It is refer to the influencing business from outside. In a industry there are various external factors can influencing to achieving the goal. This factor can be competitor, political, legal, and social or government etc.

· Economic factor: The word "Business process outsourcing" is prevalent in the call center space (BPO). The call center outsourcing industry has seen earnings reach $140 billion in the last few years. It is expected that this growing growth will continue, projecting 6 percent annual growth until 2020. 

· Political Factors: The BPO industry is impacted by many factors including, government tax, policies, Internet advancement etc. Political risk that can affect service offshoring decisions for policymakers. The importance of strengthening institutional and regulatory factors to attract investment.

· Socio-economic factors: In Asia, BPO has been a significant driver of IT services. BPO creates the jobs that are most needed. As the figures above predict, if the industry grows, the BPO industry will be instrumental in turning more and more dreams of Bangladesh into reality.

· Economic growth: In the past decade, the economy has grown at approximately 6% per annum, and human capital development has coincided with economic growth.


2.5 [bookmark: _Toc66574997] Technological factors

Technology is rapidly changing many industries around us and transforming them.  Business process outsourcing s a third party provider which assists with an organization's secondary activities. Identified as ITES, it is also (Information technology enabled services). To keep their work going smoothly, all other industries across the world rely on BPO. The rate of transformation is considerably high in the BPO industry. In recent years, technology has played a very important role in altering the evolution of the BPO market.
BPO industry provides Front – back end customer service and reported directly to the organization. Big data, cloud computing, social media and mobile technologies are the main developments in transforming the business process for every sector.
· Big Data: Big data helps to develop tools and techniques that can be used by a BPO service provider. Business intelligence helps to evaluate the information supplied to make the decision-making process simple. And there are common project measurement benchmarks.
· Automated Systems: Every business in the world today should be technologically advanced and successful. BPO service providers will devote their entire time to enhancing their service quality, while the rest of the operations will be taken care of by automated systems.
· Other platforms to reach customers: In this recent period, several effective communication networks are being used for immediate assistance. A significant role is played through mobile applications here. Social media platforms are also one of the most popular communication media.

BPO companies are using all possible channels to communicate, inform, interact and provide support to their customers as well as potential customers.
· Transforming processes: Transparency helps to maintain strong relationships between both the client and the BPO employee, one of the most basic yet important factors. The introduction of these innovative solutions completely changes the manner in which effective company can be carried out. BPO also started to help businesses navigate big data. As an alternative to offshore BPO facilities, businesses use software that automates processes. The company would not have to pay its outsourcing service vendors for additional human capital when workloads spike.
If we look just at technological revolution and change the way of working, their clients would be served. BPO takes many nice innovative customized software solution are to help people to their work easy.

2.6 [bookmark: _Toc66574998]Political, legal, and regulatory factors

Business process outsourcing (BPO) is one of the few buzzwords that has attracted the limelight in today’s ICT-driven world. Easily the contacting of another company, either internationally or domestically. The interest of Bangladesh lies here to seize the opportunity of making itself a BPO destination. BPO sector in Bangladesh issues and challenges is perhaps the first coordinated attempt to assess the sector from a holistic approach to identify the strengths and weaknesses of the industry and suggest the way forward to overcome the challenges.


2.7 [bookmark: _Toc66574999]Barriers to entry
At beginning when everybody don’t aware in on the BPO or call center services anybody thinking of entering into the BPO sector as costs and domain expertise are a big entry barrier. In 2013, the global BPO industry was estimated to be about $83 billion and it has always been on the rise every year. When working in the BPO industry, there are some common challenges that the BPO industry has to overcome many obstacles and constantly think of these changes.

2.8 [bookmark: _Toc66575000]Supplier Power
In a BPO companies supplier’s resources like “Labor and Sources of finance”. Finance sources come from consumers. A BPO company will cease to exist without its clients. In the case of outsourcing, labor availability is usually higher, especially when the company is located in low-cost areas. The bargaining power of the supplier may be based on: "concentrated suppliers, high cost advantages and the threat of supplier competition." This supplier power is medium in the case of outsourcing.

2.9 [bookmark: _Toc66575001]Buyer Power
The power of the buyer is the clients of the BPO provider. The bargaining power of the buyer may be centered on low costs, threats to buyer rivalry, focused buyers. In this outsourcing scenario, the client is still in a stronger negotiating position. The demand for outsourcing, however, has been growing in recent years. Within the negotiating process, BPO businesses have more choices. Therefore, the bargaining power of buyers is medium.

2.10 [bookmark: _Toc66575002]Threat of Substitutes
Substitutes mean that clients can switch easily from one BPO provider to another. The substitute threats could be: "the price, the performance ratio, extra-industry effects" Basically, the BPO provider signs a contract for a given period of time with a client. After that period, they can easily switch to another BPO provider if the customer is not happy with their service. The number of these providers, as well as the level of customer requirements, has risen in recent years. The entire period stated on the contract time was often stuck with the supplier. The threat of substitutes is therefore medium.
2.11 [bookmark: _Toc66575003]Industry rivalry

The other BPO companies offering similar services to potential clients are competitive rivals. This power of rivalry can be based on "industry growth rate, market balance, high fixed costs, and high barriers to exit, low differentiation." Rivalry is high in the case of outsourcing, when the industry is continually rising due to the context of the financial crisis, exiting the industry is a difficult choice because of all the formalities involved and it is difficult to achieve. Basically, providers used to differentiate themselves by applying the idea of six Sigma into their processes.

2.12 [bookmark: _Toc66575004]Summary of challenges and opportunities

The rapid growth of opportunities in BPO sector have also inspired foreign companies including both developing and developed countries to establish a base operations in countries. It’s an advantage domestically. 

[bookmark: _Toc66575005]2.12.1: Challenges of BPO industry

The BPO Company generates more and more revenue and creates new opportunities for jobs. Day by day I become very attractive for people. It’s an open market any people can contribute their knowledge and skills. There are some common factors that affect and make this industry more challenging. 
· Customer expectations and quality service: One major factor, the consumer market, affects the majority of industries. The BPO industry needs to provide consumers with the best possible outcomes. The outsourcing companies that have just entered the market are challenging consumer perceptions. This element doesn't affect the BPO industry that much, but they also influence it and make it more difficult.

· Employee frustration and health concerns: Employee frustration has always been one of the biggest problems facing BPO companies as the turnover rates become higher as time passes. BPO companies hire new workers, invest time and money to allow a smooth onboarding process, reducing consumer demand for that particular job, and forcing BPO companies to let these employees go.

· Branding building and equity:  BPO businesses are forced to spend so much more in their promotional campaigns than other companies. Many unhappy ex-employees result in high employee turnover rates, which raises the likelihood of negative word-of-mouth. The BPO companies' branding strategy and their future on the market consider the impact of variables.

· Regulatory environment: Since it began to expand 15 years ago, the BPO industry. The USA was among the first countries to tackle this new legal challenge. The regulatory bodies of the US, the Philippines and the Indians are working on this legal structure. The outsourcing market is stagnating.

· Cost of doing business: With a minimal estimated expense, outsourcing companies expect to achieve the best outcome. As the key challenge, this leads us to customer preferences and service quality delivered. The BPO industry has grown into a serious revenue generating market, but for many outsourcing firms, the cost of doing business remains the primary concern.


[bookmark: _Toc66575006]2.12.2: Opportunities of BPO industry

Opportunity basically comes from outsiders. This sector can be divided into two parts which is Voice and non-voice. In the next few years, business outsourcing would surpass information technology outsourcing (ITO).
· Because of economies of scale, specialized processes, and low-cost countries, etc., outsourced service providers can complete business processes at a lower cost.

· The BPO helps businesses to offer services around various time zones in multiple languages. In addition to improving customer experience and satisfaction, the availability of multiple languages also gives them a more comprehensive global presence.

· This industry directly shift the employment opportunities to other countries. When home country face the difficulties and suffering from the unemployment problem.
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3.1 [bookmark: _Toc66575008]Overview and History

3.1.1 [bookmark: _Toc66575009]Overview:
Genex Infosys Ltd. offers professional outsourcing solutions for onshore and offshore call centers. This is the concern of the IPE Group, which is managed by a group of young professionals with a wide range of BPO and ICT experience, with a particular focus on contact centers. In July 2013, Genex Infosys Ltd began its business in Banani Dhaka and its operations center is located in Uttara, but now its full office is located in Nikunjo, Dhaka. In order to provide the client with the best service, "Realize Excellence" is their tag line. Genex Infosys Limited provides its clients with the best customer experience and meets business objectives in the most cost-effective and quality-driven manner. Genex Infosys Ltd currently serves multiple levels of representation industries in Bangladesh with customer service through its call center. ROBI Axiata Bangladesh Limited, Telenor Bangladesh (Grameenphone), Telenor Malaysia (Digi), Telenor Myanmar, Orascom telecom Bangladesh (Banglalink), Marico Bangladesh Limited (Parachute oil promotion campaign by outbound) are providing call center help to customers and will provide for the upcoming government project in Bangladesh. It offers outsourcing services for business processes, including contact center management, telemarketing, customer lifecycle management, e-customer, outsourcing of IT help desk, management of IT infrastructure, and services for remote monitoring and notification. IP contact center, voice logger, corporate security, conferencing, and IP telephony and gateway solutions are also offered by the company. In addition, it operates data transmission facilities, networks, regulated IT, and web services. Genex Infosys Ltd. serves customers in the telecommunication, BFSI, government, and retail sectors in Bangladesh. The organization's headquarters are in Dhaka, Bangladesh. As an IPE Group Limited subsidiary, Genex Infosys Ltd. operates.


3.1.2 [bookmark: _Toc66575010]History
GENEX Infosys Limited is a Bangladesh-owned private company belonging to the London and Dhaka-based IPE Group. The IPE Group's core competence is to focus on the following areas:
· Technology and outsourcing 
· Finance - Banking, Merchant Banking, Asset Management, Venture Capital, Insurance, Credit rating; 
· Real Estate and Building products 
· Private equity.

Mission
To help the clients achieve positive ROI by building enduring relationships based on trust and integrity. 

Vision
Ensuring maximum satisfaction to their clients by their expertise and excellence and make huge number of satisfied stakeholders.
The mother company of GENEX Infosys limited is IPE Company and their service is given below.

Integrity
Infosys Ltd. maintains honesty, be it with our clients, staff, partners and suppliers, in every relationship. Genex Infosys Ltd. claims that our most important asset is our credibility.



Excellence
Meeting and exceeding the needs of clients is our passion. Genex Infosys Ltd. seeks excellence in all that Genex Infosys Ltd. does. The core focus of Genex is to add value and provide excellent customer support to our customers through creative and efficient solutions. In our relentless search of excellence, Genex Infosys Ltd. is committed.

Teamwork
Genex Infosys Ltd., while respecting our differences, encourages individual and team growth. Genex Infosys Ltd. shares ideas and expertise across positions, territories, and cultures, and promotes collaborative efforts to achieve shared objectives. Genex Infosys Ltd. offers a supportive setting in which to learn and improve professionally.

Transparency
In all interactions, Genex Infosys Ltd. offers direct, candid and transparent communication. Our transparency provides consistency, makes our acts understood and works collaboratively.










3.1.3 [bookmark: _Toc66575011]Organization structure
Genex Infosys Limited follows a horizontal organization structure to maintain stability and transparency throughout all the stuffs and officials.
They believe that a sense of equality and friendship de-buffs discrimination and raise the level of one’s maximum potentiality towards the work.


Figure 3.1: Organization structure




3.2 [bookmark: _Toc66575012] Trend and growth
The company has generated moderate growth in sales and profitability in the last five financial years.
Bangladesh's economic scenario has been strong. Bangladesh witnessed economic growth of 7.86 % in the last fiscal year. Per capita income in 2018-19 was boosted to USD 1,888, which was USD 1,751 in FY 2017-18. Bangladesh are going to be middle income country by 2027. 


Graph 3.1: Genex Financial reports 2015 - 2019

We can see the gross revenue increased moderate way every year. The increase of gross profit Margin also increased. The gross Revenue, Net profit increased by 14.62%, 57.84% during the FY 2018-19 over the previous year. The cost of goods sold increased at 2.17%.




Table 3.1: Genex financial performance 2017-19
	Comparatives on the financial performance of the company for the year ended June 30, 2019 are summarized as under: particulars 
	

2018-19 (TK.)
	

2017-1018 (TK.)
	
Increased/ (decreased)
	

Growth (%)

	Revenue 
	943,335,014
	823,004,617
	120,33,397
	14.62%

	Cost of services & sales
	557,743,652
	545,887,715
	11,855,973
	2.17%

	Gross Profit
	385,591,232
	277,116,856
	107,474,460
	39.14%

	Operating Expenses
	60,925,872
	62,147,429
	(1,221,557)
	-1.97%

	Operating Profit
	203,076,782
	132,456,478
	72,607,153
	55.65%

	Profit Before Tax
	195,678,821
	124,256,909
	71,421,911
	57.48%

	Profit After Tax
	195,627,124
	124,256,909
	71,371,060
	57.44%


Source: Genex Infosys ltd annual report

The increase of gross profit margin 39.14% during the FY 2018-19 over the previous year. However the company earned an extra Margin 39.14% during the FY 2018-19 over the previous year. 
Economic growth has also resulted in inflation, but due to timely and appropriate monitory policy the rate was kept under check.


3.3 [bookmark: _Toc66575013] Customer mix
The customers of Genex Infosys Limited are Institutions with a large amount of investments. The company mainly work as a third party for home country and also foreign clients. They provide their service by customer service, selling products, HR & Tech support, customer lifecycle solution, Robotic process Automation, Payroll Management, Revenue Generation & Protection. They are now expending their business on live streaming Channel to their referral customers and targeting the potential market with others.



3.4 [bookmark: _Toc66575014] Product/service mix

Outsourcing: Genex offers a state technology and competent personnel which solution to meet client requirements. Genex assures simplified process management with efficient service quality through continuous process optimization. Genex outsourcing services include:
· Data Entry
· Date processing
· Business process outsourcing
· IT support and software Maintenance 
· Digital content Development and Management
· Contact center service
· Website Development
· Marketing of software products and providing 
· Maintenance and support services both to domestic and international clients.
Inbound Services:
Inbound unit provides services while a consumer calls the helpline and expresses their query or problem. If the inbound executive cannot provide services during the call or the problem needs time to be solved.
· Customer's Inquiry (Inquiry about retail outlets)
· Complaints/Correspondence handling
· Helpdesk support for customers
· Order collection from distributor
· Channel Partner/agent support.
· Cross Sell or up sell.
· Warranty support service enquiry.
· Remote access technical support.
Outbound service:
Outbound unit call the customers to ask for the information needed. Or to update customers for any previous complain recorded by the customer. Outbound unit is also responsible to provide information for any recently released product.
· Welcome/greeting call 
· Telemarketing 
· Customer acquisition 
· Complaint Resolution 
· Market Research 
· Customer satisfaction Surveys.

Non Voice Services: 
This department provides customer query service through email and SMS:
· Email Response 
· SMS response 
· Web Chat Support 
· Management of social media

3.5 [bookmark: _Toc66575015] Operations
In developing world class solutions for various global and international organizations, Genex Infosys Ltd has the advantage. Recently they introduce digital Transformation using Microsoft Dynamics 365. Genex also provide IPTV and online streaming platform worldwide. Others solutions that genex offer which is automatic call distribution (ACD) system, Workforce Management (WFM) for effective utilization of resources. Customer Relationship Management (CRM) system, Real time Monitoring and Dashboards for operation monitoring and also HRIS solution.
3.6 [bookmark: _Toc66575016] SWOT Analysis 
Here, we can identify the inherent internal strength and weakness of a company as well as identify the external potential and threat of a company. Genex Infosys Ltd. Consideration Its strength, opportunity, weakness, and risks as a business organization will be as follows:

3.6.1 Strength: Strength are the things that organization does particularly well, that distinguishes from organization. These might motivate company’s staff, access to certain materials and set of manufacturing process. Genex Infosys Ltd. As follows: 

· The company has earned customer loyalty.
· Very friendly and comfortable working environment.
· Experienced in BPO and BPM market.
· Good relationship with the customers.
· Youth and hardworking workforce.
· Incorporate with Grameenphone, Bangla link, Uber, Robi, Marico, Samsung, Food panda, And British American Tobacco.
The main strength of this company form others, which is this company is very highly upgraded and automated. Their main focus on their employees then other things.

3.6.2 Weakness: Like strengths, are implicit features of an organization, so focus on people, resource, procedure and systems Weakness of the Genex Infosys Limited is given below:
· Employee’s dissatisfaction.
· Control from the company that sourced
· Negative perception from the third party.
· Control by other clients.
· Despite a generally negative image and absence of exposure as a potential IT destination, slow and uncoordinated industry promotion.

3.6.3 Opportunity: If Genex Infosys Ltd. follows proper marketing strategy then they can easily attract more clients and go for expansion. Besides they can,

· The global financial crisis means that companies are looking for places to cut additional costs, a possible opportunity for Bangladesh to enter the market with low labor costs.
· Very fast growing market.
· Become a market leader.
· Opportunity for youth.
This company have link whit other countries company, which is benefited from other competitor. Genex have additional market which helps them to grow.

3.6.4 Threats: Despite mass opportunities Genex also might face various threats. In earlier Bangladesh ICT sectors most of the work done by the foreign countries, that’s reason as Bangladesh is developing country there are lack of skilled employee.
·  Emerging market competition.
· Political instability.
· Government plan and regulation.
· Fear of termination.
· Lack of action to address infrastructure, policy and regulatory issues to improve the market climate.
In the IT market, there are many opportunities and new entrants like Bangladesh have many paths they can take. Most Bangladeshi companies, however, do not currently possess any discernible strategic skills or any specific combination of skills, processes or expertise of significant value.
3.7 [bookmark: _Toc66575017] Strategies to meet the challenges and opportunities
In Bangladesh, BPO sectors is very attractive so every company need to be in the right direction to continue promoting their company. They need to take necessary steps and identified all the things to take initiatives taken to help the company emerge as a very prosperous one.
Their goal was to process Genex for the future. In all IT, there are several activities, including e-commerce, computer networking, internet, web browsing, development of multimedia products, etc. They ensure that everything is properly aligned to reach the goal of the government.
Genex run their business with a single solution. Streaming their process, make smarter decisions and growth with Dynamics 365 Business central and set a comprehensive business management solution designed for small to medium-sized businesses.
They strive for excellence through continuous transformation of business scopes for their clients which ensures significant value addition to their customer’s business.  A smart innovator in BPM and IT Services industry; trusted by Global Brands.
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4.1 [bookmark: _Toc66575019]Position, duties, and responsibilities

4.1.1 [bookmark: _Toc66575020]Position and duties
    
I was employed as a full timer in the customer service representative before being an intern and my core role was to provide our customers with safety support to ensure that they were safe.

I provided various information to our customers and note their inquiries from internal and external database, which is also known as data mining.

In Genex Infosys Limited there are different process like, Grameenphone process, Robi process, 333, Samsung process, Food panda process, UBER process and many more.
I am working UBER process. The company appointed me based on my performance as a customer service office in Cross support safety department at UBER process.

My core duties is to make call to Uber’s driver and riders and make sure that they are share their rides well and comfortably. If any rider or driver make any complain against their sharing partners, in our side we take proper steps as per UBER policy. I am working as a level three officer, for these reason I can check all the profiles and then easily can take steps in a proper way. Ensure the quality of my services also important because it’s a target based work and I have to cover 40 complaints everyday and the services is auditing by our team leaders and quality officer.


4.1.2 [bookmark: _Toc66575021]Responsibilities

I was hired for one of the internal process of Genex Infosys Limited named “UBER” Uber enter Bangladesh in 2015 and they are continue their business easily. In Uber there are different learning of business (LOB). I was assign for cross support safety LOB. My key responsibility was:
· Provide customer support to our customers.
· Ensure safety.
· Provide emergency support.
· Resolving customer’s complaints.
· Communicate with customers if any customer shows any dissatisfaction towards the service.
· Educate drivers and riders.
· Check profile and give solution to them.


4.2 [bookmark: _Toc66575022] Training

In Uber process every week provide tanning season. The main reason is standard operating procedures (SOP) was always updating. We always need to follow the SOP to serve services. There was tanning and development department. Trainer always observe us to ensure that we are following the services and provide quality service. Quality Assurance teams are responsible for ensuring that the service provided to customers is up to the mark. They evaluate the service every time to time and rank the executive according to its score and list the workers who need training to enhance their performance and send it to the training team.
 

 
4.3 [bookmark: _Toc66575023] Contribution to departmental functions

In Genex Infosys Limited I was able to contribute in the day to day safety and emergency support and daily provide report to our higher team. So that they can store the report and able to discuss with manager if there is any confusion occur. I was also able to contribute in handling customer feedback and route them to the existing contact. In the last month I was also worked intercity LOB where I need to credit transaction to our customers. As I working here for short time but in this time they are assigned to different type of task with in the team. I always try my best to provide the services. 




4.4 [bookmark: _Toc66575024] Evaluation of internship performance

The mother company (UBER Bangladesh) monitors its outsourced company (Genex Infosys Limited) and visits this office every month, unlike every BPO company, and evaluates all the employees.

I had contributed well enough in the activities of the organization and I have learned many things. There were internal evaluation system to check employee’s quality. In every month they take MKT quizzes to check the quality. They always evaluate the dress codes, behavior, manners and how we communicate with our subordinates. In here also kept track when I checked in and out through tracking system. 



4.5 [bookmark: _Toc66575025] Skills applied

As an internee at Genex Infosys Limited I need to deal with various applications. Basically I am work for UBER process, so UBER have their own system which is a lot of security. This system we cannot use in other place.

It was my computer skills that I applied the most. Besides UBER personal software system I am also used to work in Microsoft Excel and Microsoft word. When every employee work from home, we also use Amazon work space. 

As a customer support executive the most important factor is communicate large amount of people, so I applied my communication skill also. I was able to show my time management skill and my punctuality. I am always try to learn new thing here, UBER was a huge platform many new things added simultaneously. When I learned new things and my works were still praised by all, I did not face any major difficulties.




4.6 [bookmark: _Toc66575026] New skills developed

The most important I had identified which was communication skills. I always need to communicate with customers and help them to provide directions. In my point of view I was improved my communication skill.

Then I have developed how to deal with senior officers. I had always nervous of deal with seniors, the way of showing curtsy, behaving in a corporate way. My supervisor always help me at any point.

I got the perfect opportunity to remove my weakness and its help me in my future career. 



[bookmark: _Toc66575027]4.7 Application of academic knowledge

Corporate life and academic life is somewhat connecting. During internship period academic knowledge help in many ways like take any decisions, behavioral perspective, attentiveness and many more things. I learned many theories in academic life which was practically used in corporate life. 
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[bookmark: _Toc66575029]5.1 Recommendation for improving departmental operations

There is so much competitiveness in the BPO market. To increase this, Genex Infosys Limited should improve their strategic planning. To provide premium service and attract other customers, they should create enough qualified employees. Outsourcing has come a long way, but has not yet achieved its maximum potential and there are opportunities to change things for the sector.
Employees should be given enough and adequate training to improve their service level. Genex provides service to customers of UBER.  As Uber is a technologies service provider almost each week they launch various new products. Some steps should be taken as early as possible for the betterment of current situation. Genex need to proper motivation provided to their employees. Employees are not feel relaxed here, because job security was very low and they feel the work monotonous and left job after a certain period. Those who are needy they stays for a long time and employee turnover ratio is higher. If they can build them in a way where they will participate in the level of management, this rate can be reduced. 
At the same time, Genex should try to increase the number of employees providing services. They should have to tailor their break time to create more satisfaction for employees.
A huge part of our educated population was female, when it comes to work here they have faced problem for the working shift which was not good for female sometimes. They need to focus on this things properly. 
One of the challenges to the growth of this BPO industry is also skilled human resources, with Genex needing to train and educate them more about it will give us more skilled people to work with. The major changes I must recommend them to change salary structure, Genex provide KPI based salary which means salary depends on work monthly performance. They need to provide fixed salary for the all employees.

[bookmark: _Toc66575030]5.2 Recommendation for improving self-performance

It is not an easy task at very begging to make a customer satisfied about a service. Most important part is communicating effectively and in a proper way because Uber is a foreign company and they always ensure their best quality service. At first I felt nervous because of it’s a new platform for to interact customers directly over phone and provide services. Sometimes customers are angrier about many reasons and I need to calm first then provide services. I need to increase my listening skills and patience also. My supervisor always advice how to listen and how to deliver speech at any situation.

Sometimes increases the work pressure and everyone busy to provide their own target, that time I feel very shy to ask something to others. There was so much more and I was trying on my own how to learn something new. I was very confident and I knew I would be able to learn the job very soon.
I realized that from my own observation would be that I held this record and gave these recommendations according to what I felt and what I actually saw.  And I think these recommendations needed for my self-improvement.


[bookmark: _Toc66575031]Conclusion

BPO (Business process outsourcing) market in Bangladesh is rapidly growing. Because of growth of our IT business and IT development, outsourcing in Bangladesh has also grown. The government of Bangladesh has declared sufficient Support sector budgets and is trying to establish a policy that will help banks easily obtain loans. If Genex Infosys Ltd. takes this opportunity to expand its market and products more, it will become the market leader in the BPO industry in Bangladesh. 
Outsourcing has a big impact on the Bangladesh economy and will tend to do well to the economy of this country as long as it works systematically and if the government's plans are successfully implemented. While the world's outsourcing market expands on a daily basis, ours will also rise with it.
Genex Infosys Ltd. takes care of the entire business, from every brick to the whole office building and whatever comes with it, sales and marketing, etc. I have observed some working techniques that help me to relate to my education because of working under this LOB. I also observed how it is the duty of a LOB to hold an organization. I have found that this organization will support me enough to keep up with the culture of the organization and will assist me in my future to adopt it quickly.
Outsourcing has become a major component of our nation and it will only benefit people more and more. This is the future towards achieving our countries goals and helping its people find more jobs.
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