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Abbreviations

ULAB - University of Liberal Arts Bangladesh
Ltd - Limited Company

CRP - Centre for the Rehabilitation of the Paralyzed
BPO - Business Process Outsourcing

UK - United Kingdom

USA - United States of America

ISO - International Organization for Standardization
TA - Teacher’s Assistant

MSJ - Media Studies & Journalism

HR - Human Resource

AHT - Average Handling Time

SLA - Service Level Agreement

QA - Quality Assurance

HQ - Headquarter

SOP - Standard Operating Procedure

POC - Point of Contact

CSAT - Customer Satisfaction Score

WBR - Weekly Business Review

BST - Bangladesh Standard Time

LOB - Line of Business

ID - Identification

Inc - Incorporated
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Student’s Details

Name: Ananta Anupam Arannya

Student ID: 162012037

Department: Media Studies and Journalism
Major Concentration: Public Relations
Minor Concentration: Business

Career Goal: Seeking a higher achieving role that permits to leverage strong ethics, creativity and
responsibility to maximize both individual and organizational potential within a demanding
environment.

Internship Details

Host Organization: Quantanite Bangladesh Ltd.

Host Organization Address: Plot # A/5, (9th Floor), Block # A, Section # 14, Mirpur, Dhaka —
1206, Bangladesh

Website: www.quantanite.com

Name of Supervisor: S.M. Samiul Haque
Designation of Supervisor: Operations Manager
Internship Start Date: January 01, 2024
Internship End Date: April 30, 2024

Section | Worked In: Operations

My Designation: Associate

Hours per Week: Up to 48 Hours
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MSJ041

Plagiarism Declaration

1. 1 know that plagiarism means taking and using the ideas, writings, works or inventions of
another as if they were one’s own. I know that plagiarism not only includes verbatim
copying, but also the extensive use of another person’s ideas without proper
acknowledgement (which includes the proper use of quotation marks). I know that
plagiarism covers this sort of use of material found in textual sources and from the Internet.

2. | acknowledge and understand that plagiarism is wrong.
3. lunderstand that my research must be accurately referenced.

4. This assignment is my own work, or my group’s own unique group assignment. [
acknowledge that copying someone else’s assignment, or part of it, is wrong, and that
submitting identical work to others constitutes a form of plagiarism.

5. Ihave not allowed, nor will I in the future allow, anyone to copy my work with the intention
of passing it off as their own work.

Name: Ananta Anupam Arannya

ULAB ID: 162012037

DX

Signature
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Introduction

As a bachelor of Social Science in Media Studies and Journalism (MSJ) program student at the
University of Liberal Arts, Bangladesh (ULAB), an internship or project is required to complete
the Bachelor's degree. | chose the internship program as the last part of my bachelor's life. An
internship is the process that trains one to prepare for a challenging and changing professional
career path. This internship program provides me with both practical and academic training. This
report will describe my whole working experience as an intern at Quantanite Bangladesh Ltd.

As a student with a concentration in Public Relations, | wanted to work in the communication
space. As an emerging new field, a Multinational BPO is the perfect place to learn and experiment.
Thus, | joined Quantanite Bangladesh Ltd. - one of the first full-fledged BPO companies in
Bangladesh for a challenging experience.

Quantanite Bangladesh Ltd. adds value to the entire customer journey with the customer's
experience and digital outsourcing services. They help customers understand what they are saying
about their products or services, address the needs of customers in today's digital world, and ensure
that customers are satisfied with every interaction.

I was passionate and interested in this sector, and Quantanite Bangladesh Ltd. gave me an excellent
opportunity to learn about the industry. I had the chance to work with international clients through
Quantanite Bangladesh Ltd. Here, | have learned to work with professional people with
professional setups and equipment. | have also learned to be more communicative because of my
work and cooperation with all the team members. These four months were a whole new experience
for me. | learned a lot through numerous experiences during my internship, and I found out that
several things are different between academic learning and professional learning. | had a fantastic
journey learning PR professional work first-hand from Quantanite Bangladesh Ltd., and | am
thankful to them for allowing me to enjoy and learn every moment of my time there.
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Expectation & Objective

An internship in a host organization is required to achieve a bachelor's degree so that students can
have the essence of the real professional world before stepping into reality. Working in the
Operations team at Quantanite Bangladesh Ltd. has undoubtedly been a challenging yet insightful
experience to gain practical knowledge before initiating my career. | learned how to deal with the
clients, and fulfilling their interests was a whole new level for me to explore and learn. | intended
to learn more about corporate communication and how communication can serve better in this
digital era where a client's query is one click away.

Upon the completion of the internship, | expect to:

e Learn about the work order of an operations team.
e Understand client-agency relationships.

e Learn how to deal with clients.

e Learn how to work in a professional world.

e Work in a team.

e Develop professional competencies.

e Acquire knowledge of the working environment of an organization.
e Apply my professionalism skills.

e Develop my communication skills.

e Learn how to maintain deadlines.

e Apply knowledge gained at ULAB.

e Come out as a skillful person.
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Host Organization: Quantanite Bangladesh L td.

<J Quantanite

Quantanite is a BPO company that provides innovative digital solutions to businesses across
various industries. The company was founded in 2014 by a team of experienced entrepreneurs who
wanted to bridge the gap between technology and business by creating a company that offers
cutting-edge digital solutions. Quantanite is a Customer Experience and Digital Outsourcing
solutions provider for the world's fastest-growing companies. The company's motto is:
"Technology and People Unleashed."”

Quantanite's headquarters is in London, UK, and the company has offices in the USA, South
Africa, India, and Bangladesh. The company has over 2000 employees with expertise in various
domains, including artificial intelligence, machine learning, data science, software development,
and digital marketing.

Living and breathing their values are fundamental to Quantanite's success, as it is for their clients.
They share a joint desire to create raving fans and brand champions. They recognize the parallels
between shared values and cultures and aim to harness them by extending and developing winning
partnerships. Their cultural pillars embody Quantanite's spirit, sense of community, and fairness
and enable the people at the heart of their business.

They have five values which are:

e Super Driven: We push ourselves to deliver more than is expected.

e Entrepreneurial: We encourage bold ideas to unleash massive value.

e Service in Our Souls: We see every interaction as an opportunity to help.
e Grow Together: We invest in our people and help our clients thrive.

e Accountable: A target is a promise, and we keep our promises.

Certification & Compliance: Quantanite is ISO 9001 & ISO 27001 certified, which gives them
extra credibility towards their clients. Quantanite is accredited by and complies with industry
standards concerning Data Security, Payment Processing, Compliance, and Quality. Where
appropriate and applicable, Quantanite is externally audited to ensure compliance.

10| Page



Organization’s Pyramid Chart
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Image 1: Organogram of the Operation Department

The organogram starts from our Country's Vice President, Anirban Basak, to my reporting
manager, S.M. Samiul Haque. The screenshot was taken from the organization's HR portal
named BambooHR.

Work Environment

I am fortunate to intern at Quantanite Bangladesh Ltd. as this organization is excellent in
management, office culture, office setup, and people. Every individual working in this company
is amicable, helpful, and cooperative. My supervisor is a great mentor who has guided me through
thick and thin. My colleagues have been beyond helpful, and our overall team management has
been excellent. | have found them by my side whenever | needed any help. Quantanite Bangladesh
Ltd. strictly prohibits office politics; hence, the office feels more like a friendly university campus
where all are fellow juniors, seniors, and batchmates. Also, all the employees maintain punctuality,
sincerity, and respect towards seniors and each other. | am also learning to be well-organized and
skilled through their guidance.
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Tasks as Intern

I have been working at Quantanite Bangladesh Ltd. since January 1, 2024, as an intern in the
operation team. My prime focus is content moderation and external client communication. My
responsibilities entailed:

e Content moderation

e Maintain an accurate workflow as a Quality Assurance (Accuracy target: 99%)
e Client communication

e Conflict resolution

e People management among the interns

e Keep my manager updated about everything

e Maintain a smooth workflow

e Potential client’s work

e Preparation of monthly salary of our team

e Stand-up meetings

e Attend meeting, taking notes, sending out meeting minutes
e Brainstorming and idea sharing with higher management
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Project Detalils
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Project - 1

Project Name:

Content Moderation

Start Date: 15th January, 2024
End Date: 28th January, 2024

Project Detail:

After completing two weeks of training, | started working as a content moderator for a client named
'‘Bigo," a global social live-streaming platform. Our team works on the back end of the live app.
When someone posts anything against the app's guidelines, Al shortlists it and sends it to the back
end. And from there, we find our content to check. It can be text, picture, video, or audio content.
Then, we need to check the content according to our rulebook and take action accordingly. If there
is no violation, then no action is required. There is also a time boundary and an accuracy target
while working.

My Responsibilities:

My shift starts at 10 AM, and I always have to be present at my workstation at least a minute before
my shift starts. | used to receive live content, so there was no exact time when content would
appear on the back end. So, | always had to be attentive. | was obliged to look for any incoming
content from 10 AM to 6 PM except for one hour of lunch break. | was responsible for auditing
these live contents and acting according to our rulebook. If there was any violation, | had to take
action against that content. The punishment for the user violating rules, starts from 2 hours of their
account being blocked from the app to being restricted for a lifetime.

Our team has a rulebook strictly to follow. Based on those rules, | used to punish those contents
that violate the rules. And we have an AHT target of 60 seconds. That means | needed to open the
content, judge it based on the rulebook, and took necessary actions when it appeared on our back
end. Our accuracy target is equal to or above 99%. That is why we can only afford a few errors
during our work. I used to audit 700 contents daily, depending on the live work inflow.
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Image 1.2: Auditing picture content
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Image 1.3: Auditing audio content

Image 1.4: Auditing video content

Challenges:

I had to keep my eyes and ears sharp every time for the task. Sometimes, the audio content needed
to be more explicit to listen to. Occasionally, | got confused about what the audio was about. And
sometimes, in audio content, people would talk in their local language, which was hard to
understand. | had to assume and act immediately in these circumstances, as the AHT target was 60
seconds. And for picture and video content, if the resolution was poor, it got challenging to judge.
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If I made more than 1% errors or take more than 60 seconds, according to our SLA target, there
would be a deduction in our monthly invoice.

Mistakes:

e Fortwo days, | reached the office a few minutes late.

e | missed the target of 99% accuracy for one day.

e | missed the AHT target for the first three days.

e | misunderstood some local languages (Chattogram, Sylhet, etc.).

Learnings:

e | have to be more precise with my time management skills.

e | became more focused and mitigated the accuracy problem from the next day.
e | learned to reach the target and work fast.

e | learned lots of new valuable words while working.
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Project - 2

Project Name:

Quiality Assurance

Start Date: 31st January, 2024
End Date: 31st April, 2024

Project Detail:

As a well-reputed BPO company, we must excel in our work frequently and achieve all SLA
targets daily. To ensure this, our team has two divisions: Content Moderators and Quality
Assurance.

The quality assurance team's task is to recheck the work completed by the content moderators.
They have to point out the errors made by the content moderators and give them feedback.

My Responsibilities:

After performing very well in the content moderator role for one month, I was shifted to the QA
team. In this team, | have to work even more attentively. After | check the content, it directly goes
to the HQ team. If the HQ team finds any error, it causes a heavy deduction in our monthly invoice.
If someone is punished without breaking any policy, the QA team is at the last stage of resolving
this issue. At last, the QA team updates all the errors in a Google spreadsheet so that content
moderators can see their errors and learn from them.

In the QA team, the AHT is not 60 seconds, whereas the target is to complete all the tasks before
10 PM. The QA team's rush is low, but the team needs to work more attentively. | need to recheck
around 1000 contents regularly.

§
i
g
i

Image 2.1: Training manual for QAs
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Image 2.2: QAing text content
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Image 2.3: QAing picture content
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Image 2.4: QAing audio content
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Image 2.5: QAing video content

Challenges:

While rechecking any content, the primary issue | face is rechecking any unclear audio or low-
quality video or picture. The QA team can mark up to 5% of their content as '‘Both Correct.' Both
correct means there could be more than one correct punishment for the content. Sometimes, | have
to judge the content by listening to the speaker's speaking approach, whether they mean something
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or just say something as a joke. If the intention is joking, no punishment is required, but if the
purpose is to offend anyone, there should be punishment according to the rulebook.

Mistakes:

e The HQ flagged two errors from the recheck that I've done.
e | misunderstood the content as if it was an offensive speech.
¢ | rushed while working, which caused an error.

Learnings:
e Content moderators might make errors, but | have to be error-free. | learned to be more
focused while working.

e | learned to read people better because | had to take action depending on their speaking
approach.

e | learned to be more observant and calmer while working.

21| Page



Project - 3

Project Name:

Training Content Moderators

Start Date: 31st January, 2024
End Date: 31st April, 2024

Project Detail:

As our SLA target for accuracy was 99%, those who had less accuracy than that were trained by
the QA team to perform better and reach our target. Reaching the SLA target is a must for any
organization. When a team cannot reach the SLA target, that affects their reputation, and they
might lose their client as well.

Because of the seriousness of this matter, every bottom performer goes through several training
sessions to perform better.

Not only that but if there is any rule update or any change in the SOP, the QA team arranges a
training session immediately so that everyone is up to date on their work process.

My Responsibilities:

After becoming a QA, one of my core tasks is to train the bottom performers. As our SLA target
for accuracy is 99%, those who have less accuracy than that are trained by me to perform better
and reach our target.

First, | start with the rulebook and briefly review all the sections. Then, review the critical sections
from the rulebook. Then, we have a question-and-answer session. We mitigate all the confusion
through a question-and-answer session. Lastly, we take a basic test. If they score equal or above
our expectations, then we allow them to get back to the live work.
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Image 3.1: Received a rule update from the client
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some of the bottom performers go through low self-esteem. Our line manager keeps motivating
the team to bring out the best in us.

So, training the bottom performers takes a lot of work. Arranging a training session for any rule
update is another challenge because the update needs to be implemented immediately. Any delay
might end in a higher error rate.

Mistakes:

e Initially, I started treating them as poor performers, discouraging them from training.
e | didn't ask for any feedback after the training session.
e | tried to train all of them in the same method.

Learnings:

e | learned to understand everyone’s capacity and be patient with the bottom performer.
e After asking for feedback, | learned the areas I should work on.

e Every individual requires their own way of understanding. So, while providing training, |
should train them in accordance with their merits.
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Project - 4

Project Name:

Conflict Resolution

Start Date: 29th February, 2024
End Date: 31st April, 2024

Project Detail:

After completing the QA process, some of our random data is rechecked by another BPO company
appointed by our client. Most of the time, our punishment judgment is synchronized, but
sometimes there are some discrepancies. When there is any discrepancy, the HQ team arranges a
call with both teams and discusses the punishments. After discussing both teams' explanations
about punishment, the POCs from the HQ team decide who is correct or more accurate. Depending
on the team's correctness, we are provided monthly CSAT scores from the client. The HQ team
arranges this meeting every month, last Thursday, at 3 PM.

My Responsibilities:

In the meeting, both the teams explain their point of view and provide logical explanations for
their action. After several minutes of discussion, both teams come to a particular punishment that
is more logical and acceptable according to our rulebook.

Some of my colleagues and I join the weekly meetings and have discussions with the other team.
I conduct the meeting and lead the discussion. My primary target is to make the HQ team
understand our point of view and ensure that our team's punishment becomes more acceptable. |
also make sure that the discussion never turns into an argument. We always focus on having a
smooth conversation and agree on the punishment.
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Challenges

This task is very challenging because we have to discuss with one of our biggest competitors and
make them understand our point of view. Not only that, but we must also make them understand
where their punishment is wrong, and ours is correct.

Image 4.2: Another tab of the spreadsheet

They join the meeting with the same intention. They also try to prove their point and make us stand
by their decision. While having the same purpose, convincing them that our team's work is accurate
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is difficult. Sometimes, after listening to the discussion, the HQ team takes a few days to review it
and come to a final decision.

Another challenge in this task is discussing without disrespecting the other team. Our accuracy
indicates the other teams' punishment to be incorrect. Hence, maintaining professionalism
appropriately is essential for both teams.

Mistakes:

e In the first call, my mindset was to win over the other team no matter what. | became very
defensive that time while discussing.
e Because of my defensive attitude, my first impression of the other and HQ teams was

feeble.
e Knowing that our team had wronged, I still tried to make an argument that we were correct.

Learnings:

e | always need to be calm and professional while working.

e | received feedback from my supervisor about staying calm during any interaction in the
office. From then on, | acted accordingly, and all our discussions became smooth.

e Whenever | make an error, | should take full responsibility and admit my mistake.
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Project - 5

Project Name:

Client Communication (WBR)

Start Date: 12th February, 2024
End Date: 31st April, 2024

Project Detail:

We have a virtual meeting with our client every Monday at 3:30 PM BST. In this call, we discuss
the team's overall performance from the previous week. We have a Google spreadsheet where we
keep all the records compiled. We have different LOBs to work on, and we keep all LOB accuracy
details, AHT details, Production amount, and other details in the designated spreadsheet.

In the call, we discuss the ups and downs of working. Our challenges and achievements are
discussed in that call as well.

My Responsibilities:

The POC from the client's end, our team's assistant manager, S.M. Samiul Haque, our operation
director, and some of my teammates including me usually attend the meeting. My responsibility
is to share my screen and go through the spreadsheet where all the details are compiled. Sometimes,
we miss our SLA target very narrowly; in these circumstances, | convince the client to adjust.

If | can provide proper justification for missing the SLA target, then the client gives us an
adjustment for that particular event. But sometimes, we cannot reach the SLA target because of
our errors or reluctance; at that time, | do not ask for any adjustments.
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Image 5.3: Other important data in the same spreadsheet

Challenges:

The client's POC cannot speak or understand English very well. To make her understand anything
is very difficult, which is the initial challenge. On top of that, I have to convince her to understand
our situation and to give us adjustments. If she doesn't provide us with adjustments, she makes a
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deduction from our monthly invoice, which is cost-efficient for them. By requesting and showing
her valid reasons for missing the SLA target, | get adjustments for the team.

Sometimes, when a content moderator makes errors and misses our SLA target for accuracy, their
ID stays deactivated for live work for a few days. Then, we need to provide them with training
again, and after finishing the training session, they can rejoin the live work; this causes an
insufficient workforce within the team. Then, we have to arrange backups for them to keep the
operation running smoothly.

Mistakes:

e For security purposes, all our organization's employees must change their email password
before 90 days. One day, while joining the call, | had to reset my password at the last
moment, which took me a few minutes, and because of me, everyone was kept waiting in
the call.

¢ | should not have joined the meeting without suitable preparation.

Learnings:

e | learned that I should not leave any work for the last moment and keep the most minor
things updated.

e "Always do your homework" - | learned that day. From that day, | always prepared
myself before any calls or meetings.
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Project - 6

Project Name:

Potential Client on Trial Period

Start Date: 4th March, 2024
End Date: 17st March, 2024

Project Detail:

Our sales team had a potential client information who wanted to work with Quantanite. The client's
name was 'GrubHub Inc.," an American online and mobile prepared food ordering and delivery
platform based in Chicago, Illinois. They were willing to work with us, and they wanted to test us
before they signed any agreement with our organization. Their SLA requirements were
maintaining 98% accuracy, and the AHT target was 3 hours. The main task was to build restaurant
menus according to the rulebook for their food ordering and delivery platform.

They would start working with us if we could have provided our service according to their demand.
A potential client is crucial for a BPO company, and GrubHub Inc. was a huge client. If we could
met all the SLA parameters, they would have been working with us with more than 100 content
moderators in the team.

My Responsibilities:

Our organization chose six of its best-performing associates to work on this project, and I was one
of them. We were provided with the rulebook to follow while working. On the first day of this
project, our vice president met us and informed us about the importance of the project. Then, we
went through the rulebook. And from the second day, we had to build menus on the platform 'Okta.’
And we received instructions for a menu from 'Salesforce." We also needed to input restaurant
details into Salesforce before building a menu.

While building a menu, the most crucial part is the price of a food item. GrubHub can sue us for
inputting an incorrect price of an item. So, we were supposed to be extra careful while inputting
any price.

After two weeks of the trial period, our hard work paid off. The potential client, GrubHub Inc., has
recently inbound in a written contract with our organization.
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Image 6.1: Okta interface while working on a menu
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Image 6.2: Interface after publishing a menu
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Image 6.3: Inputting address details
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Image 6.4: Restaurant address updated

(781) 337-7826 s
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Image 6.5: Updating restaurant timings
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Activation Stall Reason

Activation Stall Reason Details
Restaurant's website

¥ Consumer Fees
Marketing Commission %
Pickup Marketing Commission %
Marketing Commission Cap $
Phone Marketing Commission %
GH Delivery Commission %
GH Delivery Commission $

w Trial Rates
Trial Delivery Marketing Commission %
Trial Pickup Marketing Commission %

v Catering
Catering Marketing Commission %
Catering Order Processing Fee
Catering Order Processing Fee %

Muhaimin Al Rahman
772912021 1:12PM

No

Restaurant Link

L

10.00%

Order Transmission  OrderHub, GrubCentral
Sales x  7.0000%
Data Notes
GH Package Status
Corporate Entity Name  Yunshung, INC
Corporate Entity Address 427 Washington St
Weymouth, MA 02188
Opp Tin Number 270194923
Prep + delivery estimate (minutes) . 45
Scheduled Call Dateiime  §/4/2021 1:24 PM
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Image 6.6: Finalizing all the updates in the Salesforce

Challenges:

The whole work process was new to us, and we had to perform above 98% accuracy from the first
day, which was very difficult for us. For the first few days, we worked on seeing the rulebook
every time. As it was a potential client, our organization prioritized this matter to the highest. Our
work was constantly monitored.
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We were under heavy mental pressure to work precisely and accurately. Our supervisor guided us
and helped us to achieve our target.

Mistakes:

e | didn't realize the seriousness of the project and worked accordingly.
e The whole interface was new as we worked on a new back end. Initially, we needed help
finding many things on the back end.

Learnings:

e Potential clients are significant to a BPO organization.
e | gotan introductory lesson on using platforms like Okta and Salesforce.
e | got an introductory lesson on using platforms like Okta and Salesforce.
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Project - 7

Project Name:

Hour Calculation for Monthly Salary

Start Date: 26th January, 2024
End Date: 31st April, 2024

Project Detail:

As the associates are paid hourly, a count for total working hours is sent to the accounts department
from the operations department. Every team's supervisor is responsible for this part.

The hour calculation is complex because there are three types of working hours, and every
employee's working hour needs to be divided into the correct order to identify the correct salary.
The types of working hours are:

e Regular Hours: An employee's usual or regular working hours.

e Public Holiday Hours: Employees willing to work on a public holiday get paid extra.

e Unsociable Hours: Those who work the night shift get extra hourly payment for working
the night shift.

Supervisors cannot see the payable base for each employee as salary is confidential information.
Only the accounts team has access to every employee's payable base. The supervisors only
accumulate the working hours and divide them into three sections. The accounts team does the rest
of the calculation.

My Responsibilities:

As my minor was BBA at graduation, | volunteered with my line manager and asked him if I could
compile the hours calculation for January 2024. Seeing my confidence and performance, my line
manager allowed me to work on this project.

I have to take data from our daily attendance spreadsheet and create another spreadsheet with the
required data. Which employee worked on which shift and any attendance-related information
about shift times are provided in the attendance spreadsheet. According to our company policy, |
have to gather all the data and separate the total hours into three sections. After compiling and
arranging all the data, | have to email it to one of the Assistant Managers of our organization to
finalize it.
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Image 7.2: Hour calculation spreadsheet created by me
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Monthly Salary Data of IMO for January'24 2 B

s Ananta Arannya <ananta.arannya@quantanite.coms huFebl500AM ¢ €
6 Samiul, Ashikul, imomgt =

Hi Samiul Bhai
Monthly salary data has been updated on the respected Google spreadsheet for IMO. Please let me know if you have any questions. For your convenience, I'm attaching the spreadsheet here

IMO Salary Calculation

Also, | am sharing TL's unsociable hours for the night shift allowance:

Name Employee ID | Unsociable Hours
Ferdous Hasan Rifat BD1720 152
Nahid Hossain BD2288 168

Let me know if you have any queries

Best,

Image 7.3: Email sent after the task completion

Challenges:

The primary pressure while doing this task is that there is no place for error in this task. My task
will result in every employee's salary for the previous month. One error can cause no payment for
any particular employee.

Another challenge while working on this was that | had to compile all the data and send it to the
designated receiver before noon on 1st February 2024. | could only start the task after 2 AM on
1st February as the night shift starts at 2 AM. After getting the night shift employees' attendance
data, | could start my work.

Mistakes:

I did everything correctly while working on the hourly data. Once, | was frustrated that it was
taking a lot of time, and | thought I would miss the deadline for the submission, but my line
manager helped me and showed me some shortcuts to do the work accurately and quickly.

Learnings:

e | learned the primary use of formulas in a spreadsheet from my Principles of Accounting
course, which helped me immensely in this task. My line manager showed me some
advanced levels of spreadsheet work while working.

¢ | have learned some functions and formulas of spreadsheets.

e | learned not to panic and look for solutions calmly.
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Project - 8

Project Name:

Business Development (Back-Up Shift)

Start Date: 18th March, 2024
End Date: 31st April, 2024

Project Detail:

In Quantanite, everyone is appreciated for any new and efficient ideas for the team's betterment.
If anyone has any new idea, they need to share it with their line manager, and if it is a good idea,
it will be implemented in the team.

Our SLA target for AHT is 60 seconds, so we needed to maintain this 60-second AHT during the
shift transition time. We needed a plan to do so, and everyone in our team was asked for any plan
they had.

My Responsibilities:

To maintain the AHT below 60 seconds, we needed a plan to implement during the shift transition
period. Our team's precious shift timings were:

e Shift A: 10 AM to 6 PM
e Shift B: 6 PM to 2 AM
e ShiftC: 2 AM to 10 AM

Between the shift transition times, 10 AM, 6 PM, and 2 AM, the AHT gets high as one team ends
and another starts their shift. | wanted to generate an idea to mitigate this problem.

After researching and observing the work patterns, I have come up with an idea that has helped
our team control the AHT during the transition period. | have suggested that my manager should
keep two new shift times for our team, who will be active and working during the transition. The
new two shift timings are:

e Shift D: 7 AMto 3PM
e ShiftE: 4PMto 12 AM

In these times, the work pressure stayed high, and we could not keep the AHT on par with the SLA
target. After implementing these new shift timings, we have overcome the problem, and now the
AHT is always under control.
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Image 8: New shift timings added to the roster

Challenges:

I tried to make each shift's agents stay longer after their shift ended, but they were unwilling to do
that. 1 also tried to make each shift's agents start their work a few minutes earlier, but they were
also unwilling to do that. After several unsuccessful attempts, | came up with new shift timings,
which changed the whole scenario for the team.

Implementing new shifts means changing the current shifts of the employees. Our manager
discussed the plan with the team, and some employees volunteered to change their shifts.

Mistakes:

Nothing can be measured as a mistake in this scenario because | was coming up with a new idea.
I had some difficulties implementing the idea, but everything was correct in the end.

Learnings:

e Refrain from forcefully implementing anything where others are incorporated. Always
discuss and make them part of the discussion so everyone feels important.
e A good idea is always respected and appreciated.
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Workplace Log
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Image 6: Work log of 08/01/24
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Image 7: Work log of 09/01/24
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Image 8: Work log of 10/01/24
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Image 9: Work log of 11/01/24
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Image 11: Work log of 15/01/24
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Image 12: Work log of 16/01/24
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Image 13: Work log of 17/01/24
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Image 14: Work log of 18/01/24
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Image 15: Work log of 19/01/24
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Image 17: Work log of 25/01/24 & 26/01/24
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Image 19: Work log of 31/01/24
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Image 20: Work log of 01/02/24 & 02/02/24
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Image 21: Work log of 05/02/24, 06/02/24 & 07/02/24
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Image 23: Work log of 12/02/24 & 13/02/24

66 |



— 19702/ 24 ,

74 N3 AM g
m = SRR s o o B
SRR T E—— e 0 B Y
b ’V\Juz\‘\\-a Qi Mo divece %N‘L /&J

B DN\H OA  voonle /E‘f
OX 6105 oM o
O_O/Ioa,/z_q —
INTO: G7Am ]

% Duly Yrdd ) ¢

4 Oly QA el -

H
Owx:5' 0% fMm e
2o 75 e
ING, 9149 AM e
4 Da.‘\\a Vardd g e
4 T\'LMv\a preevided Yo balom ?OR'SWWM \éf
400Ny QR au\ g e
\
BT 606 oM S
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Image 25: Work log of 26/02/24, 27/02/24 & 28/02/24
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Image 26: Work log of 29/02/24 & 01/03/24
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Image 27: Work log of 04/03/24 & 05/03/24
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Image 28: Work log of 06/03/24, 07/03/24 & 08/03/24
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Image 29: Work log of 11/03/24, 12/03/24, 13/03/24 & 14/03/24
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Image 30: Work log of 15/03/24
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Image 31: Work log of 18/03/24 & 19/03/24
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Image 32: Work log of 20/03/24 & 21/03/24
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Image 33: Work log of 22/03/24
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Image 34: Work log of 26/03/24
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Image 35: Work log of 28/03/24
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Internship Appraisal

My internship journey has been smooth, and | am eternally grateful to my supervisor and the
Quantanite Bangladesh Ltd. team. | work five days a week from 10:00 AM to 6:00 PM. Overall,
my internship opportunity has been a 10 on 10 regarding my efforts, the guidance | have received,
and the tasks | have accomplished.

Working in Quantanite Bangladesh Ltd. feels like my voice has a platform, and my opinions and
efforts fulfill some purpose. This is immensely valuable for an intern as having such significance
in an entry-level position hardly exists in other workplaces. My supervisor and my teammates have
consistently pushed me to flourish my talents and, at the same time, to enhance my skills. | have
been learning to work professionally since day 1, and I continue to do so.

In my internship, I am learning client communication on an international level. Also, | get to lead
a close-knit team, which is a fantastic opportunity. This workplace has career growth, which is
another boost to my potential to learn and reach higher.
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Self-Assessment Form

The purpose of this survey is to obtain students input on how they think they have performed.
Name of Intern: Ananta Anupam Arannya

University ID: 162012037

Name of the Institute/Organization: Quantanite Bangladesh Ltd.

Corporate Office Address: Plot # A/5, (9th Floor), Block # A, Section # 14,
Mirpur, Dhaka — 1206, Bangladesh

Email: hr@quantanite.com Web: WWW.quantanite.com

1. During a typical week, approximately how many hours did you dedicate to your internship?
| Up to 48 Hours |

2. Was your internship paid? If yes, how much?
| Yes, 80 taka per hour. |

3. Was your site supervisor available to meet when needed? Tick any one of the following.

CINot at all OSlightly COModerately CIQuite a bit MA great deal
4. Next, we would like to know how you were affected by your internship. Using the scale
below, please indicate the degree to which participation in your internship experience increased
or strengthened your abilities, attitudes, awareness or understanding in each of the areas

identified:

1=Not at all 2=Slightly ~ 3=Moderately 4=Quite a bit 5=A great deal

NO | CRITERIA (Personal) RATING
I have a sense of satisfaction in doing something worthwhile. 5

I believe in my ability to make a difference.

I am open to new experiences.

I have gained the capacity to be more productive.
I can recognize my personal strengths.

I can recognize my personal weaknesses.

I have a sense of personal achievement.

N OO WINE
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8 I have the ability to persevere in difficult tasks 4
NO | CRITERIA (Social/Interpersonal Impact)
9 I demonstrate concern for the welfare of others 5
10 | I can be understanding and appreciative of people with diverse 5
backgrounds
11 | I have the ability to work cooperatively with others 5
12 | I have the ability to communicate effectively 5
13 | I have increased my ability to be a leader 4
14 | | feel more connected to my community 4
NO | CRITERIA (Academic learning impact)
NO | CRITERIA (Academic learning impact)
15 | I have acquired knowledge from the job duties I performed 5
16 | I have broadened my critical thinking skills (reasoning, problem solving) 5
17 | I have learnt the ability to work independently 4
18 | I feel my classroom learning was enriched 4
19 | I have the ability to connect academic subject matter to the real world. 4
NO | CRITERIA (EMPLOYMENT/JOB SPECIFIC IMPACT)
20 | I developed specialized technical skills for a specific job function 4
21 | | broadened my future employment possibilities 4
22 | | received an opportunity to explore a specific career 4
23 | | developed realistic ideas about the work world 5
24 | I narrowed my future possible career choices. 4
25 | What is your average score from this test? 4.5

5. General Comments

As an intern at Quantanite Bangladesh Ltd., a window has opened up for me to peek through
the actual scenario of a professional workplace and its surroundings. During my academic
journey at ULAB, | was taught the theories | implement daily at my workplace. As a public
relations major, this practical experience will help me excel in my career and go forward.

e\

Signature of Intern
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Professional Competence

Quantanite Bangladesh Ltd. is an international BPO firm which is one of the pioneers of this
sector in Bangladesh. Initially, I thought I would face difficulties learning and thriving since |
needed more knowledge in this sector. However, my interview in Quantanite was interactive
and helpful since my supervisor and other board members briefly described how the company
works and my job responsibilities. Eventually, | grasped my tasks and could enhance my
knowledge of the BPO sector.

In my internship, | get hands-on experience in the corporate world and its business model. The
competencies that | am achieving through this journey of mine are described below:

International Client Communication: | regularly dealt with clients based in the US
and China. | participated in the client meetings weekly and directly communicated with
them.

Training: | got the training for my tasks in the first two weeks of my joining. Later, |
was assigned to train the core performers who could not achieve 99% accuracy so that
they could attain the SLA targets.

Content Moderation: | have worked with two clients simultaneously for their content
moderation back end. These two businesses were based on an online food delivery
system and social live-streaming platform.

Teamwork: | have worked in two teams, and from day 1, | have learned to blend in
with many teammates. This prospect has helped me maintain workplace coherence,
learn to behave, and work in large groups with combined efforts to meet the assigned
deadlines.

SLA Achievement: There were different criteria for SLA achievement, such as
accuracy, AHT, and production. My fellow teammates and | worked hard to fulfill our
goals.

QA: | have played my part as a QA for two teams so that we can submit error-free
deliverables within the deadlines.

Team Meeting: We have daily huddles with our reporting manager, which is significant
for achieving the daily goal, preparing for the next day, and providing regular updates
on the overall performance of the team.

Competent User of Google Workplace: | work daily in Google Workplace and use
Google Slides, Docs, and Spreadsheet for every task.

Presentation in WBR: | face weekly calls named WBR with our reporting manager,
operations director, and a POC from the client end, where | present, sharing my screens
to report my weekly assignments.

Working with Potential Clients: | have worked with potential clients who wanted a
trial run before signing a contract with Quantanite Bangladesh Ltd. | am happy to report
that the trial run has been successful, and now they are on board with Quantanite.
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Conflict Resolution: Bigo has another vendor besides Quantanite Bangladesh Ltd. who
spot-checks our work. When our punishment level does not match, the HQ team sets up
meetings combining us and the other vendor to reach a conclusion and resolve the rising
issue.

Hour Calculation for Monthly Salary: | maintain a spreadsheet for my reporting
manager to keep the database of my teammates' working hours and shift details,
including their assigned tasks. As my teammates and | are hourly paid agents, this
database is essential for my reporting manager to calculate salaries accurately.
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Moments at Quantanite
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Image 1: Founder and Chairman Mikko Tamminen giving treats to all the employees
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Image 2: Some free time entertainment
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Image 3: Ongoing training session
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Image 4: Night-view from the office




Image 5: In the garden area

Image 6: The QA team
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Image 8: Our team for Quantanite Premiere League




Image 9: Farewell of a colleague
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Image 10: Evening snack provided by Quantanite
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Image 11: Preparing iftar together
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Image 12: Iftar provided by Quantanite
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Image 13: ‘Pitha Utshob’ at Quantanite
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<) Quantanite

Image 14: Celebrating ‘Pahela Falgun’ at Quantanite
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Image 16: Annual ‘Hola’ (Annual program)
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Image 17: Pizza party at office

Image 18: Our Team
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Image 19: View from Quantanite
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Thank You
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