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PART- A

Chapter 1: Internship Preparation

1.1 Motivation and what are my expect to learn from this internship

As a student at ULAB, 1 realized the importance of receiving vast experience in a corporate
sector to implement my theoretical knowledge. My motivation to work as a Quality Assurance
grew when I used to work over there as a part-time agent then I saw how the Quality Assurance
do their job by developing analytical skills, understanding key performance metrics, and how
data-driven decision-making enhances service cfficiency. Their prime goal was to assure impact
agent quality and customer satisfaction as Foodpanda is a leading food delivery platform they
have organised in high level performance. So because of my interest in analysis it helps me to

motivate and grow interest to learn and develop my skill.

1.2 Internship Search Process

In Bangladesh the competition in the job market is really high and many companies don't even
want to hire any fresher or who doesn't have any experience. I used to follow facebook pages and
groups where I applied for many links which I got from facebook groups. From my varsity life |
used to search for any jobs, whether it can be part-time or full-time but many companies rejected
me as I was still an undergrad student. Also I have found some jobs but those are odd jobs which
are not related to the corporate sector. I also mentioned my friends and seniors from my campus
to inform me if they got any jobs for me. Finally one senior brother told me about the vacancy in
Genex Infosys PLC and I drop my CV over there as they also have strong industry reputation,
structured training programs, and direct involvement in managing well known companies. After

that they called me for an interview and finally 1 got selected.



1.3 Internship Interview Experience

After 2 weeks of my application I got a call from their HR department and they informed me that
my interview process consisted of two stages: In the first stage they will identify my typing
speed and my english knowledge by writing an english paragraph so i have to go to their office
for my first stage. After completing my first stage they told me to wait and after 2 hour they
called me for the interview where HR will take my interview at first I was not that nervous but as
the time has passed I was started to get little nervous and while my interview has started they
asked about my family and my education background they were very friendly and they make the
situation comfortable. After being selected as an agent after two years of working as an agent
from my process an Internal Job Posting has realised that was a tough part for me as I was
eagerly waiting to become a Quality Assurance. That interview was really hard as that was for
the next level in my career. The head of HR also the client was present to take my interview.
They asked about my working experience and what I can do for the process to improve more but
as [ faced another interview before I was full of confidence and gave my best answer as they

expected and I got selected as Quality Assurance.

1.4 About the Organization

Genex Infosys PLC has started from 2012 and it is one of the leading BPO and IT service
providers in Bangladesh. It is well recognised in customer experience management, IT solutions,
and digital transformation services, working with top multinational companies. The company
operates call centers, data analytics services, and quality assurance solutions for various
industries, including e-commerce, telecom, and food delivery.

Their mission is to be a trusted partner in customer experience management and digital
transformation, while their vision is to be the most trusted partner in facilitating the

transformation of businesses and institutions.

The organization has a large workforce, operating multiple customer support teams that ensure
service efficiency and customer satisfaction. They allowed me to work closely with agents,
assess their performance, and contribute to optimizing service quality as they are specialized for -

customer experience management, IT solutions, and digital transformation services.



Chapter 2: About The Internship

2.1 Internship Position and Responsibilities

2.1.1 My Position:

During my working period at Genex Infosys PLC, I worked as a Quality Assurance (QA)
Executive in the Foodpanda process. My primary main role is to focus on monitoring.
evaluating, and improving the performance of customer service agents who handle Foodpanda’s

delivery issues, and customer complaints via chat services and calls.

The work environment at Genex Infosys PLC was organized and well maintained. The company
operates a large number of workforce, with a large office space divided in different floors with
different processes and inside those processes there are managers and leaders with different
departments, including Quality Assurance, Team Leaders and Trainer. The QA team had a
dedicated workspace equipped with computers. call-monitoring software, evaluation software
and performance dashboards to analyze agent quality. Different departments such as Trainer &

Team Leaders also maintain the same process.

2.1.2 My Responsibilities:

e Monitoring Calls & Chats: I listened to recorded customer service calls and reviewed

chat conversations as the conversion flow also needed to maintain the requirements to
evaluate agent performance based on Foodpanda’s service quality standards and standard
operating procedure.

e Assessing Key Performance Indicators (KPIs): With the help of analysing software tools
where the score card has been set I analyzed agents' chats and also identified customer
satisfaction rating, response time, issue resolution timing, and compliance with company
protocols. Depending on this the agent will have an impact on their KPIs as well.

e |dentifving Performance Gaps: By analysing and working closely with team leaders it .

helps me to identify the gaps for what rcason they are failing to perform well and with



proper discussion with the team leads we come up with plans how to take action on
agents depending on their lacking individually.

e Providing Agent Feedback: After analysing their services, I prepared performance reports
for the agents individually and provided verbal feedback to agents to help them improve
communication, making them understand the exact process, problem-solving, and
adherence to company policies.

e (Collaboration with Training Teams: Based on overall performance evaluations, I
recommended which particular services or on what specific segments the agents are

facing the problem frequently so that the training team can work on it and make it better.

This role required strong and high analytical skills, attention to details, and communication
abilities, as I had to ensure that Foodpanda’s customer support agents maintained high service

quality.

2.2 Highlight the specific things and the contribution

2.2.1 Highlight the specific things I learned

Throughout my working experience, 1 gained valuable experience and developed many

professional skills. Some of the highlighted and key specific skilled I learned included:

e Understanding the importance of Quality Assurance: I understood and learned

how QA functions and how much it is important in any department, specifically in
assisting agent performance and improving customer satisfaction. I learned how
to analyze those monitoring soflware tools and also learned how to use the
dashboards to calculate the agent's quality depending on real-time data.

ills: I learned how to analyze

because small details also matter and depend on that. I learned how to compare
and what is required based on what solution is important to solve the problem
which improves my problem solving skills and also my quick decision making

skills.
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e Improved Communication skills and giving better Feedback: By closely working

with the agent quality score I have learned how to communicate with them, how
to motivate them to be more focused also I have learned how to give them
feedback in a better way so that they can understand my communication and work
in that.

e Uses of Performance Evaluation Tools: | learned how to use MS Words, MS
Excel and other google software and also those evaluation tools, call listening
software, chatting software agents dashboards. I learned how to prepare End of
Day reports and QA checklists, agent evaluation forms. I learned how to give a
score to agent interactions based on their service performance with company and

Foodpanda standards.
2.2.2 Contributions to the Company

I believe I have contributed as the company has expected from me because of the level of hard
work and dedication that needs to be given to the company I have provided and QA is one of the
most important part for agents development and to maintain the quality of the services so I have
suggested improvements in call monitoring for better customer experience. I assisted in
identifying common agent mistakes and guided them to improve or to take help from other
dedicated departments as well as helped by providing feedback, making it more structured and

actionable.

These contributions not only improve agent efficiency but also play a role in enhancing overall

service quality.
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2.3 Relating the educational learning with the roles and responsibilities

During my working period of time, theory learning and real life work was a totally different
experience for me because the system might vary with the process. By not dedicatedly relating
the job with the same background as my educational process still it helps me a lot to implement
my educational learning in this process as it really helps to quite extend with it, especially in the
areas of business communication, organizational behavior, and strategic human resource

management.

e Human Resource & Performance Management: 1 was able to evaluate and give agents

feedback more efficiently because of the mentoring and performance evaluation
techniques.

e Data Analysis & Decision-Making: I was able to participate in quality assessments

because of my knowledge of KPIs and performance measures.

e [cadership & Communication: My studies helped me to communicate with agents,

managers, and team members in an efficient manner, creating a positive and professional

work atmosphere.

My academic learning was put into practice during my working period of time, which helped me

to apply my theoretical knowledge to real-life company scenarios.
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Chapter 3: Self-Reflection
3.1 Feedback on Internship

3.1.1 Aspect I Liked

My work at Genex Infosys PLC gave me valuable corporate experience and allowed me to
develop both personal development and technical skills. There are many aspects I liked about the
working experience which I would like to explain. The real world experience is totally different
from this. I got the opportunity to work in an organized and structured environment which helped
me to experience performance evaluation and customer service management. I learned how the
quality impacts the business operation and customer satisfaction by measuring that I can identify
the insightful and the rewards. I found out that the working environment is really important to be
focused in any workplace so the workplace is really supportive and highly cooperative. It was
really easy to handle and maintain the working load as they were always ready to support me and
to guide me and give me feedback accordingly. I agree that they maintain an open
communication culture in the workplace and asking questions and learning from each other helps
me a lot to gain knowledge and experienced professionals. As the workplace keeps an open place
to communicate it really helped me to improve my data analysis and reporting skills guiding and
giving feedback techniques. This experience helped me to build up my confidence handling
professional responsibilities. By analyzing agent performance and suggesting training teams

made me feel like 1 was making a meaningful impact.
3.1.2 The challenges I faced

Despite the challenges I faced I am going to mention. As my task is to review or to check the
agents works the task sometimes felt repetitive and dull. As I have to listen to multiple calls to
audit the agents it needs a high level of concentration which might lead to mentally exhausting.
As it is a BPO sector the performance evaluation needs to be completed quickly for the report
and to analyse for that the task needs to be done in a rush which sometimes affects the perfection
of the work cause it is really challenging to balance the large volumes of agents interactions. As
there are many seniors I am working with, I have limited scope to make any decision as I have to
talk with my seniors first with some suggestions that were acknowledged but not immediately

implemented.
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3.2 How could I do better & How and the organization could Utilize Me Better
3.2.1 How I could have improved
Based on my performance, I identified some areas where 1 could have performed better:

e More Focused: I found out that I have to be more organized and need to be more focused
to do my work properly as I have a little problem remembering things.

e Proactive Learning: I could have taken more initiative in exploring advanced QA tools
and understanding broader business strategies.

e Time Management: I could have managed my time in a way to keep my priority work

step by step so that the important work could have been done more accurately.
3.2.1 How the Organization Could Have Utilized Me Better

They should have let me explore it in my way where I can identify in which particular part I am
more suitable for also participating in live training sessions to understand agent development
more closely. Also by handling a specific project it will help me come up with a proper solution.
If they utilize me to work with other departments as well then by exploring and working briefly

with the departments it can come up with many solutions as well from my end.

3.3 Recommendation

For My Next Position my interest in quality assurance and performance management as a career
path so here I realized the importance of data analyzing and plan to increase my skills in future
and the effectiveness of communication and coaching are important in any workplace and its
really important for me to improve my ability to provide impactful feedback. They should also
need to involve and need to input the recommendation the employees gave. They should also
need to keep in mind the employee work pressure, mental health care and emotional well-being.
Provide resources and assistance to employees in prioritizing self-care and work-life balance,

such as time off, mental health days, or subsidized memberships.
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Chapter 4: Personal Development Plan

4.1 Personal Development

My work has provided me with important insights into quality assurance, performance
evaluation, and customer service management. This experience has helped me identify my areas
for improvement, strength and shaping my career ambition,

I want to move forward and my career plan includes enhancing my expertise in Quality
Assurance so I plan to pursue more knowledge and understanding of performance evaluation
tools, key performance indicators (KPIs), and service quality management. I aim to gain further
certifications in quality assurance and data analytics, which will increase my technical skill set. |
planned to develop leadership and coaching skills since giving coaching to the agents was a
significant part of my work, | want to improve my ability to mentor and guide employees
cffectively. 1 will explore lcadership training programs to preparc myself for future roles in
quality assurance and customer experience management also expanding my knowledge in
Business Process Outsourcing and Scrvice Operations. I plan to Iearn morc about Data analytics
and also understand how Al works and customer service analytics for which business will get
impact performance.

Based on my working experience, | am bearing in mind career opportunities in quality assurance,
operations management, or customer cxperience strategy. I will continue to keep in touch with

industry professionals and apply for roles that meet the criteria with my interests and expertise.

4.2 Technical and Interpersonal Skills

To enhance my Technical and Interpersonal skills I want to develop, I aim to develop both
technical and soft skills:

e Advanced Data Analysis: Learning Microsoft Power BI, SQL, and Google Analytics to

improve my ability to analyze performance.
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Quality Assurance Methodologies: Understanding industry standards and Total Quality

Management (TQM) to learn more about best practices in quality control.

Effective Communication & Coaching: | want to improve my ability to provide

constructive feedback and motivate employees.

Problem-Solving & Decision-Making: | want to improve my skills in analyzing complex

situations and implementing data-driven solutions.

Leadership & Teamwork: Leadership word inspiring and empowering others to reach

their full potential. I want to develop my leadership skills to manage teams and keep the
performance improvements in future roles.

Sclf-Motivation: To increase my self-motivation, I prioritize setting clear, attainable goals

that are consistent with my personal and professional goals, which gives me a plan to
direct my actions and helps me to keep track of my progress. In addition, I planned to
practice self-care and maintain my mental, emotional and physical well-being, ensuring
that T have the strength and energy to pursue my goals with determination and passion.

By developing a sense of purpose, encouraging positivity, and prioritizing self-care.
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PART- B

Executive Summary

This report helps to identify the critical factors which affect the performance of Foodpanda
customer service agents. Beside their inhouse support Genex Infosys PLC is also handling
customer inquiries, complaints, and service issues, basically here the FoodPanda riders are the
customers to the agents in Genex Infosys PLC know as Rider Service where agents are handling
the rider issues so the rider who faced any issue will knock in the chat and the actions these
agents are taking has a direct impact on Foodpanda’s brand reputation, productivity, work

efficiency, and customer experience.

The main objective of this case is to identify and analyze the key factors that influence the
Performance of Foodpanda’s customer support agents including focusing on workload
management, efficient interaction, training programs, and technological skills. By identifying the
key areas in this report, the research seeks to provide useful awareness for increasing agent
productivity, improving customer satisfaction, and supporting a more healthy working

environment.

The methodology applied in this research follows a qualitative method using secondary data
gathered over a three months period from the analysing tool. Five agents are taken from a sample
size of sixty-three agents by using Purposive sampling, for the company privacy policies [ am
not allowed to mention any SOP or tools which they are using as I am only allowed to mention

the key facts which are affecting the agents performance as per my topic.

The analysis helps to find out several major findings for what reason the performance is getting
impacted and how the performance can be better along with following all SOP and the timeline
accordingly also agents mental health is really important which might affect their performance as

well.

Based on this report it will help to improve agent performance, customer satisfaction and to

eliminate all the dissatisfied performance agents have provided.
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Chapter 1: Introduction
1.1 Research Title
Analyzing Key Factors Influencing the Performance of Foodpanda Agents
1.2 Research Objective / Purpose

The main objective of this research is to find out by identifying and analyzing the key factors
that are impacting the performance of the agents. These agents are serving the customers in real
time issues, identifying and solving the customer issue, and maintaining the satisfaction level on
behalf of the company. The research finds several operational, technical, and human resource
aspects such as workload distribution, communication effectiveness, training methods,
technological infrastructure, employee motivation and employee mental health care. By
analyzing these elements, the report helps to come up with meaningful and impactful
recommendations to improve operational workflows, increasing agent productivity, and ensure
consistent customer satisfaction. This objective also aligns with the broader goals of improving
customer service standards in the BPO sector by focusing on the human and technical challenges

faced at the agent level.
1.3 Research Context / Background of the Study

In recent years, online delivery platforms are growing rapidly in Bangladesh and there are many
other companies present as well but Foodpanda, a leading online food delivery platform, is ahead
from every part from marketing level to delivery timing they are managing to leading in every
sector from their part and this leading company is also depends heavily on its customer service
agents to ensure effortless order processing, issue resolution, and customer satisfaction because
customer satisfaction is also important for a well known company. As a third-party service

provider, Genex Infosys PLC plays a vital role in maintaining Foodpanda's service standards.

Customer service agents handle various tasks, including responding to customer inquiries,
resolving delivery disputes, and assisting with technical issues. Their performance directly
impacts customer satisfaction, brand reputation, and operational efficiency. However, these
agents often face challenges such as high work pressure, inadequate training, and communication

barriers. This study explores these issucs and secks to provide actionable insights to improve
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agent effectiveness. Genex Infosys PLC is recognized as a BPO service provider that serves
leading brands and they are responsible for delivering continuous, endless, best customer support
services. The performance of customer service agents is very crucial. These agents are assigned
with managing complaints, solving real-time order issues, and maintaining communication
between vendors, riders, and customers. As the nature of food delivery being highly
time-sensitive. even minor inefficiencies in customer support can lead to order failures, customer

dissatisfaction, and reputational damage.

Additionally, due to the competition of the food delivery industry and growing customer
expectations, there is increasing pressure on support agents to give solutions faster and more
perfectly while maintaining empathy and clarity within the SOPs. Such high-performance
expectations, when not supported by proper training can lead to job dissatisfaction or the agents'
understanding ways. So finding out the root causes behind performance fluctuations and by
analyzing these day-to-day works of the agent the study helps to identify a proper roadmap to

increase performance and create a more sustainable work environment for agents.
1.4 Research Question / Problem Statement

Main Research Question: What are the major factors that impact the performance of

Foodpanda’s customer support agents?
Sub-questions:

1. How does workload distribution affect agent productivity and stress levels?

2. How do shift schedules affect agent productivity?
3. What role does training play in enhancing agent efficiency?

4. How does agent communication with customers and delivery personnel impact service

quality?

5. What strategies can be implemented to improve agent performance and reduce

operational inefficiencies?
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Chapter Two: Methodology

2.1 Type of Research

In this research 1 have decided to follow a qualitative and descriptive research methodology that
aims to explore the effects by which the agents are getting too influenced in their performance
based on the data. A qualitative approach is appropriate for this study because it helps to
understand behaviors, point of view, and experiences that are best explained through descriptive
ways rather than statistical analysis. Descriptive research helps to find a complete understanding
of the situation without changing the natural environment. In this case, the research method with
the help of real life challenges and functional context will help to identify the main objective and

the key findings for the agents which are affecting the agent performance.

In this research I will also use an exploratory method. As there is limited data and information
only focused specifically on the agents, the additional research method will help to identify the
pros and cons the agents are facing while maintaining their performance. By identifying the gaps
in the current system or the process they are maintaining their work, this research will provide

valuable information depending on their work load and for long-term process improvements.

2.2 Research Design

This research design framework helps to closely inspect and conduct a deep dive into the unique
issues and strengths linked with a small focused group of employees where I can find out the key
point of effecting the agents performance, for that I am selecting a group of customer service
agents handling the task which they are assigned for. The scope of the research includes
studying five agents with varying levels of performance across a three-month period. Targeting
this small group of agents helps to find out the basic and minimum key factors influencing the

performance of the agents.

The research design also supports various data points from QA reviews, agent performance

reports, and feedback summaries to arrive at overall conclusions. This design helps for the
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development of patterns, behaviors, and systemic lines that might be overlooked in large number

scale rescarch as I am focusing only on a small number of agents.

2.3 Sampling, Data Collection, and Analysis
2.3.1 Sampling Method

In this research I am using purposive sampling, a non-random technique where the agents are
selected based on specific characteristics. Five agents were chosen from the customer support
team based on their experience and performance ratings: two high-performers one is one year
tenure and another one is three month tenure, one average with six month tenure, and two
struggling agents one with one year tenure and another one is three month tenure. The varicty of
performance levels within this sample will help us to see both the typical problems and the
unusual differences. Using this method, I can analyze the complete range of agent experiences,

from high achievers to those who regularly struggle.

2.3.2 Data Collection
The study is based on secondary data collected from the following documents:

e  Weekly and monthly QA evaluation reports

e Agent performance dashboards and analytics

e Internal Team Leader feedback summaries

e Shift login and scheduling trackers

e Internal Trainer feedback summaries

e Document review of internal performance tracking tools
e Content analysis of QA reports highlighting major issues
e Keceping the track of the agents audit markdown

e Handling the chat counts in high chat pressurcs
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I went through each document and labeled parts related to things like technical problems,

communication issues, how motivated people were, and if their training was good enough.

2.3.3 Data Analysis Techniques

To utilize the data analysis techniques 1 have collected from secondary data, so firstly there are
some criteria to audit their live chats and call so for this [ am using a tools where their is
Thirty-Six attributes and on those Thirty-Six attributes their are Five sectors divided and after
analyzing their chats and call we have to agree with those Thirty-Six attributes and if they meet
the requirement or not and depend on that they will get score or if the requirement does not meet
they will get the markdown also 1 used a method called thematic analysis. below we mention

some points:

e Finding Key Topics: I looked through all the data like workload, technology issues, SOPs

related issues or communication and identified the problems which are recurring.

e Tracking These Topics: For each of these themes, I noted how often they were mentioned
by different agents. This helped me to see which problems were most common.

e Looking for Patterns: I then identify which theme is affecting what level of agents for
example whether only the struggling agents are only reporting the technical issue or other
issue as well.

e Comparing Everyone: I specifically compared agents who were facing a lot of challenges
with those who were doing really well.

e Comparing OA Scorgs: Additionally, I looked at the Quality Assurance (QA) scores of
the agents over the last three months to compare if the issue is continuing happening or is

the agent improving or not.

Finally, I took all these patterns into consideration to find out the clear insights and it helps me to
figure out the main problems agents are facing, to understand why these problems are happening,

learning from the top agents what technique they are using, and coming up with proper solutions.

-9
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Chapter Three: Findings and Discussion

3.1 Findings
3.1.1 Report Data Findings

From my perspective, several challenges have been observed that directly influence agent
performance. This chapter presents the key findings from the research conducted on the
performance of Foodpanda agents at Genex Infosys PLC. Some of these include high call
volumes, Interruption in system tools, inefficient training modules, frequent SOPs updates,
conflicting shift management, and communication breakdowns. These recurring issues have
highlighted the urgent need for performance evaluation and process restructuring. Here I have
interviewed five agents where I asked several question which I will mention in appendix part and
depending on their answer I have found out many gaping by which it is impacting the agents
performance directly and indirectly both ways also below I will mention the agents QA score
monthly wise where | compared their three months score and based on their audit report it is

rcally helpful to identify their recurring problem or what are their one time problem.

Agents January 2025 February 2025 March 2025
Hosne Ara 89.29% 95.45% 95%
Sanour Hossain 90.38% 94.57% 86.11%
Srabonti Shaha 90.71% 81.67% 100%
Rokeya Akter 91.43% 100% 100%
Nurul Rashid 97% 98.33% 80%

So by checking on which attributes which agents are getting markdown from QA Team we tell
those agents to give focus on those parts also making them understand what to do and how to do
it. Comparing their score and checking their attributes help to find out the exact issue as they -

have also set templates on which scenarios which templates they have to use but if the agents are
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still unable to reach their goals then we take action based on that and we can see that some agent
really improved by increasing their score while other still struggle to maintain their score beside

this report we also find out some gapping by interviewing those agents which I will discuss:

3.1.2 Interview Findings

e Workload Management: One of the major challenges faced by the agents is high

workload. By interviewing them the most consistent findings 1 found out that in peak
hours between (12:00 PM to 03:00 PM & 06:00PM to 10:00PM) when the live chat &
call pressure increases it gets difficult to handle the chat pressure as they have to serve
four chats at the same time. The system does not always accurately balance the flow of
queries based on agent performance level or experience. From the system their
concurrency has been set to four chats so while in chat pressure time when continuously
four chats are hitting one-by-one then it gets frustrating for the agents to serve the
customers in the proper way. The data also shows that agents handle over 110 calls per

day which really gets difficult until the agents get fully tenure to handle this pressure.

e Stress Management; This unequal distribution has direct effects on productivity and stress
levels. The agents in interview mention that as from the system it doesn't filter whether to
give critical cases to the tenure agents while if the new joiner gets any complicated case
then they take long time to handle the case and for that many other new cases started to
stay pending and chat flow increase in high volume for that it is getting directly effected
to those agents mental health as they have to handle the chat pressure in peak hour every
single day and as a normal human being it is affecting badly to take mental stress on a
daily basis routine by which many agents productivity has decreased. Especially in night
shifts when backup or agent support is minimal it gets tough to handle chats as staying

awake for the full night every day increases agents mental stress as well.

By analysing QA records I found out that agents under constant stress are more likely to .

skip protocol steps, not following zero tolerance policy (ZTP) and not meeting other

24



requirements properly which results in lower quality scores, showed signs of
disengagement and reduced empathy in customer interactions. This indicates that without
strategic scheduling and real-time workload monitoring, even skilled agents may
experience performance dips due to lack of focus. On the other hand it is also tough to
manage especially for the night shift because not every agent wants to do night shift
except for few so for that they have to repeat those agents again and again which is really

impacting badly on those agents mental health.

JTechnological Support and System Efficiency: The effectiveness of the software used by

agents plays a crucial role in their performance. The study reveals that system downtime,
slow responsc times, and software glitches create unneccssary delays in customer
support. Sometimes due to this issue it directly impacts their performance as threshold
time has been set and there are some criteria within what time agents should respond in
live chat or within what time they should solve the problem and close the chat. So
depending on the tools support how user friendly those tools are and how easily they can

work with it depend on many things and these things also directly affect their

performance as well.

Effectivencss of Training Programs: High-performing agents mentioned that most of their

expertise was developed through trial-and-error rather than formal training. As the SOPs
to give solutions to the customer got updated frequently there is no fixed date so for
tenure agents it is helpful to cope up with the updated SOPs quickly but as for the new
joiner they need time to corporate with the new SOPs as they got freshly trained with the
SOPs and meanwhile if another SOPs update came out they got a little mixed to select
which updated they will follow. In several QA evaluations, it was noted that some agents
were unsure about refund eligibility criteria or compensation policies, leading to
customer dissatisfaction and call escalations. So the training program is less affecting for
them as the agents have to continuously stay updated with the SOPs and they have to be

quickly learner to deal in this situation which directly affects their performance as well.
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e Agent Motivation: After providing the service some SOPs are not in customer favour also

some action agents can’t take or make any decision outside the policies so for that

customer do give low rating after the chat is closed so because of the low rating agents

got demotivated which directly impact the agents performance. The fear of receiving

verbal warnings for minor mistakes

ambiguous situations.

discourages agents from taking initiative in

Summary of Key Findings

Impact on Agent Performance

Workload Management

Causes fatigue, errors, and emotional burnout

during high-demand hours

Stress Management

Lack of Focus and Concentration

Technological Support and System Efficiency

Increases handling time and agent frustration

due to glitches and system delays

Effectiveness of Training Programs

Leads to inconsistent service quality and poor

decision-making in complex scenarios

Agent Motivation

Affects retention, commitment, and

willingness to go above expectations

3.2 Discussion

By finding all the key points which impact the performance of the agent from our QA team we

pass those findings to our Training Team and Team Leader as well to guide the agents

accordingly. We sit with the agents with the issue, arrange a google meeting and explain to them

about their problems. This also helps the agents to work on their issue also for the company

betterment as their performance depends on the company values as well.
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Chapter Four: Recommendations

Based on the findings outlined in the previous chapter, this section offers a range of practical and
strategic recommendations aimed at improving the performance of the agents. These
recommendations address each major challenge and are organized into five key areas: Workload
Management, Stress Management, Technological Support and System Efficiency, Effectiveness

of Training Programs, and Agent Motivation.

4.1 Balanced Workload Distribution

To prevent agent work overload and ensure consistent service quality, the workload distribution
process should be automated and optimized using Al-based routing tools. These tools can
allocate tickets based on agent expertise, current load, and past performance, rather than

distributing tasks randomly or equally.

Additionally, supervisors should monitor agent fatigue levels through daily reports and allow
micro-breaks between high-stress shifts. A rotating shift policy should be introduced to ensure no
agent is consistently placed on night or peak-hour shifts. Fair distribution can increase both

morale and consistency.

4.2 Stress Management Training

Offer training programs to equip agents for handling high-pressure situations, particularly during
peak hours and night shifts. Increase supervisor and peer support availability during night shifts

to provide agents with timely assistance and reduce feelings of isolation.



4.3 Technological Support and System Efficiency

To boost productivity, the ticketing systems need to be optimized for real-time accuracy. This
includes syncing order data, automating basic replies, and integrating Al suggestions for
common issues. System downtime should be proactively managed with backup platforms or
fallback servers. A bug-reporting tool can be implemented within the agent dashboard to quickly

log system issues without affecting the work.

4.4 Effectiveness of Training Programs

Implement a clear process for communicating and deploying Standard Operating Procedure
(SOP) updates, providing agents with sufficient time and resources to adapt to changes. Conduct
regular refresher training sessions to ensure agents are up-to-date on the latest SOPs, policies,
and best practices. taking Q&A quiz on updated SOPs. Practicing with real-life customer
scenarios should help them to understand more quickly and the training should introduce
dynamic case simulations such as missing item complaints, refund eligibility checks, app
malfunction responses, and rider no-shows. Continuous learning should be encouraged through
weekly refreshers that will keep agents updated on policy changes and customer interaction

trends.

4.5 Agent Motivation

Establish a process for reviewing and addressing unfair customer ratings where the agents can
check whether the customer rating was fair or not and providing agents with support and
opportunities for improvement. Empower agents to make decisions within defined parameters to

resolve customer issues effectively and efficiently, reducing the need for strict policies.
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Chapter Five: Conclusion

This report set out to examine the key factors influencing the performance of Foodpanda agents
at Genex Infosys PLC. Through a qualitative case study approach, the study analyzed secondary
data from QA evaluations, Trainer & Team Lead feedback, and internal performance metrics of
five agents for three months and also by interviewing them. The analysis revealed recurring
issues in five critical domains: Workload Management, Stress Management, Technological

Support and System Efficiency, Effectiveness of Training Programs, and Agent Motivation..

The findings emphasize that consistent agent performance is not only a product of individual
skill but also of systemic support, fair workload distribution, access to effective tools, and
continuous learning opportunities. While some agents thrived despite the challenges, others

struggled due to avoidable structural inefficiencies.

Addressing these issues workload distribution, Stress Management Training, improved
Effectiveness of Training Programs, upgraded Technological Support and System Efficiency, and
structured motivation initiatives can significantly enhance overall agent productivity and

customer satisfaction.

This study contributes to the understanding of BPO agent performance dynamics in
high-pressure environments and offers practical strategies for operational improvement. Future
rescarch can build on these insights by incorporating agent interviews or extending the scope to

other teams within Genex Infosys for a broader perspective.
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Appendices
Questionnaire

1. How comfortable are you with the current SOP and templates provided for handling

customer queries?

2. What kind of training did you receive when you first joined, and do you think it was enough

to prepare you for your daily responsibilities?

3. Can you describe any challenges you face in managing response time or meeting AHT

(Average Handle Time) targets?

4. How do you usually handle difficult customer interactions or complaints, especially during

system downtimes?

5. Do you feel the technological tools and systems provided (e.g., CRM, dashboard) are

efficient and supportive in performing your tasks? Why or why not?

6. What are the most common reasons, in your experience, for low customer ratings or negative

feedback?

7. How frequently do you receive feedback from your supervisors or QA team, and how useful

is it for your improvement?

8. What motivates or demotivates you the most in this role?
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