Dr Sandhya Chindala - Senicr Dirmclor
MASECOM -

waill iy 2% of By sachars. with, tha braining capabiliting, with.
ICT 10 ghve suppodt.”

Baubrat Chakravarty - Hoad Human Resources
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Maad to have sormis globally/universally acceplod standards.”

Vinod M - Vice Proskiont - Racruilment
2417 Customar

“Language skils rernain the for BPOs. Thors ang
s that reed o be focused on, for fast urslerslanding, gk
rosciution and ihensfone shorter call Bmos for enhanced oficioncy,”

Shailaja Purenik - Country Hoad and Chisl Cparating Officer
Businosx Solitions

“Corporabe houses should coflaborati with the Beadarmis i mpan

e right sidls and oven guaranbss jobs 10 Stract this right ahsnt *

Alok Naraln - VP - Employes Dovelopment
Qualrra BRD Solulions

“Thes ok of BPOS i3 4o handls clant ransactions. Canddabes 4o
a fing job in this beginaing but lese interest as Py 00 Hol know
cliant visicn and policits and by to move b an induslry whine thy
@re an integral part of the business ™
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Skills Dialogue - A Focus on BPOs

THE EcoNoMIC TIMES &

TIMESJOBS.COM

Coming together to fill the skills gap

Timeslobs.com Bureau

India Inc is hiring ioday and also
baitiing a talent crunch of aver
50%. What does it take to make
this educated workforce
ompioyable toa? TimesJobs.com
alongwith The Economic Times
has staed a new initiative - The
Skolls Lhalogue, 1o ged to ihe bodlom
iof the problem and come up with
solutions, in parinership with the
industry. In the first such dialogue,
Theid in Mew Delhi on December 10,
CX0s trom across the BPO sector
dhirbalid this issue, Excamis of the
debate.

India Inc s hirng at owvery bovel
today, Finding the requisite skills ks
the biggest challenge for HR
managers across (ndustries.
Corporate houses ane resorting 1o
training and setiing up  skill
davek confres io surmount

“Managemant
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“Biggest problem with BPO industry is the perceplion aboul the
EPﬁhdual.ryls still not considened umwswumof
siill ‘$10p-gap opportuniy’. The changs has

sm#um-mmnmrmm

Suuuhd o commern o s should be needalony
B0 b ligibler Sor & BPO job. This should be & difve for students
nd provide § compelitve edge.”

v akilla cnunch

Dr Sandhya Chintala, Senior
Direcinr - Education  Insiadive.
MASSCOM, sel the lone by
exhoring the Industry b work
collaboratively on finding solutions
1 e ralaiee thad (5 industn-wide.
Thes BPO inclustry i ane of the 20
Sciors identified by the Natonal

Skills Mission sst up by tha
Governmant of India with a
mandale 1o e Uaines aooss
siates by working in parinership
wilh the privale seclors, While the
southern states of Herala,
Kamataks, Andhva Pradesh and
Tamil Nadu have asked for value-
addad skills. othars have asked for

The key take-aways:

Participants spoka about how the
perception of the BPO job as a
larg-berm career option has yet io
develop. They refered to the
misconception thal this industry |s
a ‘stop-gap” opporiunity. Subeat
Chakravarly, Head - Human
Resources - HCL Technolagies -
Business Services, refered to the
fact that though there is scope fora

® Changing the perception of a BPO job to a long-term

career option

Create multi-layered certification standards
Focus on Customer centricity and customer empathy
Media to play a critical role in enhancing the Image of

the BPO job
Focus on management schools to skill the senlor
managemaent in BPOs
Forge Government, Industry and Academia
partnarships
Croate inclusive aducation curriculum for volce-based

processes

basic volcs skifs. She exhorbed the
corporain houses to adopt o district
each 5o that tha mission can be
pushed across the country.

BPO Industry

to grow 28% in FY10

range of skills bo ba used here, the

fungtional roles and
working hours.

todious

Over 700,000

employees nationally

Vinad M, Vice President,
Recruitmant, 247 Customar,
maintained thal whie language
sKills remain this bigges! chaliénge,
thade Bre neancas that need o ba
Tocused on — fas! understanding,
guick resclulion and Ihenefore

converss and understand global
English and communicaie in a
grammaticaly comect fashion 1o
Eurcpa and US-based Consumens,
This requires shor-lerm learning
pragrammes. which he
rmecommended should ba taught al
the primary and high school levels
in governmant and aided schools
in ail siaizs as ihey wena he ones
supglying employees to the voice-
based call centros,

Subir Ghosh, Presiden - Aegis
Glabal Academy refuted the point
saying Mhal “Geing lorward, these
oppodunities will also come up in
the domestic markats, Customar
empathy and the right
lemperament 10 serve will then
overtake: the major skill that is in
short supply.®

Salyajli Menon - Head HR
Business Partner, Verex india,
talkedd about making the BPO job
aspirational by providing a
“onmeman anirancn acem which
should ba mandatory to be eligitie
for a job in BPO. This will provide &

Global Head, Human Resources,
EXL, sdded thal “Management
academia have so far not

the type of jobs in the
BPO industry. As & resull tha skills
erunch is at the sanior
management levids &5 well. We
naad courses/iraining
cortifications 1o prapars paaph for
BPOjobs.”

Shailajs Puranik, Country Head
and Chief Oparaling Officar, Hays
Business Solulions, advocated
maticulous caneer coumseling to
combat tha challenge of attriticn. It
i incumbent on the indusiry to
document and addiess he
qualitative and quaniitative needs
for the mex OBCAde W0 Create &
roadmap. “Can wa forecasl our
human rescurces neods for the:
naxtdecade.” shaasked?

Alok MNarain, VP Employes
Davelopmant, Quatrro BPO
Solutions focused attention on the
problem of trained takent
alter eeganizations invest in shilling
tham on e job.

The dialogus concluded with the

industry and the govemment (s
mandiating  batwasn the indusicy
and acadamia to provide
assistance funds to skil the
workforce,

Revenues of

$15b projected




