Between the Devil & the Deep Sea


Rohit Bhawalkar graduated from ITM Business School in 2010. He joined Sarathi Telecommunications Ltd. [STL] in Delhi as an Intern in their Business Process Assessment [BPA] Department with a CTC package of Rs 7.5 lacs. He was just too excited. His self esteem had gone up notches. Literally speaking he was in the seventh heaven, as they say.

Immediately he was put into a week long induction program. Rohit started to experience the first wisps of glamour that is associated with someone very much desirous to perambulate the corporate corridors. Meeting the who’s who of STL, about whom he had often read in Business World and Business Today magazines during his ITM days, the ambience of Company Guest House at Connaught Place, CP as they call it, making new friends in his batch of interns, show casing his MBA knowledge in training sessions, etc. was just too much good things happening in his life, all at once. Ruminating over his journey from a middle class family in Satara to the National Capital, Rohit was feeling that, though tough, all his efforts, frustrations, sacrifices of enjoyment and pleasure, late night sittings to complete assignments was, at the end, worth the pain. Four days into his induction training and he was feeling on top of the world with a new beginning, a new life style and perhaps an end to all struggles that he had gone through in life. Little inkling did he have then that things would drastically change one month down the line. 

That day Rohit returned to his home flabbergasted. Not only was he having a tough time with his boss, but also challenges of all colours and shade seemed to have converged on him without notice. Challenges for which he had no clue how to resolve. His honeymoon with the corporate world appeared to have come to a sudden, abrupt and tragic end. 

It had all begun when it suddenly dawned on Rohit that though officially he was reporting to the Manager [BPA], he was actually accountable for activities related to other functions as well. His core job description was quite clear and unambiguous [see Annexure-I]. However, as is the wont in Sarathi Telcom, supporting is usually interpreted as being accountable for. In fact, the philosophy of work flow at BPA department in Sarathi Telcom [Annexure II] by default required cross functional interaction and support. 

For instance, within few weeks of formally stepping into his role Rohit started getting calls from the Functional Head of Quality Department. This gentleman wanted a regular update from Rohit about the business process changes happening in the organization for various processes, pan India. Rohit literally had to grope in the dark to generate MIS as to at which all locations and in which all processes his colleagues were working on business process re-engineering and week-on-week at what stages their work was being implemented. This entailed lots of phone calls and email exchanges with all five  zonal offices of BPA function. 

On the other hand the Customer Service Manager wanted Rohit to create and re-create all formats for the ongoing project of making Customer Service function more responsive and responsible. This required lot of application of mind so as to decide which would be the quickest platform to create such formats – MS Word, MS Visio, MS Excel, MS Paint, etc. All formats, depending upon the design, would not be efficiently made by any single platform.

This apart, Rohit’s direct supervisor, the Manager [BPA], wanted Rohit to benchmark international best practices in BPA in Telcom industry by extensively and intelligently searching the internet. Besides, he had assigned Rohit to map various BPA projects going on in the company, country wide, and schedule deployment of critical resources so that optimal manpower utilization could happen even without raising manpower cost. A third assignment for Rohit was to analyse all call centre customer complaint data and forward to his supervisor those processes where maximum customer complaints was coming in. In this, Rohit also had to analyse it location wise along with demographic profile of customers associated with different categories of process based complaints, thus involving lot of number crunching. Besides all these Rohit had to do a lot of organizational document reading so as to better execute his role and quickly ramp up his organizational knowledge. He recalled his ITM days where he had been taught that both efficiency and effectiveness were Siamese twin and one cannot do without the other.

If this was not enough, another cause for his anxiety in the last one month had been the deteriorating health of his mother at Satara. Arthritis, had come uninvited and made its home in her knee and joints. Being in Delhi, Rohit knew the best care and medication for his mother could be delivered at All India Institute for Medical Science [AIIMS] on Aurobindo Marg. Upon his insistence, his parents had come over to stay with him and get treated. Though his father was hale and hearty and was capable of taking his mother to AIIMS, Rohit wanted to personally escort his mother to the doctors. Getting leave from work was his biggest challenge and putting aside his emotion for his mother was a bigger one.

Among all these events there was only one silver lining, at least Rohit thought so. It had all began immediately after the induction week. His intern batch mate, Shweta Sharma, had fallen head over heels on Rohit’s erudition, tall, dark and handsome looks and of course his general demeanour. After the induction week, and on the first day on his assigned role, Shweta had walked over to Rohit’s cubicle and invited him to join her for lunch. Over lunch, Rohit was caught unawares when Sweta, an exuberant, extroverted, talkative, vivacious, and gorgeous looking Delhiet girl, suddenly had laid her heart bare to the introverted, conscientious and dangerously innocent Maharastrian lad with a puritan upbringing. Though he had no immediate answer for Sweta’s overtures, but the budding wisteria of lady love had pricked his young mind and heart. He had started talking her calls, sharing his thoughts, and caring about her attention seeking nature.

That day was particularly bad because his supervisor had sounded him off with all the pending work Rohit had with him for the past 15days. It was almost a memory recall for him. He wondered, how could he forget all that? Close on the heels of this interaction he got a call from Head of Quality Department who lambasted him for failing to report about change of processes at Guwahati, Azamgarh and Kottayam. Rohit had tried to get this data, but the concerned persons were too busy with other activities to care to respond to an intern. Both these interactions reminded Rohit that he had been postponing analysis of customer call centre data of last week for the past couple of days. This made him almost wait, bone scared, for a call from the Manager Customer Service. Coupled with this, over lunch Shweta had argued with Rohit as to why he could not make time for a date on the weekends ever since his parents had arrived. She had expressed to Rohit how much hurt and neglected she felt because of this. To cap it all Rohit had his own guilt feeling for being unable to devote enough time to his mother’s care and medication. He had no answer as to why he could not do justice to either his job or his personal life. He knew Shweta was demanding and he enjoyed her company, but paying attention to her was affecting his job performance. Torn between the devil and the deep sea he was just going bonkers. 

Annexure – I

	POSITION:  Intern [BPA] 

Location:  New Dehi

Reports to:  Manager [BPA] 

	POSITION DESCRIPTION

	The Intern [BPA] provides project coordination and material/content development support to Manager [BPA] and his/her Associates. The position reports to the Manager [BPA] and can be assigned to specific project teams (each under the direction of a Associate [BPA]) as workload and skills permit.

Individual responsibilities of this role include:

· Create and coordinate project plans while collaborating with Sarathi Telcom’s BPA project teams, members, and functions.

· Support preparation of project plans and budgets with guidance from Manager [BPA].

· Support preparation of materials required by Manager [BPA]

· Customise/tailor materials (e.g., survey instruments, assessment session exercises, and assessment materials) using templates selected by Manager [BPA].

· Conducts telephone, or face-to-face, data gathering and performs data analysis as directed by Manager [BPA].

· Coordinates the delivery project-specific assessment and delivery programmes.

· Coordinate with other functions for generation and dissemination of MIS data and reports.

· Provide project management support to Project Associates as and when directed.

· Provide project administrative support as required (i.e., word-processing, data entry, file maintenance, etc.).

· Conduct quarterly benchmarking survey of global best process practices in Telcom industry.

· As and when required travel to pan-India locations of Sarathi Telcom to gather process related data and information.




Annexure – II
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