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BPO Services

An insight for our countless capabilities

Helping organizations ! in their Customer
Experience by providing “Contact

Center Solution”’. Powering your Growth


http://www.radiate.co.in/

RADIATE
About Us

ABusiness Process Management & Digital Marketing Co.

We envisage ourselves as an end-to-end solution provider for our partners

Incorporated in Y2011

Have built 9 years of knowledge bank on best practices across varied
Industries

Partnered with over 63+ partners across industries since inception

Have successfully managed 105+ processes on behalf of our partners

Efficiently operating 2 robust Contact Centres in Delhi NCR & 2
Contact Centres in Bangalore - Mysore
35,000 sq. ft. infrastructure with over 1150+ seat capacity; expandable and

customizable as per partner’s need, However, in south we have offices in 2
locations.

Powering your Growth
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. Key Service Areas

Inbound Services :- Customer Support, Technical Support, Email & Chat Support, Managing Fresh

Desk application the Omni-channel commerce, which manage all the social media channels under one

umbrella.

Outbound Services :- Customer/Seller/Merchant/Retailer Acquisition, Up-Selling & Cross Selling, Lead
generation, Market research, CSAT, Feedback Calling, NPS Calling—Product & Service, Appointment
Fixing, Product Promotion, Sales on abandon, wish list, Cart, web site enquiries—product AMC sales

Backend Services: - Data Entry, Data Mining & Management, Transcription, Catalogue Managemg¢n

| |

Fleet on Street (FOS):- Product Promotion, Retailer Acquisition, Payment Collection, Physical
Verification. Warehouse Management, Product Distribution & Delivery.

Payroll Processing.




Our Current Service Mix RADIATE

Current Industry Presence Process Level
Inbound 45 %
E-Commerce 24% Outbound 43 %
Back-End 10%
DTH & Cable Network 24% _
Chat & Email 2%
BFSI 23%
Manufacturing 7%
Media & Exhibition 7% LOB Wise
Health 7% Customer Service 40%
. Tele-sales 34%
Fashion 3%
Retention 18%
5%
Cthers - Back-end Support 7%

Powering your Growth
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Why Radiate ? RADTATE

Solution Oriented Service Partner - “You have a problem we
have a solution”

Along term, transparent, innovative, profitable partnership

Flexible engagement models

Trained & dedicated resources to support process

Proven rapid people ramp up

Metrics based operations as per SLA

Phased transition approach for a seamless process migration

99.99% uptime backed by redundancy point to point circuits

\alue add from Radiate on technology

Infrastructure customizable to specific businessrequirement

Powering your Growth
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The unique Radiate advantage RADTATE

A Solution Partner An extension of your Organization
We envisage ourselves not just as a We guarantee to replicate your
Contact Centre but a Solution Partner for Organisational ethos, beliefs and business
all your business problems standard while delivering on your

businesses goals

A Customisable Infra and Technology Suite A competitive Pricing
Our Infrastructure and Technology can be Being a low frill Service Partner we
customised to suit the business and budget are able to pass the cost benefit to
needs of each of our partner our service partners

Powering your Growth



B T
Recruitment Framework RADIATE

Redundant Hiring Sources

Selection panel
HR | Operations | Client| Training(As perBusinessneed

BPO

Consultants
Job Portals

Selection Criteria for VoiceAgents

Employee * Typing speed - Computer Assessment

Walkins

Referral * Pronunciation

* Fluency
* Active Listening

* Spoken English Understanding
A Centres situated at major manpower

» Written Engligh/Language forBack Office
catchment area gligh/Languag

* Grammar
A Capabilities to hire multilingual agents

® - for over 14 language skills * ProductKnowledge

* ProcessKnowledge

* Flexibility working in shifts

* Relevant Industury Experience
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Training Overview RATATE

Every employee that joins the organization undergoes a robust New Hire Induction Program Floor 'i'aining
The new hire.progr.ams foreach cI!ent.is uniqu.ely cu.sto.mized to suit their needs On Job Faining
The program is designed on experiential learning principles New Hire  Tracking of New Hires
Convocation ¢ 2 Weeks of On Job performance for next
Certification Training 90 Days post training
New Hire Induction e All trainees issued . .
6 hours calling followed « Taining Needs

Recruitment * Knowledge Test : certificates by 2 hours feedback o :
* HR Induction Conducted by internal Identified Basis:

e Best performers

* NHIP Divided into 3 parts Quality Team e Strong supervision by
e Computer assessment Vock Call Certi awarded the Training Team and - Product Knowledge Test
i * Mock Call Certification : , , dedicated Team Leader -Dip Checks
* HR screening L 2Oft §k|||/ss&||;ustokT|er Conducted by internal * Senior leadership -Qtljoality Monitoring
ervice /- Sefling Skifls Quality Bam or Partner addresses the group e Daily evaluation and
e Operations Assessment - Communication skills feedback by Quality N
- Managing customers e Passing Benchmark : Team * Refresher Trainings and
® Robust check on - Call simulations 85% Briefings conducted to
-Communication 2. Products & Services reinforce the learnings
Skills - Features and service * Recertification : Those of New Hire Training
-Soft Skills - Product simulation who fail in the first and ensure knowledge
) ) 3. Svstemns and Aoplications attempt undergo 1 -2 excellence
Speech clarity Y PP days of re training.

-Fluency - Application simulation

-Comprehension

e Evaluation at each level

A Standardized Content | Revised on a Quarterly Basis A Training Audits, Inspections and NHIP Reports

A Multiple New Hire Programs run concurrently every month A Tainer recertification | early
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Quality & Management

Agent Call
Audits

Process

High sales

conversion ‘

Less ‘ ‘ C-Sat &

Repeat NPS

@ @

Level
Analysis

*  Scope of audit:InboundCalls,Outbound calls,E-Mail, Chat etc.

Monitoringfrequency: 20 transactions/ agent /month

* Monitoring Method: Recordedmonitoring /Side by Side/Remotely Low First Time
Abandon Resolution

« Sampling Methodology: Randomsampling
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Technology Overview

Our TechnologyPlatforms

.|l|l
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We offer entire gamut of customisable technologysolutionsbased

on our Partnerrequirement

Dedicated VLAN for each process

Facility equipped with state of the art data center
Strong Information Security Levels - DLP enabled solutions
Internet Lease Lines backed by DSL connections secured over firewalls
P2P and MPLS Connectivity between us and Clientdata Centre
Core Switches & Access layer Switch
Windows based ISA Firewall

HP, IBM & DELL Servers
Availability of multiple Dialer & ACD solutions

Robust Voice Logging Capability and Servers

NAS Storage Solutions
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Brands we have been associated with
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Client Appreciation RACTATE

indiamart
BEST BUY LEAD APPROVAL
CENTRE OF THE MONTH

(Vg
. . . . H PRESENTED TO
Thank you for your contribution in making 2017 an (e T e B, A e Dl 50T
immensely successful year for Amazon! As one of the Q
channels for drivingseller acquisition on the marketplace, E Vedlpaasnn, At Tt
ATES play a key role in ensuring that we can continuously O B ot igeson Gt ot o
deliver on the best customer experience. Aswe step into S —
2018, it is critical for us to be laser-focused on acquiring Q A
high quality sellers at scale and training them adequately o p— indiamart
to ensure early success. This will enable us to deliver the i - Best C%I.“z% Award
: uly-
right customer experience while also ensuring that these O |
sellers growth their business on Amazon. We, at Amazon, < Radiate E Services Pyt Ltd.
are fully committed to the AT!ES p.rogram andhopeto see Lt‘ o A I =ra
manymoresuccessstories intheyearahead! 9y o NG e
- Head- Seller Marketing & Affiliates A
indiamart
amazon 3 Best Center Award
< May 2018
il e T

Vidprains A S5t

Vivek Agarwal Amarinder Singh Dhalival
N 3
l‘i,ii Vice President - Product Management Chief Product Officer




RACTATE

CONTACT US

Send your Enquiries

Radiate E-Services Pvt. Ltdf

GRS Corp. Office : Plot No. 54 & 38 | Block -E |Sector - 63 | Noida | U.P. — 201301

Branch Office : #2963 / D-10 | 1st Floor | Brigade Point | Gokulam Main
Road VV Mohalla | Mysore - 570002 - Karnatka

Email ID . . . .
Email :- info@radiate.co.in,

Web :- www.radiate.co.in

T:- 9953621406 / 9891887555 / 9891776222

Contact No
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