Updated Jun 2018

JOB DESCRIPTION & ANNUAL ACCOUNTABILITIES

NAME: REPORTING TO: Chief Operating Officer
POSITION TITLE: General Manager DIRECT REPORTS: Department Managers
DEPARTMENT: Management LOCATION: Colombo, Sri Lanka

POSITION PURPOSE:

IG Colombo is Intrepid Group’s Global Shared Service centre. The Colombo office provides the Intrepid Group with software
development, infrastructure maintenanceand support, financial services, HRservices and customer and product back office
services.

Reporting to the COO, the General Manager is accountablefor the management of the IG Colombo business.Theroleis
responsiblefor ensuringthe smooth operation of the shared servicecentre inalignmentwith the Intrepid group values while
ensuringthatyearlyandlongterms goals areachieved.

The General Manager is accountablefor ensuringa continuous high standard of service delivery while maintaining financial
costcontrols to safeguard the value of the services to1G. This will includethecreation,adoption and promotion of new or
improved services to the servicecentre’s internal and external G customers.

People management and stakeholder engagement are key aspects of this roleas the General Manager manages the
Colombo officeand staffas well as the relationships with key stakeholders within the global G network.

QUALIFICATIONS AND EXPERIENCE

Essential
e Extensive experience in managinga BPO or shared services centre
* Seniorlevel operational management experience
e 5S+years’experience at management level
* Proven people management skills
e Demonstrated ability to build strongrelationships and teams
e Excellentwritten and spoken English
e Strong commercial acumen includingability to understand key financialand operational drivers for the Intrepid Group

Desirable
* Previous experiencein the travel industry
* Previous experience working with international stakeholders
e A degree qualification

OTHER SKILLS AND ATTRIBUTES

e Excellentinterpersonal and communicationskillsacrossa variety of cultures

e Strong coaching & influencingskills

e Ability to work strategically and operationally (hands on) in thebusiness

e Abilityto influencechange without directauthority

e Financialacumen

* Change management experience

*  Willingness tolead and work through the full-range of business focal points —from the strategic to supportinga
detailed intervention if needed (ieaddressing ‘hot-spot’issues with a department manager)

* Proven abilitytosuccessfully motivateandinfluenceothers to set and achieveobjectives aligned to business goals

e Strongtime management skillsand proven ability to deliver on objectives within a given timeframe

e Enthusiasmfor managingaresponsiblebusiness
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ACCOUNTABILITIES & BENCHMARK MEASURES

Accountabilities Benchmark Measure

Overall Management e Ensurelocal compliancerequirements aremet (health and safety,
employment etc.)

e EnsurelGglobal compliancerequirements are met

e Maintain contactwith public authorities & industry bodies

e Oversee the correct use of Company’s brand (identity)

e Ensureafairand comfortablework environment for all employees

* Take over the responsibilities of the department heads intheir absence

* Coordinatethe execution of activities and initiatives through heads of
departments & supervisethe execution

* Develop over IG Colombo goalsinlinewith wider IG Global goals.

e Set and monitor goals for each department inlinewith the agreed
company goals.

e  Preparemonthly reports for IG management

e Be the maincontactandescalation pointfor|Gglobal stakeholders

e Communicate proactivelyand clearly with IGmanagement on any issues
thatariseinthe local office

e Proactivelyidentify anyrisks,communicateto |G management andensure
plans aredeveloped and executed to mitigatethese risks.

e Evaluatethe organization structure continuouslyto ensurethe optimum
management structure

Financial Management e  Contribute to the development of annual budgets

e Manage the costs of the business to the agreed budget
e Develop improvements to generate cost savings

e Guard & control the costs and expenditure

Integration with Intrepid Group e Be the guardian of Intrepid Corevalues for the Colombo office

e Maintainstrongrelationshipswith IG group stakeholders worldwide

e Develop and maintainthelntrepid Group cultureinthe local office

* Promote purposeactivities in supportof The Intrepid Foundation

e Maintainandimprove governancewith an aimto continuouslyimproving|G
Colombo’s BCorp assessments.

People management & engagement e Manage staff performancerewarding by encouraging good performance
whileensuringbad performance is managed accordingly.

e Ensurethat departments arecorrectly staffed and the correctsalary
brackets areset for jobs.

e Manage the annual reviewandsalaryincrementprocess.

* Motivate the staff by creating positive, stimulatingand energetic work
atmosphere

e Ensures that the most suitably qualified team member is appointedin the
event ofa vacancyor a promotion

e Monitorand ensureconsistency and quality of the recruitment process

e Ensures that all team member grievances areinvestigated usingthe correct
procedure andtakingthe appropriateaction

e Ensurestaffskillsaredeveloped to meet the growingneeds of the I1G
business

* Develop managers and leads within the companyto enable good
management through all levels of management

e Coachmanagersindealingeffectively with poor performance

* Improvement inscores inthe annual staff engagement survey

e Successionplanning

 Ensurestaffsocialactivities are planned and executed along |G guidelines

Other e Driveprocess improvement and automation within the organization

e Develop a cultureof continuous improvement and learningand knowledge
sharing
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