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CAREER OBJECTIVE
To obtain a challenging & professional position in reputable organization where my skills and experiences can be utilized thereby contributing to the organizational growth and personal growth. 
EXPERIENCE SUMMARY
Extensive experience of >14 years in Retail operations & Customer service.
· Cellular Ltd. as Deputy Manager Retail Operations (5.7 yrs).
· Reliance Infocom Ltd. as Manager Customer Service (C.C. Lead Pune) & Retentions for 11 months.
· Bharti Airtel Ltd. as Assistant Manager (CSD) for 2.8 years.

· BPL Mobile Cellular Ltd. (Customer service) for 4.8 years.
SKILLS SET AND FUNCTIONAL ABILITIES
· Strong and effective leadership experience working in a matrix organization.

· Effective verbal and written communication with stakeholder management skills.

· Excellent analytical and problem-solving skills with ability to deliver in a stressful environment. 

· Strategic and hands-on leadership skills with strong techno-economic acumen to deliver outstanding operational and commercial results in a high quality, cost & customer focused business environment.
· Value addition through challenging established practices & delivering creative solutions to complex business problems.
CAREER SUMMARY
Vodafone Cellular Limited– India
Designation:-Deputy Manager Retail Operations (Project, Marketing & Commercial)
From: 16th May 2008
Current Roles & Responsibilities:
Retail Sales Project :- 
· Part of Retail Sales Operations team to ensure all the Opportunities, logged in Sales Force tool are effectively tracked, measured and closed. Closely works with the Retail Head for Sales forecasting, Pipeline and Post sales Analysis for business. Run the Weekly Commit calls with the Retail Managers for Weekly/Monthly Sales Projection to the Business Head.

· Supporting the entire sales cycle by working closely and engaging with the sales team, customers and prospects to build business cases and architect solutions.
· Handling End to End set up of retail stores (Vodafone stores/Vodafone Mini store & ADVMS), comprising of various formats like COCO, FOFO

Core Activities includes: Channel partner identification, Location approval, Documentation, Store construction and setup, External & Internal branding, IT readiness & testing, Compliance with stocking norms, Empanelment of various vendors like Architects /Suppliers /Contractors /Property Brokers , Customizing store layouts in coordination with the architects to suit local needs, Coordination with VM agency for in-shop branding & additional elements required to enhance store visibility.
· Responsible for setting directions, processes, structure, handover & operating model for the team & to acquire customers.

Retail Marketing:-
· Gathering market & customer information.
· Timely offer launch for Stores/Mini stores & logistic including reconciliation.
· Conducting R & R programs, loyalty programs, in/out shop promotions calendar.
· Retail cross promo alliance to customer care and walk-in initiatives.
· Store catchment related visibility any engagement initiatives driving footfalls towards stores.
· Cost optimization, resourcing & yearly Budget planning/ implementation.
Retail Commercial :-
· Data cards/Merchandising Stocking done as per Market demand.
· Instant Billing done in case any retail touch point stocking norm not met.
· Handling complete Handset Terminal stock business & Terminal management- Zero stock pendency (Both COCO & FOCO) & handset liquidation drives.
Opex Management  / ROI &  BCP :-

· Store opex managements,ROI , IOM’s signoff & Business case creation for Business continuity plan.

· Responsible for strategy planning, roadmap and execution in area of operation supporting management vision and goals.

· Ownership of vendor engagement & periodic review in area of operations

· Manage relationships with strategic partners to ensure steady pipeline of resources.

· Negotiating variations in price, delivery and specifications with External & Internal managers.
Achievements: 

· Certified Six Sigma for Yellow Belt Project on VMS expansion.
· Introduced concept of “Daily P&L Tracker” at Stores, now adopted as “National Best Practice”
· Demonstrated ability to think out-of-the-box by introducing and executing several new concepts like branded mobile vehicles, service franchise models & stand alone self service kiosks. Expanded the exclusive retail outlets (VF stores) from 35 to 54 stores &  Mini store from 100 to 260 touch points in 24 months, which contribute to 50% of overall postpaid sales per annum.
· New format stores - Roto completion: 25 Vodafone stores /190 VMS & 250 ADVMS - Highest achievement nationally FY-12/13.
· TMS installation across all Vodafone Stores.
· CPU for 150 ADVMS(rural Mini stores) @ subsidized rate & Data dongle with connectivity (WEB CRM) across all ADVMS, enabling rural customers to experience data services at stores 
· Empowering laptops to Mini stores at 3G locations.
· Introduced “Customer Connect” and “Data Saturday” concepts with targeted consumer offers, promotions, aimed at improving extraction while delighting customers.
· Conducting Hi flier event a reward and recognition program for front line (Store Executives) which resulted in scaling up Upsell revenue, quarterly average growth of 130%  (from 5Mn in Oct-Dec Qtr to 29 Mn in Apr-Jun Qtr).
· Leading REDefine Project :- Pilot in Pune at 10 ADVMS (rural mini store). Data Hub, enabling Net Pracharak, Internet Utility Café, Vocational Training  & Women Empowerment
· Deployment of Solar chargers in rural markets through Bazar day/CBY
· Conceptualized National Strategy for Retail Footprint Expansion (Capex 150 Cr)covering,:
· Differentiated experience leading to revenue extraction and profitability
· CMS/RMS impact of retail intensity
· HVC/UHVC/SME Industry concentration clusters, derived using cell site intelligence (CSI)
· Market Potential Value (MPV) and Market Intensity Index (MII), resulting in town wise extraction norms (Extraction per lakh of population)
· Competition benchmarking to bridge service gaps
· Payback period basis GSR contribution and Capex/Opex 
· Manpower addition in line with captive footfalls and extraction
Worked for Reliance Communication Ltd-India
Designation: Manager Customer Service (C.C. Lead Pune) & Retention 
From: May 2007 till April 2008
Roles and Responsibilities:
· Heading 0 to 30 , 31 to 60 , 61 to 90 retention/Churn

· Handling complete Retail customer base in Pune for both Prepaid & Post paid.
· Reviewing team on weekly & monthly basis a team size of more than 30, which includes 4 deputy managers & 5 Assistant managers
· Handling 3 agencies for Retention calling, FOS & 30-60, 60-90 bucket collection
· Conducting training to the team & FSD on every fortnight on complete process & ensuring errors & process gaps are to the minimum
· Manage Customer life-cycle, ensure service delivery and product availability at network outlets.
· Monitoring & handling Q,R,C,  for 34 Web Express & 8 Web Worlds for both Prepaid & Postpaid

· Ensuring Handset & Sim related complaints are monitored.

· Maintain SLA% for all the processes
· Maintain C-SAT score above 90% & churn score below 2%
· Auditing & Minimize Waivers to save on companies cost
· Conducting service camp in SME accounts
Airtel Enterprise Services- India
Designation: Assistant Manager (CSD) 

From: Aug 2004  till May 2007
Roles and Responsibilities:
· Overall Account/Relationship management
· Cracking of Competition as well as New Company paid Account
· Providing Product Training & VAS features to all Platinum / Gold Accounts
· Deeper Mining for revenue enhancement by upselling of VAS products
· Loved by more customers – Analyzed by CSAT scores
· Handling agencies for controlling Voluntary and Involuntary churn
· Reduce customer churn across all business by increasing their intention to stay
· Ensure 50% of the Company paid account make payment before due date

· Minimize Waivers due to service provisioning failures.
· Maintain SLA% for all the processes.
· Visiting potential customers to demonstrate products and gain new markets

Achievements : 
· Awarded for best practices on “Best Knowledge Management” for preparing and implementing complete backend process.  And Operation Zero Defect.
· Awarded for best practices on “Best Knowledge Management” for preparing Implementation of Awarded by the company for Scoring 95% C-Sat in Maharashtra & Goa ( M & G stands 1st  in all India on customer satisfaction survey done by the external agency)
· Certified Six Sigma for Yellow & Green Belt Project.
BPL Mobile Cellular ltd- India
Designation: Executive Systems Quality & Audits 

From: Sept 1999 till July 2004
Roles and Responsibility:

· Partnering with various upstream/downstream IT teams to provide a better end user experience.

· Focused on improved Service Delivery by defining Service Improvement Plans and delivering successful projects.

· Providing Level 2 functional and technical support.  Investigating and troubleshooting issues 

· Testing of new plans, Roaming rates, Schemes & new modules with the help of I.T.

· Providing Technical/Marketing support to branches/franchises.

· Product and system training and to Conduct special training program for team members across the circle
· Conducting quality branch process audits for entire Maharashtra & Goa as well as Conducting Mystery Shopping training & role plays (8 branches & 36 Franchisee’s for the quarter) & Publishing reports card at the quarter end for the branch process audits conducted
· Responsible for major account and churn (retention) management. Visiting all the large accounts once a month.
· Monitoring and Handling credit Audits (OCC & COI) for entire circle and give constant feedback to entire Customer Services
Achievements : 
· Certified as the Best Front Office Executive in Aurangabad for two consecutive quarters    
EDUCATIONAL BACKGROUND
· Completed  MBA through Institute of Management (IME) with 1st Class in 2004
· Completed Masters in Commerce through Pune University  in 2004
· Completed Bachelor’s degree in Commerce through Pune University in 2000
TECHNICAL KNOWLEDGE
· MS Excel, MS Words, Desk Top Publishing, DOS, PowerPoint, Windows 95,2000.Data Base applications used in Cellular (GSM) Industry (BSCS, Arber / Kenan & eCRM ) & CDMA (Clarify & Simplify) Amdoc based application.
PERSONAL INFORMATION
Date of Birth: 13/02/1979

Marital Status: Married  
 
Nationality: Indian

Languages Known: English/ Hindi/ Konkani & Marathi 
DECLARATION
I hereby declare that the above information furnished is correct to my knowledge and I take complete responsibility for any false information.
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