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PRESENT OBJECTIVE


Seeking a challenging and rewarding international opportunity in the field of Customer Service Operations in any organization of repute operating in the Gulf which would be able to recognize and utilize my broad regional level Operational experience in Customer Services helping me successfully move to the next career level.


PROFILE

· An astute and skilled professional with 4 years of Operational experience in Consumer Electronics industry.
· Competent, diligent & qualified Diploma in Electronics and Instrumentation Engineering last designated as Area Service In-charge with a leading global Consumer Electronics brand in India looking after Consumer Audio & Video, IT and Mobile segments of an entire state.

· Skilled in drawing well-balanced conclusions whilst dealing with complex service and maintenance issues, customer complaints, service center operations etc., using Company procedures and guidelines in order to resolve the same.
· Proven competencies in implementing preventive and planned solutions to optimize customer services within minimum turnaround time and maximize smooth running of operations across the region. 
· Proactive, responsible, organized, resilient and a highly approachable team player to work efficiently with all stakeholders of the business with the ability to work under pressure and able to think and act strategically having demonstrated acumen to implement systems & procedures needed for enhanced business efficiency thereby ensuring excellent service and support on behalf of the entire department.


PROFESSIONAL EXPERIENCE

· Area Service In-charge – SONY India Pvt. Ltd. 
Bhubaneswar, India (September, 2012 – October, 2014)   

[Reporting to the Regional Service Manager (East)]
Roles & Responsibilities:

· Supervising the Operations of 8 Authorized Service Centers (ASC) for SONY across the entire state, Orissa in the Consumer Audio-Video, IT and Mobile segments. 

· Ensuring successful closure of daily pending after-sales service cases both for branch and Service Centers. 

· Coordinating with authorized dealers, distributors, proprietors and Service Centers on regular basis by visiting them as per monthly calendar to ensure smooth Operations across all levels.

· First point of contact for handling and resolving all types of customer escalations regionally and special escalations, e.g. regional head escalation, service head escalation, MD escalation etc. at the same time responsible for issuing relevant approvals for all service issues.

· Regular follow up with all Service Centers & Dealers to achieve monthly targets within stipulated turnaround time (TAT).
· Handling end-to-end Customer queries & complaints and providing suitable resolution for escalations including suggesting special offer, discounts, product replacement etc. at the same time ensuring service budget is maintained.   
· Responsible for conducting monthly, quarterly & annual Audit and ensuring compliance with SOP in all the 8 Authorized Service Centers and preparing report on the same.

· Preparing daily reports on pending jobs, pending delivery, pending reservations, pending part supply and monthly reports on Target Achievement, GAP Analysis, Write-Off location, B-type products etc.

· Conducting meetings & doing presentations on service issues, escalation cases, service improvement, etc.

· Monitoring and managing part of inventory by working closely with Warehouse team to ensure successful completion of Stock Audits and material write-off process.
· Responsible for part of the Supply Chain in terms of ensuring parts received on time, product delivered on time, etc. as well as tracking and maintaining the ‘job status’ on SAP.   

· Providing theoretical & practical training to technicians of ASCs for new product line-up. 

· Achieving Extended Warranty Sales targets in order to generate revenue for the Company; and Standby mobile handset target in order to achieve customer satisfaction.

· Ensure that all ASCs maintain Minimum Stock Level (MSL) at all times in order to provide customer service in minimum possible time and also as part of the Company revenue generation project. 

· Coordinating with Regional Office and Head Office on special service issues or escalation cases in order to provide the best possible solution to customer. 
· Preparing individual project on service improvement in areas of customer satisfaction, optimizing speed and efficiency of operations, identifying the problems at each level of Operation and proposing cost-effective solutions for the same and presenting to higher authority for approval & implementation. 

· Assistant Manager  (Authorized Service Center of SONY)

Kolkata, India (May, 2012 – September, 2012)   

[Reporting to the Director]

Sr. Service Engineer 

Kolkata, India (September, 2010 – May, 2012)

[Reporting to the Service Manager]
Roles & Responsibilities:
· Handling Customer Care Services (SONY) at the head office of Electronics for 10 branches. Managing and controlling a team of 5members.
· Specialized in jobs related to ‘display unit’ (LCD/LED) of SONY ‘Bravia’, Technical Data Analysis and escalation of pending jobs to SONY.

· Preparing daily & monthly reports on ‘Turnaround Time’, ‘Under/Repeat/Cancel/Repair Jobs’, ‘Pending CCC Jobs’, etc. for 10 authorized service centers of SONY.

· Handling ‘internal audit’ , ‘branch visits’ and tallying physical inventory of SONY sets as well as spare parts with system data. 

· Achieving Sales & Service target of minimum 15 lakhs per month. Initiating Market Analysis that includes analyzing market trends; tracking competitors’ activities; providing valuable inputs for enhancing service quality; improving sales & marketing strategies.

· Identifying business requirements; networking with prospective clients; generating business from existing accounts, achieving profitability and increased service growth.

· Conducting meetings and presentations on setting up service objectives, designing or streamlining processes to ensure smooth functioning of Operations.

· Conducting failure diagnosis of equipment through root cause analysis and evolve quick breakdown solutions to put the equipment back into operation.  

· Handling customers queries/complaints and provide quick resolutions within minimum turnaround time. Managing and executing maintenance and service operations with flawless uniformity.  

· Coordinating ‘frontline/backline service’ through interaction with top and middle management, offering speedy and efficient problem resolution to clients. 

· Monitoring and maintaining daily record online for instrument breakdown repair & control jobs.

· Achieving customer satisfaction by providing better services, reaching targeted goals, taking relevant actions along with maintenance of customer satisfaction feedback reports.

· Responsible for ‘service revenue generation’ and overall performance of the ‘Service Team’ for achievement of the AMC target.

· Instructing and directing Trainees/Jr. Engineers in ‘Service & Repair’ domain to help them resolve critical problems in system operation and maintenance. 



EDUCATIONAL CREDENTIALS
· A.M.I.E. (Associate Member degree) in Electronics and Instrumentation Engineering - Pursuing   
Institution of Engineers, India 
· Diploma in Electronics and Instrumentation (76%) - 2010

Saroj Mohan Institute of Technology [W.B.S.C.T.E], West Bengal, India
· Diploma in Information Technology (71%) – 2009

National Institute of Information Technology [UGC], India  

· Secondary Education (52%) - 2005

Belgharia High School [W.B.B.S.E], Kolkata, India 


Trainings & Internships Undertaken
· Programmable Logic Controller (PLC) training from Institute of Engineers and Management (IEM), Kolkata 
· Industrial Training as part of the internship programme from Indian Oil Corporation Ltd., Haldia Refineries Division, West Bengal
Projects Undertaken
· Project on Human Resources using SQL and Microsoft-VB - maintaining the MIS details for Hotel Reception   
 Operation 
· Project on Regulated Power Supply and Smoke Detector – detecting smoke and controlling Power Voltage regulator (+5v,-5) 


ADDITIONAL INFORMATION 

· Advanced working knowledge of MS-Word, Excel, Power Point and Outlook.

· Advanced working knowledge of ERP, CRM and Knowledgebase softwares such as SAP, AP-Newsis, ORISS, CSPN, RMS, SONY B2B, etc. and remote location servers based abroad.  


ACHIEVEMENTS 

· Awarded a Certificate while working in  Electronics Pvt. Ltd. for ‘Performance Excellence’.    


EXTRA CURRICULAR ACTIVITIES / INTERESTS 

· Passionate about playing cricket; have been a player in the under-19 team of Bengal’s State Cricket Board (Cricket Association of Bengal)  
· Involved in organizing, participating and managing different events in college and an active member of the organizing committee of annual function, fresher’s welcome and other cultural events & programmes in college.



PERSONAL DETAILS

Date of Birth: 5th January, 1990
Nationality: Indian
UAE Visa Details: Valid Visit Visa
Languages known: English, Hindi and Bengali 
Marital Status: Single
References: Available on request  



I hereby declare that all the information furnished above are factual and correct to the best of my knowledge and belief.                                                                                       
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