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MBA (OPERATION MANAGEMENT) TELCOM ENGINEERING 
CAREER SUMMARY AND OBJECTIVES
A highly skilled Telecom Professional with 13+ experience in UAE and CANADA in various sectors like After Sales Service Management, Training Management, Project Management, Audits etc., looking to join a progressive organization in Telecom / Consumer Electronics / Test & Measurement Industries that provide opportunities to contribute the best efficiency for business augmentation.
PROFESSIONAL EXPERIENCE
I.
REPUTED FIRM, DUBAI, UAE.  (Jun. 2014 – Till Date)
REPUTED FIRM is an exclusive service center for smart phones and tablets of Apple, blackberry and Samsung.
POSITION: OPERATIONS MANAGER
Major Responsibilities:
Overall management of service center operation. 
Project management for the new service center roll-out program for all the emirates in UAE. Supplier evaluation and procurements. 
Implementation of service policies, procedure and development of SOP. Set KPI's, track employees/department efficiency and productivity. 
Performance appraisal. 
Manage the Training System and Competency Development program 
Achievements:
Created advanced L3 service center as per the principal requirements. Created SOP and documented procedure as per ISO standard. 
Accomplished the new process of collection/ distribution network through various channel in UAE. Introduced Training System and Competency Matrix for the organization. 
Introduced certification training to standardize the repair process. 
II.
SENIOR CONSULTANT – ELECTRONICS / TELECOM (FREELANCE)
(Jul. 2013 – May 2014)
With my vast corporate experience I do provide consultancy services to companies to streamline the overall business process to enhance the performance. The comprehensive services include guidance to establish service network, delivery of telecom/technical trainings, corporate learning system development and execution, recruitment, business performance evaluation, audits (Process/Technical) etc.
Achievements:
Introduced the new “blended learning methodology” to realize the effectiveness of trainings. Introduced “one stop shop” competency development program for the clients of RPS, India. 
Delivered several trainings on Cellular Technologies (GSM, GPRS, UMTS, LTE), ESD and usability of RF Communication Tester for Neuro Technology Middle East, FZE, Dubai. 
Developed Basic Technology Training module (2G/3G/4G) for Vodafone, India. 
Created Customer Service Excellence Training module for RPS and it is being imparted. Developed the structure of after sales service network for Focuz Computers, ON Canada. 
Provided guidance for developing SOP with departmental KPI’s for Focuz Computers, ON Canada. Conducted several mystery shopping and Quality Audits in Sales outlets. 
III.
COMTEL, DUBAI, UAE.  (Dec. 2012 – Jun.2013)
COMTEL is the exclusive distributer and service partner for the major manufactures of Mobile phones, Tablets, Satellite communication devices, GPS etc. in UAE, IRAN, IRAQ, NIGERIA, KENIYA and UGANDA.
POSITION: SENIOR SERVICE MANAGER (GROUP TRAINING RESPONSIBLE)
Major Responsibilities: Manage the after sales service operation in UAE and other countries, Learning & Development Management, Inventory management, SLA, Compliance Audits etc.
Achievements:
Introduced group service policies and procedure for after sales service. 
Successfully managed the service center in Dubai with technical/operational team with tangible results. 
Rolled-out an advanced service center for SONY and HTC in Tehran, Iran with a documented procedure within 3 months time. 
Introduced reverse logistics process for the HTC partner in Tehran, Iran. Signed SLA with the network provider in UAE for after sales support. 
Introduced learning and development system and created SME training team for the group. Delivered several trainings on 2G/3G/4G and product features for sales/technical people. 
Created and implemented department KPI’s and individual KPI’s to measure the overall efficiency. 
Conducted a quality audit based on ISO and principal standard requirements for the distributor network and service support in Iran. 
IV.
SERVICE CITY, DUBAI, UAE.
(Nov.2003 – Mar.2010)
SERVICE CITY is the Training Center (Nokia Care Academy) for the entire MENA region, Nokia Repair Factory for UAE and the authorized Service Center for Vertu, Sony Ericsson and Samsung. It is also the global technical support center for Axiom Telecom.
POSITION: TRAINING MANAGER
Major Responsibilities: Execute all trainings for Nokia MENA, TNI, Training plan, Training module creation, Training delivery (NPI, Technology, Hands-on, Process, Induction, HR communication) etc.
Additional Responsibilities: Project Management for Business expansion, Recruitment, Audit etc.
Achievements:
Created a topnotch training center with 3 training rooms and a training lab with multimedia facility for NOKIA MENA 
Managed a training team of 4 trainers and a project/documentation staff. 
Developed and rolled out Certification training program (L1,L2,L3) for Nokia ASV’s for the region 
Conducted more than 500 class room trainings in Service City Dubai, 60 onsite trainings at customer premises in MENA region and 10 webinars. 
Trained more than 4000 participants through different sessions of NPI, Cellular Technologies (2G/3G/4G), WiFi, VoIP, GPS, Hands-on etc. 
Actively participated in recruitment drive in India and UAE aiming 500 potential recruits to fulfill the staff requirements for the repair factories in India and KSA 
Executed a massive training program (12 weeks) which include technical and non-technical trainings in India and KSA as a project for the induction and orientation for the new recruits. 
CANADIAN EXPERIENCE

(Aug. 2011 – Nov. 2012)

Actively participated in repair factory roll-out program in UAE, KSA and INDIA. Created SOP for the training department as the part of ISO certification. 
Conducted 12 first party and 6 second party quality audits based on various quality standards like ISO, 5S, IEC, NASVR etc. 
I could actively participate and contribute for the preparation of Nokia Global Audit for the company. We achieved 98% audit score which is the second highest in the global level. 
V.
AXIOM TELECOM (PHONE CARE), DUBAI, UAE.
(Apr. 2000 – Oct. 2003)
AXIOM TELECOM is the authorized distributor for all leading brands of mobile phone/data products in Middle East and phone care is its service center.
POSITION: SERVICE CENTER INCHARGE
Major Responsibilities: Service Center management, Work order delegation, Service Claim, Productivity and TAT monitoring, Training, Inventory Management etc.
Achievements:
Successfully managed a service team of 12 Technicians with highest productivity of 95% of monthly average. 
Created service process and flow for different brand according to the principal service requirements. 
Introduced new learning system which combines “on the job” practical session and web based theory session to save the time. 
Increased the CSI up to 98% 
Received award and appreciation from the company for hard work and success in 2003 
VI.
ROHDE & SCHWARZ CANADA INC.
ROHDE &SCHWARZ Canada Inc. is the subsidiary of the Rohde & Schwarz group of companies in Germany providing support to customers in the areas of mobile radio communication, test and measurement and TV broadcasting.
POSITION: SERVICE ENGINEER
Major Responsibilities: Workshop management, Calibrate instruments, Generate certificate and maintain documents, Deliver training on instruments for the users etc.
Achievements:
Calibrated more than 200 instruments like CMU200, CMW500 and Protocol Tester CRTU, In-house and On-site in accordance with ISO 17025 standards. 
Conducted several operational trainings on the instruments like CMU200 and CMW500 to Blackberry technical team. 
Created web based documentation system for the service activities and calibration records. 
VII.
ROGERS WSC Inc., ON, CANADA.
(Aug. 2010 – Jul. 2011)
ROGERS WSC is the exclusive service partner for the national network provider, ROGERS in Canada. It provides hardware and software technical support for the devices like cell phones, internet modem, routers etc.
POSITION: FUNCTIONAL TEST SPECIALIST (TRAINER)
Major Responsibilities: Functional testing and training on all brands of mobile phones and gadgets
Achievements:
Organized technical forum to discuss on critical failures on a monthly basis. 
Conducted more than 20 training sessions on NPI for the technicians on functional testing. 
PROJECTS
Nokia Repair Factory & Training Centre roll-out in UAE – 2003 (Accomplished in 3 months) 
RRP (Repeat Reduction Project) through “GEMBA” approach for Axiom in UAE – 2003 (Accomplished in one month) 
Nokia high volume repair centre roll-out in India – 2007 (Accomplished in 6 months) 
TCI (Turbo Charge Induction) Program for new recruits in UAE – 2010(Accomplished in 3 months) HTC & Sony service centre audit and process streamline in Iran – 2013 (Accomplished in one week) 
L3 Service Center roll-out for Celmetro Communications, Dubai, UAE – 2014 (Accomplished in 3 months) 
EDUCATIONAL QUALIFICATIONS
MBA - Operation Management. 
Electronics & Telecommunications Engineering (Diploma). Board of Tech. Examinations, Karnataka, India. (Rank holder for the college). 
Pre–Degree. M.G. University, Kerala, India. 
ISO 9000:2000 Series Auditor/Lead Auditor certificate from IRCA 
TRAINING & CERTIFICATION
UAE:  Attended training on GSM/GPRS Technology and  WCDMA functions of  CMU 200 Radio 
Communication Tester from Rohde & Schwarz Emirates L.L.C.
UAE:  ISO 9000:2000 Series Auditor/Lead Auditor Training from BSI Middle East, 5S and EFQM 
UAE:  In-house training on Adult education systems and practices. 
Germany: Passed training on EDGE/UMTS, lead-free soldering and Systematic Trouble shooting & Repair on the latest cellular phones/RF interface data products from Service & Competence Center Europe, Nokia Gmbh, Bochum, Germany. 
Canada: In-plant Training at RIM for R & S Test & Measurements Equipments in Canada. India: In-plant Training in BPL India Ltd. in Electrocardiogram manufacturing facility. 
Valid UAE, Canadian and Indian Driver’s License. 
	
	
	PERSONAL DATA

	
	Date of Birth
	: 25th May 1971

	
	Nationality
	: Indian

	Sex & Marital Status
	: Male, Married

	
	Languages
	: English, Malayalam, Hindi and Tamil


