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Formal Education

· Bachelors Degree in Commerce & Economics from Mumbai University (2001)
· GNIIT- Software Programming from NIIT (2001)

Trainings

· Star Certification, Operations Management - ONTRAC
· Crowd & Crisis Management  - STCW
· Yellow Belt in Six Sigma 
· Train the Trainer- Cruise Line Management 
· Success through Interpersonal Skills- NIS India Ltd

Personal Details
· Date of Birth: 22- 02- 1979
· Marital Status: Single
· Multilingual  : - 
English, Hindi, Marathi, Malayalam.

References

· Can be provided on request
VISA

*Current Status- Tourist Visa UAE 
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Customer Service Operations Manager with National & International Experience

· Customer Service, Business Operations & Training manager with over 12 years of work experience.

· Possesses strong & unique combination of Knowledge and Experience in Customer Service, Training, Administration & Operations Management
· Seasoned at handling core operations in the organization by laying impetus on the smallest of details where Customer Service, Project Management, People Care and Client Support abilities play major roles.

· Good Interpersonal and Employee-relations skills with ability to Train, Manage and exhibit improved communication,customer service and diversity skills.
Professional Profeciencies 
· Customer Service management
· Training & Development
· Client Support & Vendor Management

· Service Delivery 

· Process Management

· Process Mapping & Transition

· People Management 

· Performance management

· Complaint handling & resolution

· Recruitment 

· Business Development & Marketing

· Administration & Office Management 



Professional Assignments

Manager Client Support & Operations : Firestar Diamonds International. INDIA -NEW YORK( Dec 2010 to Jan 2015)

· Ensure the resources are effectively utilized to maximize productivity & customer satisfaction whilst ensuring the team possess the required Skill Sets, Knowledge & Training’s which needs to be provided and upgraded on a timely basis.

· Constantly seek to improve margins & organic growth with the existing business clients through proactive service, healthy business relationship & a developed awareness of customer needs & business loyalty.

· Business Verticals included International business setup, Luxury goods, Business Process Outsourcing, Contact Center Management, Back End Operations Support,  Hospitality & Loss Prevention.

· Recruit, Train & motivate the team to meet the current and future business needs. 

· Liaise with the Human Resource, Finance, Marketing & Senior management with the intention to improve internal communication,Office administration, Customer Service, Leadership Training  & maximize efficiency.

· Visit Clients & Participate in Business meets as required & present to an audience the Companies business competencies to increase brand awareness and initiate business needs.  Profit Center Revenue Management Over 4 Million USD.
Corporate Trainer: Carnival Cruise Lines, Miami U.S.A (February 2010 to September 2010)

· Deliver Training modules as per the policies of the company for all Crew Members some of the training programs covered were On-boarding of New and Returning Crew Members, Safety Training’s, Ship familiarization Training, Hospitality & Customer Service Training.
· Coordination & Liaison with Department Heads to understand the various Training & Development needs to improve efficiency.
· Organizing Crew Activities. Initiated a new Dashboard for the On-board Management Team with MIS & Record Management.
· Regularly updating all records of crew training programs and the resources available & used by Crew like books, magazines , language learning tapes etc.

· Pioneered ‘Wheel of Knowledge’ program to highlight knowledge empowerment to the employees and Managers alike.. 
· Certified for Training  in STCW accredited courses on CRISIS, CROWD management.  

Marketing & Operations Consultant: Sea Miles LLC- Ft. Lauderdale, Miami U.S.A ( July 2007-Dec 2009)

· Marketing and Operations management to promote Reward Card program onboard various cruiselines.

· Fast Tracked the Ratio of Applications to Approvals through cross promotional strategies across the fleet with various departments and Vendors associated onboard the cruise ships and  onshore retails travel service vendors. 

· Increased the number of Applications every cruise to over 20% and the Approval ratings with to over 60% with the help of initial screening and presentation.

· Setting up & Managing the Client support Operations & Training Department , SOP’s & Vendor Management.

· Managed the Recruitment, Training, Scheduling, Supervising Operational function like MIS, Customer Service, Business communication etc .

· Supervised a team of over 20+ FTE’s engaged in marketing and promotional services onboard 15 cruiseships. 

· Implemented proven methodologies to augment revenue, re-designed MIS, SOP’s for better business management and decision making prospects.
Process Leader Customer Service & Operations. INDIA. : First Source Limited (Apr 2005-Jul 2007)

· Managed the Operations & Training department for ensuring quality & compliance. 
· Transitioned 3-business processes into the offshore business unit with Process Management, Reporting, Compliance management & Creation of Knowledge Bank ( UK to INDIA)
· Developed, implemented and enforced synergistic team structures to improve overall customer service, performance and business practice stability

· Additionally managed resources to reduce attrition, improve performance and provide welfare for the employees.
· Got credited to complete the Star Certification training for excellence in operations management and also undertook the Six Sigma yellow belt training.
Team Leader Operations : 3 Global Services Pvt Ltd. INDIA. (August 2003- April 2005)

· Managing the sales order processing, Collections, Customer service process. & Valued Customer Service Group Teams with a total head count of 45 Associates.
· Part of the Process-Transitioning Team for  Telecom Voice & Chat process from Australia to INDIA..

· Process management, Training  and up-gradation which included Knowledge bank, Process Mapping, Escalation matrix etc..

Sr. Customer Service Associate:  Epicentre Technologies. INDIA. (Oct 2001 – July 2003)

· Credit analyst handling inbound & outbound Collections & Customer service calls for a Major US bank.

· Providing subject matter expertise on process issues and support the management team in improving the project service levels. 
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