
	Professional Profile


· A positive, proactive result-driven manager with an ability and potential to learn and grasp new ideas and techniques. Great Positive approach and attitude towards work.  Possesses excellent interpersonal, communication skills and the ability to develop and maintain mutually beneficial internal and external relationships. Enjoys being part of, as well as managing, motivating, a successful team, and thrives in highly pressurized and challenging working environments.
	Career Summary


Job Profile





January 2012 – January 2015
  Manager(operations)
Job Profile :

· Improve the operational systems, processes and policies in support of organizations mission -- specifically, support better management reporting, information flow and management, business process and organizational planning.
· Manage and increase the effectiveness and efficiency of Support and Sales Services, through improvements to each function as well as coordination and communication between support and business functions.
· Play a significant role in long-term planning, including an initiative geared toward operational excellence.
· Co ordinate and execute ISO quality initiative programs and audits
· Oversee overall financial management, planning, systems and controls.
· Management of agency budget in coordination with the Director.
· Development of individual program budgets
· Invoicing to funding sources, including calculation of completed units of service.
· Payroll management, including tabulation of accrued employee benefits.
· Disbursement of checks for agency expenses.
· Organization of fiscal documents.
· Supervise and coach office manager on a weekly basis
TATA Teleservices Ltd

Assistant Manager – Enterprise Business 
Department: Customer Support and Quality Assurance
21st August 2004 – 31st December 2011
About the Organization:   http://www.tataindicom.com/t-aboutus-ttsl-organization.aspx
Job Profile in Customer Support :

· Responsible for getting new business and retaining existing business – Through constant interaction with the customer and informing the latest product available thereby pitching for new order/sales

· Maintaining excellent customer relationship – By interacting with the service heads consistently thereby resolving the customer’s service related issues and any technical queries within the defined Service Level Agreement

· Responsible to maintain set of customers – By updating the data base of key customer accounts and periodically meeting the key customers for maintaining a healthy relationship with the customer.
· Constantly improving the quality standards – Periodically requesting the quality department to do the Quality Audits with respect to the sales and service operations and accordingly uprising the audit report with the Manager for continuous improvements 

· Root cause analysis – Analyzing  the continuous errors or mistakes and accordingly organize for consensus meeting with the supervisor and team members for resolving the errors 

· Meeting  top customers – Preparing the Enterprise customer meeting  schedule per month/per Quarter  and accordingly meeting the customer for improving the ‘Customer Delight’ 

· Organize product knowledge programs – Time to time organize product knowledge programs  to the customer through product / technical managers

· Sharing the retention tools – Informing the customer the retention tools available for extreme case customers , thereby retaining the customer or to reduce the churn

· Preparing the MIS reports : Preparing and publishing business related and sensitive reports based on the requirements of the management

· Interacting with the cross functional teams – This is to help to get the consensus of any service related issues within the different departments thereby taking stock of employee related concerns for the customer

· Best practice sharing – Time to time sharing the know how’s to the teams which helps to tackle similar type of issues or concerns

Milestones
· Instrumental in articulating TATA Business Excellence Model (TBEM) book which covers business aspects that range from strategy and leadership, to safety and climate change. Adapted from the renowned Malcolm Baldrige model, TBEM encourages continuous improvements through a formal system of benchmarking and assessment

· Initiated ISO internal audits across various departments in Maharashtra and Goa which led to significant change in the existing process.  This change not only increased the customer delight but improved the organization’s Customer Satisfaction Index 

· Instrumental in setting up End to End (E2E) franchisee Model. The purpose of this model was to facilitate customers for immediate Point of Sale entry and product activation within 2 days instead of normal 7 days.

· Single handedly, completed setting up call centre. This includes programming and vector designing for handling 500 incoming calls and 1000 extensions.

· Successfully organized TBEM training for almost 25 organization staffs at TATA Training center (Pune) 
· Successfully Implemented ISO 9000-2008 standards for the organization
Servion Global Solutions


Assistant Manager – Customer Support (Customer Relationship Management)
1st November 2000 -15th April 2003  

Job Profile:
Manager customer Support department across western zone (Mumbai and Gujarat)
Responsibilities
· Renewal of  Annual Maintenance Contracts (AMC)
· New business acquisition
· SLA management 

· Team management 
	Rich Experience 


More than 17 years of rich experience in Information Technology and Telecom Companies. Specialized in Customer & Vendor Relationship Management which includes Order fulfillment, Customer Credit Verification, Activation and Order processing, Customer Care, Complaint Management, Retention Management and Data Management
	Managerial Skills


Asst. Manager (Customer Relations) -  TATA Teleservices Ltd profile includes enhancing customer satisfaction Index , Managing existing customer and bringing in new customer to the business
Service Manager – in Omnitech Business Machines Pvt.Ltd, responsible to handle complaint management at Mumbai circle

Asst. Manager – Software Service in Servion Global Solutions Ltd, where I was assigned responsibility to manage Software Service Operations for Mumbai and Gujarat circles 
	Educational Qualifications


Post graduate Diploma in Business Administration from MIT- Pune 
(Secured ‘A+’ Grade)
Diploma in Electronics and Communication Engineering from SIT, Coimbatore.
	Additional Certifications 


Certified Six Sigma GB (Green Belt) Professional (scored 1st Class)
Bronze Certified in TATA Business Excellence Model (TBEM) Quality Management Program
	Professional Development 


· TBEM conducted by TATA Quality Management Services (TQMS)

· Creativity Training

· Outdoor -Team Building

· Key Account Management
· Customer Delight program development 



	IT Skills 


Computer Hardware (Desktops, Servers, Routers, Switches, LAN, WAN etc.,) Word, Excel, Outlook, PowerPoint, Internet & Email

	Personal Details  & Interest


Driving License
Full/Clean

Health
Excellent; non-smoker

Interests
Family Activities, Reading, Current Affairs, Theatre, Music Cricket & Dining Out

Born on 28th June, 1970.

Married and blessed with one son

	References available on request
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