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1st Line HR Operations Manager, HR & Business Management Professional
Quality & Control oriented professional, recognized for high professional merit & excellence 
OBJECTIVE: Seeking challenging role as HR Lead, HR Operations Manager or Business Controls & Quality Manager in any domain with reputed and growth oriented organizations, and providing opportunity to utilize my experience and skills in carrying the company’s vision forward.
CAREER SYNOPSIS: Proactive, target-oriented and Six Sigma yellow belt certified  professional with over 12 years experience in IT/ITes sector in handling Business Controls, Quality management, HR Operations and Project Management. I am a holder of the Best Manager, Most Valuable Quality Analyst and Consultant awards.  Pragmatic, with proven managerial acumen and abilities to withstand work pressures and deliver assignments within specified time frame without compromising on quality benchmarks.
· Strategy architect with track record of success in development of innovative HR initiatives to streamline processes and capitalize on organizational growth opportunities
· Strategically focused with a well-developed ability to synthesize and ‘get to the root cause' of employee / people issues; Capable of proactively creating and implementing HR culture that supports business objectives
· Extensive background in HR generalist affairs, including experience in employee recruitment and retention, staff training & development, conflict resolution, benefits & compensation, HR policies development and Business compliance
· Skilled at driving the team towards achieving Customer/Employee Satisfaction and very strict in the implementation of the business control guidelines.
· Adept in the analysis of terms and conditions, risk assessment, risk quantification and development of risk mitigation strategies.
· A hard task master, perseverance, accommodating and principled individual, carries an unsullied image of integrity and honesty; excellent analytical, relationship building and interpersonal skills.
· Diligent and prompt in updating knowledge on the latest development in the HR and Business Operations and implementing in the organizations to get an edge over the competitors.
· Demonstrated outstanding performance in handling the ABC (Activity Based Costing) Metrics for the Employee Payables process review.
· Expertise in conducting review, updating SOX Test Plans and conducting analysis on Separation of Duties (SOD) within Employee Payables team.
· Personable and comfortable communicating with people from diverse cultures, occupations, and backgrounds; possessing pleasing and cheerful personality.
CORE COMPETENCIES
Vision & Strategic HR Planning  HR Operations  Business Controls & Development  Project  Management Performance Appraisal Employee Engagement Rewards and Recognition Recruitment & Staffing Customer Care Management  Immigration Process  Quality Analysis  SOX Process  Visa Management  Activity Based Costing Training & Development  Staff Training  Systems & Process Compliance  Team  Building &   Management  Liaison & Coordination  Problem Solving Skills
PROFESSIONAL EXPERIENCE
IBM India Pvt Ltd, Bangalore 







                       Mar 2007 – Dec 2014
Career Progression:
First Line Operations Manager HR (Reporting to the Process Owner), Sep 2010 - Dec 2014
Global Immigration Compliance Specialist, Dec 2009 - Aug 2010
Asst. Manager - Business Controls, Dec 2008 - Nov 2009
Business Controls Lead, Mar 2007 - Nov 2008
First Line Operations Manager HR
Key Responsibilities:
· Managing the Global Mobility Claims Process and acting as a single point of contact of operations issues for the International Assignment Expense process in the Delivery Centre.
· Ensure meeting Process SLAs & OLAs and the RCA in place for any missed SLA.
· Identifying and resolving any control system deficiencies in a timely manner.
· Providing leadership over process assessment to achieve continuous improvement.
· Identifying opportunity areas and designing new processes/improved solutions to improve results and increase productivity.
· Ensuring implementation of the business control guidelines by IA Expense team leaders.
· Ensuring that process area is audit ready at all times.
· Accountable for people management, PBC preparation, rating feedback, salary communication, training etc. 
· Handling employees, and customers, escalations and providing appropriate resolution.
· Conducting performance appraisal for the team and addressing issues/concerns faced by the team members and driving the team towards achieving Customer/Employee Satisfaction
· Handling the ABC (Activity Based Costing) Metrics for the Employee Payables process review and analyze ABC Metrics for Employee Payables on a monthly basis.
· Reviewing the Cost & Productivity for the Team and drawing action plan if performance is under target set.
· Ensuring all SOX related activities are completed on a monthly basis well within timelines.
· Conducting review and updating SOX Test Plans with the change in process review.
· Responsible for updating SOX Process Maps and preparing RCM for Employee Payables.
· Providing inputs for preparing the TVC metrics for the Employee Payables Process.
· Reviewing and analyzing TVC Metrics for Employee Payables and provide action plan for outliers.
Global Immigration Compliance Specialist
Key Responsibilities:
· Performing Immigration related Compliance Testing to ensure holding appropriate work permits by all foreign nationals to meet local country immigration laws and regulations.
· Involved in design and developing comprehensive Process documentation for entire Global Immigration Compliance Team. 
· Publishing Monthly Scorecards to enable an overview of Visa Management Compliance by Geography.
· Providing support to the Global Program Managers with country specific immigration compliance issues and escalations.
· Ensuring appropriate metrics in place for IBM’s approved immigration vendors and delivery providers for effective and compliant immigration support.
· Ensuring employees working in cross border situations with proper and current work authorization.
· Confirming immigration requirements executed as per the applicable country laws, HR and International Assignments policy and process.
Asst. Manager - Business Controls
Key Responsibilities:
· Managing a team of Business Controls Analyst engaged in Compliance testing for the Employee payables process and identifying the areas of improvement.
· Responsible for the design and development of the comprehensive Process documentation for entire Payables Operation.
· Assisting the process owner in reviewing the deficiency findings from proactive reviews, audits etc. perform root cause analysis (RCA) and develop corrective /preventive actions
· Performing specific focused reviews and identifying potential risk areas.
· Identifying Risks in applications as well as process and raising appropriate Risk Acceptances with action plan for closure; performing analysis on Process Gaps and highlighted financial impacts to the Company.
· Conducting analysis on Separation of Duties (SOD) within Employee Payables team and putting secondary controls in place for any potential conflicts identified.
· Presenting the Compliance Testing results & status on a weekly basis to the Management.
· Providing feedback, conducting counseling sessions and developing the skills of team members.
Business Controls Lead
Key Responsibilities:
· Assigned responsibility of conducting Compliance testing for the Employee Payables process and identifying the areas of improvement in the process.
· Conducting Produce quality analysis as well as reporting trends, reporting deficiencies to the management for improvement and tracking SLAs for Compliance related activities of Payables.
· Ensuring adherence to IBM Business Conduct Guidelines & Corporate Guidelines on Accounting, Process Documentation, Records storage and retention, SOD etc.
Aviva Global Services, Bangalore 





                        Sep 2005 - Mar 2007
Quality Analyst (Reporting to the Sr. Operations Manager)
Key Responsibilities:
· Assigned responsibility of working as a Quality Analyst for Norwich Union Life Insurance.
· Involved in recording, listening and evaluating interactions for customer service skills, policy and procedure adherence.
· Analyzing trends and recommending improvements to management and administering and publishing customer satisfaction surveys and results.
· Collecting data to facilitate the Green Belt Projects and Black Belt Projects in the U.K.
Major Accomplishments:
· Successfully completed a Six Sigma Project on the 1st Time Resolution & Call Types.
· Reduced the number of request placed to the Norwich Union Admin Team by effectively managing the Forms & Notepad Project.
· Successfully completed a Yellow Belt Project for the process.
America Online Member Services, Bangalore 



   
          Jan 2004 - Sep 2005
Senior Quality Assurance Analyst (Reporting to the Operations Manager), Aug 2004 - Sep 2005
Sr. Customer Care Consultant (Technical & Billing Support), Jan 2004 – Jul 2004
Key Responsibilities:
· Involved in recording, listening and evaluating interactions for customer service skills, technical skills, and policy and procedure adherence.
· Delivering constructive feedback to the TSRs/CSRs along with team leads.
· Produce quality analysis, reporting trends & identify deficiencies, analyze trends and recommending improvements to the Management.
· Administering and publishing customer satisfaction surveys and results; facilitating customer service training, soft skills workshops and utilizing data to track internal productivity.
· Interacting with customers for support and services and to ensure customer retention.
Major Accomplishments:
· Awarded the Most Valuable Quality Analyst and Consultant.
· Recipient of Best Manager Award
ISeva Systems Pvt Ltd., Bangalore 
                            eCustomer Consultant
        
          Jun 2003 - Jan 2004
Nagabushnam Industries Pvt. Ltd, Bangalore 
Marketing Executive
     
        Apr 1999 - Jun 2000
EDUCATION & TRAINING
Educational Credentials:
· B.B.M (Marketing & HR), R.J.S. Institute of Management Studies, Bangalore University, 2003
· M.B.A (Marketing & HR), IGNOU University, Bangalore, Currently pursuing.  
· Pre University in Commerce from B.M. Junior College, Bangalore University.
Training/Courses Attended:
· Manager Orientation (IBM), 2012
· Basic Blue for Managers (IBM) 2010
· GNIIT from NIIT Bangalore 2000
Certifications: Six Sigma - Yellow Belt 
I T Skills: Proficient with the use of MS Office Tools, and Internet applications.
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