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	PROFILE SUMMARY
	

	
	
	
	
	

	Competent professional with over 10 years of progressive work exposure. Strategic and fast track achiever with record of delivering targets and contributing in growth through innovative planning, effective management and implementation of sound business practices. Possess excellent communication, planning, organizing, coordination, problem solving, decision making and relationship management skills. Seeks a challenging position with a market leader and growth oriented organization to utilize diverse skills and maximize the potential of gained experience in product management, sales management and project management.

	

	 
	
	
	CAREER SNAPSHOT

	
	
	
	

	Nokia Care Officer
IML – Nokia, UAE 

	   March 2010 – Till Date


	Team Leader 
Emirates Computers, Dubai, UAE
 
	Jan 2008  – Feb 2010

	Service Engineer
Emirates Computers, Dubai, UAE

	April 2002 – Jan 2008

	Support Engineer
Stream TracMail Pvt. Ltd., Mumbai, India

	Jan 2001 – Dec 2001

	
	

	
	
	
	CORE COMPETENCIES

	
	
	
	

	· Consistently demonstrated resourcefulness and initiative in support of top management with flexibility in working well in cross-functional teams and maintained strong relationship with partners. 
· Performed assigned workload with indefinable enthusiasm, commitment, honesty and dedication and drove towards contributing to continued business growth. 
· Used initiative and personal judgment in carrying out tasks efficiently as well as in resolving operational issues. 
· Determining training needs and conducting training programmes to enhance efficiency in operations towards accomplishment of corporate objectives.
· Evaluating the effectiveness of the training by pre/ post assessment programmes.
· Preparing procedures for improving customer service. 
· Conducting internal audit to improve service operation.
· Managed team of technical support engineers.
· Leading & monitoring the performance of team members to ensure efficiency in process operations and meeting of individual & group targets.
· Creating and sustaining a dynamic environment that fosters development opportunities and motivates high performance amongst team members.
· Imparting technical assistance to engineers to keep them abreast on features of latest products and services. 


	
	
	
	ORGANIZATIONAL EXPERIENCE

	
	
	
	

	Nokia Care Officer – IML Group, Nokia
· Analyzing repair job service claims for warranty and non-warranty cases and providing insight on ways to reduce claim payout to partners.

· Generated and maintained Care cadence report that included weekly service TAT, repair volume, software percentage, etc to evaluate performance and revenue.

· Reporting of monthly Care (Device & Accessory) sales including attach rate based on sellout.

· Planning and implementing of Care sales including Phones/Accessory/NCP (Extended warranty) in co-ordination with Nokia, Techmart (Accessory distributor) and Care partners.

· Co-ordinated with Care partners and accessory distributor to ensure stock availability, bundle offers, promotion’s, etc at various Care centers.

· Involved with Care readiness activity pertaining to Care Centers in UAE. Auditing Care partner based on new product software and spare part stock readiness.

· Closely monitored progress attained by Nokia Care Centers and addressed issues pertaining to operational level concerns.

· Worked closely with Care service managers by providing solutions to improve Care performance and customer satisfaction.

· Implemented Nokia Care “Smiley Wall” across all UAE NCC’s for measuring consumer satisfaction ratio on a weekly basis.

· Gathering information from Care Center’s (Customers, CSR & Engineers) regarding early fault’s arising from newly launched devices and providing feedback to Nokia technical manager.

· DAP (Defective After Purchase) training conducted for Dubai Duty Free (DDF)/C4/Plug Ins/Sharaf DG team members and provided relative DAP process flow documents coupled with data sheet for recording such cases.

· Prepared and implemented new format of KDR Repair Status Report focusing on TAT for improvements and enhanced results.

· Managed loan phone pool for UAE NCC’s and suggested appropriate requirements based on current scenario. Ensured that Care personnel are offering loan phones to customers for enhancing their Care experience.

· Actively involved with the product testing team in evaluating and providing feedback on undisclosed prototype devices.

· Imparting technical and product training to engineers and customer care personnel to keep them abreast on features of latest products and services.

· Actively involved with initiating Nokia Care Protect programme related to 1 year extended service warranty to customers and successfully imparted training to all Care Center personnel for enhancing Care sales.

· Successfully setup Nokia software tool with relevant training imparted at NBR’s (Nokia Branded Retail outlets) and IR’s (Independent retailers) on phone updation software via FOTA and Nokia suite, thereby enhancing customer satisfaction.

· Analyzed current market trends with periodic competitor survey to gauge operational activities.

· Market survey conducted to gauge the requirement for having a Nokia Care Center at Fujairah and Ajman and provided in-depth feedback and analysis.

· Ensured to successfully implement various marketing campaigns to boost sales and drive consumer footfall.

· Managed order placement pertaining to Care POSM (Phone dummies, Product brochures, etc) in co-ordination with Nokia and provided the same to Care Centers in UAE.

· Ensuring execution of branding activities at various Care Centers across UAE in coordination with Care partners and media agencies.

· Actively involved with Nokia in implementing Social Awareness Campaigns such as recycling process of old phones at NBR’s and Care Centers and successfully conducting trainings to Care Center and NBR’s on EWS-WWF’s Nature Conservation campaign.


	Team Leader  - (Nokia) Emirates Computers
· Component level analyzing & repair of all types of GSM Mobile Phones using various GSM testing equipments such as Radio Communication Tester, Signal Generator, Spectrum Analyzer, Oscilloscope, etc. 
· Very good experience in component Level (surface mount, Micro BGA, etc) troubleshooting of Electronic PWB’s. 
· Performing bouncer analysis & giving technical feedback to customer relation officer.
· Monitor the daily performance of engineers and ensure timely repair of the unit within the allowed TAT & simultaneously providing reports to Service manager. 
· Imparting Technical training & assistance to the various levels of engineers & customer service officers.
· Finding out common problem on a product & reporting a technical feedback to Nokia through GENIUS (Global exchange for Nokia product information & End user support) tool. 
· Preparing daily XML repair data report, analyzing these data & providing it to Nokia for claims approval. 
· Performing periodic internal audits of showrooms, service points, stores, logistics and management as per ISO 9001 & 14001 requirements. 



	TRAINING ATTENDED 
· Level 3 Certified training from NOKIA. 
· Nokia Care Trusted Advisor Sales & Solution Training. 
· Training on Gear Sales / Nokia Care Protect for extended warranty of phones. 
· NOKIA Product training on new launch. 
· Telecommunication technologies from NOKIA. 
· ESD (Electrostatic Discharge) which is a mandatory requirement in Service centers. 



	QUALIFICATIONS 
Diploma in Electronics & Telecommunication 

Mumbai University, India 
Hardware & Networking 

CMS Institute, Mumbai, India 


	


	
	
	
	IT SKILLS

	
	
	
	

	Proficient in MS Office Suite, Internet & E-mail Applications 


	
	
	
	PERSONAL DETAILS

	
	
	
	

	Nationality 
	:
	Indian 

	Date of Birth 
	:
	2nd May 1978

	Marital Status 
	:
	Married 

	Visa Status 
	:
	Employment Visa 

	Languages Known
	:
	English, Hindi

	Driving License
	:  
	Valid UAE Driving License
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