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Senior managerial assignments in Project Management/ BPO & Banking Operations / Service Delivery Operations worked with Fortune 500 Companies


Domain Expertise: Consulting, Project Management, Service Delivery BPO& Banking 
PROFILE SUMMARY

· MBA with 14years of cross functional experience in the areas of:
Transition & Transformation – Outsourcing
Project Management 

Stakeholder Management 


Managing Diamond Client – Operations

Technology Implementation 
Infrastructure Management & BCP

Project Proposals & Client Presentations

People Management 

Customer & Client Facing Role
Automation & Transformation Projects

Planning / Goal Setting  

Process Improvements 
Multiple Location Management


Banking Operations 

Risk &Business Excellence

SOX Audits& MIS 



B2C & B2B Management

Credit Card & Collections

· Out-of-the-box thinker with a flair for identifying & adopting to emerging trends & addressing industry requirements to achieve organizational objectives and profitability norms 

· Expertise in mapping business requirements and coordinating in developing and implementing processes in line with the pre-set guidelines 

· Deftness in setting out quality standards for various operational areas, implementing quality systems & procedures to facilitate a high-quality customer experience, while adhering to the SLA 
· Banking Projects – Credit Cards, Collections, Skip Trace, Fraud Management Set up in India (Wells Fargo, Sun Trust Bank, Bank of America, Scope International, GE Private Label Credit Cards)

· Banking Projects – Infrastructure Set up, BCP, Intellectual Property Rights, Main Frame & Technology Set up
· Adeptness in providing guidance and leadership to staff in accordance with specified program objectives 

· Gained rich experience of working in International BPO, Banking, Consulting, Service Delivery - O2C Expert

· Holds a merit of successfully transitioning 5350 FTE's (15 Onshore & 14 Offshore Projects - US / EMEA / Australasia)

· Distinction of serving as a Start-up Specialist for Service Delivery --2350 FTE's till date

· Recognised for establishing operations for a Banking Diamond Client for multiple geographies – 500 plus FTE’s
· Demonstrated excellence in acting as a Governance Lead & Lead Auditor for multiple projects
· Exceptional communication, presentations & mentoring skills,  distinguished abilities in leading teams for developing business continuity plans, procedures and service standards for business excellence 

CORE COMPETENCIES

· Preparing Due Diligence reports & MIS reports to apprise senior management & Clients 

· Participating in new business proposals, Work flow, Risk Analysis, Client visits and present Methodologies to Clients

· Mapping clients’ requirements & implementing processes in line with pre-set the guidelines 

· Monitoring the overall functioning of processes, identifying improvement areas and implementing Workflow / Automation to maximise productivity & decrease headcount
· Representing status of the process before stakeholder management, consultants and clients.
· Setting out quality standards for various operational areas, ensuring a high-quality customer experience, while adhering to the SLAs and work processes.Creating awareness for driving the projects and process improvement strategy & methodology, ensuring maximum operational efficiency 

· Conducting root-cause analysis and taking preventive measures for repeated escalations – MIS / Month End Reports
· Recruiting, leading, training and monitoring performance of the team and conducting annual performance reviews 

· Evaluating effectiveness of training & development programs; formulating or reviewing training strategy and determining appropriate instructional methodologies and formats 
Banking & Financial Projects Highlights
Project Work End to End: Due Diligence, KYC, Process Maps, Project Plan, Project Road Map with Key Deliverable Milestones, Training Plan, Knowledge Transfer, Hiring, People Management, Infrastructure Management, BCP Set up, Technology Set up, Intellectual Property Rights, Standard Operating Procedure Preparation, Training Scores and Feedback, User Testing, Train the Trainer, Soft Go Live Testing (Main Frames, User ID and Process), Quality Check, SLA Adherence, Production (Go Live), Stabilization Period, Voice of Customer, Lessons Learnt, Project Close. Power Point Presentation, Governance Report, Steering Committee Reports and Presentations, Sales Pitch, Process Improvement Programs

Banking & Financial Projects Highlights
· GE Capital Private Label Credit Cards – Walmart, GAP Store, JC Penny, Home Depot, Lowes,etc
· Wells Fargo Bank – Australia – Setting up Shared Services ( Order to Cash Process – AP, AR, GL )

· Sun Trust Bank – Mortgage Process and Spreading Process

· Bank of America – Setting up Shared Services in India ( Order to Cash Process – AP, AR, GL )
· Chubb Security – Financial Project Transition ( Order to Cash Process – AP, AR, GL )

· Accenture - Orange Telecom – Financial Project Transition ( Order to Cash Process – AP, AR, GL )

· Hewlett Packard – HP EMEA ( Order to Cash Process – AP, AR, GL )

· Hewlett Packard – HP US ( Order to Cash Process – AP, AR, GL )

· Hewlett Packard – HP Cannon Merger – Re- Badging Process

· Hewlett Packard – Clorox Project - ( Order to Cash Process – AP, AR, GL )

· Hewlett Packard – Sony Project - ( Order to Cash Process – AP, AR, GL )

· Hewlett Packard – HP Store - ( Order to Cash Process – AP, AR, GL )

· Hewlett Packard – Hardware Projects -( Order to Cash Process – AP, AR, GL )

· Accenture – John Deere Project ( Order to Cash Process – AP, AR, GL )

· Accenture – Sun Trust Bank ( Mortgage Process and Spreading)

· Accenture – Bank of America - ( Order to Cash Process – AP, AR, GL )

· Accenture – Wells Fargo ( Order to Cash Process – AP, AR, GL )

NOTEWORTHY MILESTONES

· Awarded Best Project Manager ( Cost Saving 35 K) for a Telecom Project (2013-14)  

· Awarded Best Project Manager (Compliance) for Telecom & Heavy Industry Product (2013-14)  

· Implemented Work flow Tool/ Automation for Projects that directly reduced FTE by 20% -2013  

· Led Core team on process improvements & streamlined process for all work streams (2013)  

· Successfully Migrated America's Project - 210 FTE's which saved 25 % payroll cost to HP (2013)  

· Successfully Migrated EMEA Project - 400 FTE's which saved 30% payroll cost to HP (2012)  

· Automated SharePoint Tool which saved 5 FTE's pay roll cost per project (2010-2011)  

· Awarded Best Trainer for Global PPM Mentoring Program –APJ at HP 2012

· Trained Project Team on Methodology which reduced 20% errors in project execution (2013)  

· Awarded for the Best Team in Eaton 2007- Eaton Hydraulics for Performance  

· Eaton E Star Award - Best Manager in Floor – Eaton Hydraulics 2007  

· Eaton - Awarded for “Controlling Attrition to 5%” (June 2006 - June 2007)  

· Eaton - E Star Award - Best Manager for Performance in Eaton Hydraulics, Year 2007 

· Collector of the Year 2004 - GE Capital International Services 
ORGANISATIONAL EXPERIENCE

Sep’12- Oct’14:

Services, Chennai as General Manager Mobilization   

Accountabilities 

· Successfully Transitioned 1250 plus FTE's using End to End Project Life cycle 

· Spearhead in Leadership, governance and direction to entire project staff on projects 

· Consistent track record on meeting metrics on Project SLA’s & Metrics 

· Proven track record on driving initiatives on cost saving and process improvements 

· Implemented project tracking method that reduced the average error rate by 14% in Projects 

· Championed People Manager with a track record on retaining employee by more than 80%
Clients:Sun Trust Bank, Wells Fargo, John Deere, Bank of America
Feb’09- Sep’12:

Hewlett Packard Global Services, Chennai as Senior Manager -Transitions 

Accountabilities 
· Project Start up Lead for 1250 FTE's, managed entire project life cycle 

· Successfully Transitioned 12 Projects in F & A space amounting to 1700 FTE's 

· Managed Project Budget, Project work streams & Risk management 

· Managed Key Deliverables of Operations Team till stabilization phase 

· Implemented Process Improvements & Automation reducing 25 FTE’s as cost saving 

· Successfully Trained 12 batches of Project team on Methodology reducing 20% errors 

· Shared Best practices and Lessons Learnt during beginning of Project to avoid repeat errors 

Clients:HP In-house Divisions, Clorox Products, Sony, Cannon
Apr’06 – Feb’08:
Eaton Technologies Pvt. Ltd.,Pune as Manager Credit 

Accountabilities 
· Successfully Transitioned 120 FTE's - B2B & B2C Order to Cash process from US 

· Owned Project Plan, Cost estimates and timeliness for all work stream deliverables 

· Managed entire Operations team by setting Targets & Metrics to meet Project needs 

· Streamlined process and Implemented Automation System which increased 40% productivity 

· Month End Close -Monitoring key accounts and regular review sessions which ensured 90% Targets met 

· Awarded for maintaining DSO (35 days) consistently for FY 2006-07

Clients:Eaton In-house Division
Mar’04 – Mar’06:
Accenture Services, Chennai as Team Leader

Accountabilities 

· Transitioned 20 FTE's on Order to Cash Process for all Australasia Business Units 

· Awarded for Consistency on maintaining DSO (42 days) for 8 months 

· Supervised Super Users and served as Transition Manager in New Zealand Project

· Meeting SLA's and preparing MIS Report, Month end Close, resolving issues related to Operations

· Supporting Six Sigma Project as Domain Expert in Collections - Reducing 180 days Project

· Handling appraisal of Team members and developing Future Leaders

Clients:Chubb Security

Jan’01-Mar’04:

GE Capital International Services, Gurgoan as Subject Matter Expert

Accountabilities 

· Handled Credit Card process 2-7 Buckets, Skip Tracing, Dipping, Customer Service operations for Private Label Credit Cards 

· Transitioned Consumer Collection Process & Trained 6 batch's in collections process 

· Preparing MIS, Month end Close Reports and Dashboards Reports for Consumer and Commercial Collections
Clients: JC Penney, Walmart, GAP Store, Home Depot, Lowes, Office Depot, etc.
EDUCATION

1998


MBA (Marketing & HR) from Madras University 
1996


BA (Corporate Secretary Ship) from Madras University 
PROFESSIONAL ENHANCEMENTS
· PMP Trained - 2012

· Prince 2 Registered Practioner Certified– 2013
· ITIL Foundation Certified – 2014, ITIL Version 3 Intermediate (Pursuing)

· Certified Internal Controls Auditor (CICA) – (Pursuing)
· Leadership Training – Dale Carnegie

· 6 Hats of Thinking – Leadership Training – Edward De Bono 
· Certified in Fair Debt Collections Practice Act, US – 2001 at GE Capital International Services

· Certified in Skip Trace and Fraud Management, US – 2001 at GE Capital International Services

· Training completed on “ Top Negotiator on Sales Pitch” & Customer Focus on Building Relationship at HP
Technologies Worked
	SAP and FoxPro
	Davox and Avaya
	Legacy Mainframes

	Oracle and DBase
	MS Office
	I many & Nice Collections Software


PERSONAL DETAILS

Date of Birth:

12th February, 1975
1

