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To be a part of a dynamic organization that extends opportunities for extensive learning and provides career growth with skill enhancement.
PROFESSIONAL SYNOPSIS

· An astute professional with nearly Six years of experience in the domain of , Operation Control, Team Management, Client Servicing, Project Management, E-Governance, Team Management with reputed organizations.
· Operational Efficiencies utilization, Liaison with Govt for various processes, Vendor and Client management, Relationship Building, Team Building, Budget and Cost control & MIS Management
· Well versed in managing & motivating team for running successful operations with extensive experience of developing procedure, service standards.

· An effective leader with outstanding interpersonal communication skill with exceptional presentation capability
· Managed teams to work in sync with the corporate set parameters & motivating them for achieving business and individual goals. 
CORE COMPETENCIES 
· Operations Management

· Ensuring a high-quality customer experience, elevating customer satisfaction, while adhering to the quality standards and work processes.
· Monitoring overall functioning of processes, identifying improvement areas and implementing adequate measures to maximize customer satisfaction level. 
· Supervising the preparation of reports to provide feedback to top management on the performance as per the requirement of Management.
· Quality & Compliance

· Setting quality standards for operational areas & ensuring adherence to quality standards ensuring that the teams adhere to all the quality tool and procedures.

· Taking initiatives through various programs to educate the team members about the company procedures. 

· Process & Client Servicing

· Mapping client’s requirements and ensuring rendering of effective solutions in line with the guidelines specified by the clients’.

· Identifying improvement areas & implementing measures to maximize customer satisfaction levels.

· Taking escalations for resolving critical issues. 

· Ensuring continuous interaction with the customer to make sure that area of concern can be worked upon for improved service levels and future business generation.

· Successfully implemented Suggestion Portal within the Contact center. Using this portal front office executives can directly interact with back office and the process team.

· Team Management

· Managing Team functions viz. manpower planning, induction, performance appraisal, etc.

· Leading, mentoring & monitoring the performance of team members to ensure efficiency in process operations and meeting of individual & group targets.

· Conducting soft skills sessions of the associates.

· Creating and sustaining a dynamic environment that fosters development opportunities and motivates high performance amongst Team members.
ORGANISATIONAL EXPERIENCE                                                                                               
Since Jan’14: Smartchip Ltd, Noida
Currently designated as Assistant Project Manager
Career Graph:

Jan’14-Current 
                            Assistant Project Manager – UIDAI Project – Uttar Pradesh 

Accountabilities:
· Direct and manage UIDAI project development from beginning to end.

· Liaise with Govt officials on an ongoing basis.

· Estimate the resources and participant needed to achieve the project goal.

· Determine and access need for additional staff and make the appropriate recruitments if necessary.

· Field Operation, Kit Deployment, Stock Maintain, Business Development, Client management, vendor management and project management.

· Marketing Department, Logistic Department, Manpower Management, Cash Management, Technical Department, Training Department.

· Client bid, client bid opening, government meeting, principal secretary meeting, projection meeting, presentation meeting, project completion report and analyze project report
Since January’12: Eagle Software India Pvt Ltd, Ahmedabad

Currently designated as  Regional Manager

Career Graph:

Jan’12-Jan’14 
                           Regional Manager –   UIDAI Project (Maharashtra)
Accountabilities:
· Direct and manage UIDAI project development from beginning to end.

· Liaise with Govt officials on an ongoing basis.

· Estimate the resources and participant needed to achieve the project goal.
· Recruitment of Operator/Supervisors & Technical candidates accross Gujarat Cluster

· Training the operators for Soft Skill/Aadhaar Application/Installation and configuration

· Preparation of Monthly attendance for salary Processing.
· Determine and access need for additional staff and make the appropriate recruitments if necessary.

· Field Operation, Kit Deployment, Stock Maintain, Business Development, Client management, vendor management and project management.

· Marketing Department, Logistic Department, Manpower Management, Cash Management, Technical Department, Training Department.

· Client bid, client bid opening, government meeting, principal secretary meeting, projection meeting, presentation meeting, project completion report and analyze project report.

· Delegate task and responsibilities to appropriate personnel.

· Coach mentor and motivate the project team

· Prepare and present weekly report to the senior management on the progress of the project.
· On weekly basis to give a report to direct principal secretary and district commissioner or collector.
Project: Social Economic Cast Census

Duration - Jan 2012. To May 2012
Accountabilities:
· Social Economic Cast Census Project.

· Handle more than 4500 people in all over project.

· Field Operation, Stock Maintain, Tablet PC Deployment, Handle a team of District coordinator, Master Trainer and Technical Support Team.

· On daily basis report to direct Municipal Commissioner & District collector
· Achieve goal sheet whichever given by government side.

· Attend all the meeting with commissioner, mamlatdar and give them projection.

· Proper reporting with charge centre wise.
· Handle 72 charge centre in all over the Jamnagar,Junagadh & Porbandar districts.
· Direct reporting to project head & Directors
· Prepare all the project preparation and submit to Gandhinagar  census office.

· Attend census meeting at gandhinagar every 15 days.

· Maintain the stock of tablet PC and other Supportive assets.

Since March’10: Azure Knowledge Centre, Ahmedabad

 designated as Team Lead – Operations 

Career Graph:

Mar’10-July'11 
                         Team Leader - Operations 
                                              Since Mar’08: Aegis BPO LTD. (a part of ESSAR), Ahmedabad

                                               designated as specialist – Operations (Process – Loop Prepaid)

Career Graph:

Mar’08-Aug’09
Executive Operations 
Sep’09-Mar’10
Specialist Operation

Accountabilities:

Operations

· Taking care of all the types of briefings and debriefings for latest products.

· Making Roster

· Making a Reports on daily basis for Manning Tracker  

· Preparing Reports and doing analysis.

· Auditing calls of team members & giving positive feedbacks.

· Preparing Monthly reviews.

· Taking Escalation 

· Preparing Plan of action in terms of improvisation of process.

Quality

· Taking care of Clients Interactions.

· Handling Call Calibrations.

· Preparing TNA on the basis of performance.

· Preparing Monthly reviews.

· Doing 12 audits on daily basis along with feedback

Attainments:
· Joined company as an Executive from March 2008 and got promoted as Specialist Operation within a span of 8 months.
· Consistence Best Performer in Aegis till date

· Awarded as Extra Miler for the month of Nov & Dec’09 in Aegis

· I have been awarded by Mr. Aaprupsen Gupta (CEO of Aegis & Director of ESSAR) & Mr. Sudhir Agrawal (COO of Aegis) as a Best Team Leader for the month of Dec 09.

                                                                   ACADEMIC

2011:                            BCA from Indira Gandhi National Open University

2008:                            H.S.C.  From Gujarat Higher Secondary Education Board

2006:                       S.S.C.  From Gujarat Secondary Education Board  

                                                                    PERSONAL DETAILS

Date of Birth

:           6th Nov, 1990
Marital Status
            :
           Unmarried. 

Linguistic skills             :            English, Hindi, Malayalam and Gujarati.[image: image1.png]



