Executive Summary

· Pro-active and result oriented professional with over 9 years of working experience in multi-cultural environment with multinational companies in domains such as Finance, Customer Service, Finance, Banking, and Telecom operations. 
· Demonstrated commitment to leadership through positive contributions in boosting employee morale, improving employee retention. 
· Dedicated team player with strong communication, interpersonal, problem solving skills, interviewing & recruiting expertise
Proven Area of Expertise

· Extensive experience at managing large team

· Recruitment / Training & Staff supervision

· Staff Development & Employee Relations

· Performance Appraisal Management

· Good Team Player

· Good Communication

· Planning & Organizing

· Experienced in successful implementation of process transitions from onshore to offshore.

· Client Relations

· Experienced in preparing reports & presentations

· Experienced in usage of MS office applications – MS Excel, Word, PowerPoint & Outlook

Work Experience

I.
Company
: Ernst and Young, India

Designation
: Senior Team Leader

Period

: October 2014 – February 2015

· Responsible for overall delivery, client relationship, quality assurance, people management, hiring & staffing and performance appraisal.

· Led a team of 2 members and successfully completed Go-Live of new project transitioned from client location to onshore via web-ex sessions.

· Single point of client contact for SLA adherence and quality.
· Prepare and presentation of reports for stakeholders.
II.
Company
: NGA Human Resources, India        
Designation
: Team Leader

Period

: July 2013 – April 2014
· Responsible for overall delivery, client relationship, quality assurance, people management, hiring & staffing and performance appraisal.
· Led a 30 member team to support the Learning Operations of Client “Boston & Scientific”.
· Led a 4 member team additionally & successfully implemented Go-Live of Learning Operations of new client “ Abbvie”. The Project was transitioned from Client location to onshore via Web-ex sessions.

· Single point of Client contact for SLA adherence, Quality.

· Prepare reports & presentations for stake holders.

· Chaired conference calls with Stake holders to highlight & sort out the issues faced in operations.
III.
Company
: TATA Consultancy Services Ltd, Chennai, India        
Designation
: Team Leader

Period

: May 2006 – March 2013
a) Billing Process

· Travelled to UK to lead the transition (billing process) from client location & Implement it onshore.

· Lead a team of 7 members to ensure smooth daily operations.

· Conducted & chaired calls with Revenue Controllers & Client Service Managers & Directors, to suggest improvements & highlight issues in day to day operations.

· Single Point of contact for Client Escalations & SLA deliverables.

b) Inbound Voice Process

· Lead a team of 10 agents for inbound customer service department of International call center of Telstra, Australia.

· Define the Key Performing Index (KPIs) for the team & conducted Mid-Year & Year-end appraisals for them.
· Monitor Call & email quality of the team & provide appropriate feedback.
· Single Point of Contact for Client Escalations, Interactions & Client Deliverables.

c) Collections Process

· Lead a 3 member team for Business to Business collections for Nielsen Australia & New Zealand.

· Initiated & chaired bi-monthly audio conference calls with the stake holders (Onshore) to highlight issues & suggest feedback for various issues faced by offshore team.

· Send weekly reports (Customer Ageing report & Escalation Report) to all stake holders.

· Monitor Call & email quality of offshore team & provide appropriate feedback.

· Define the Key Performing Index (KPIs) for the team & conducted Mid-Year & Year-end appraisals for them.
d) Investment Banking  Process

· Opening of New Counterparty accounts of various clients of Deutsche Bank, to enable trading in Fixed Income products.

· Setting the Standard Settlement Instructions (SSI) in DB owned applications and Third Part applications of Deutsche Bank for various products such as Equities, Fixed Income, and Derivatives.

· Maintain and Update SSI, as per the instructions from Client Service.
IV.
Company
: NOUS Info Systems Pvt. Ltd , Bangalore, India        
Designation
: Accounts Executive
Period

: June 2005 – April 2006

· Reconciliation of Bank accounts

· Tracked timesheets of Onsite employees.
· Handled Petty cash & Bank Payments for the Head office

· Calculation of TDS & its remittance.

· Prepare & payment of Flexi-reimbursements for Senior Managers.
V.
Company
: Progeon Ltd (Infosys BPO) , Bangalore, India        
Designation
: Process Executive
Period

: January 2005 – June 2005

· Handled inbound calls from customers of British Telecom for their Customer Service Department.

· Handled email queries of Customers of British Telecom
Education

	      Qualification
	      College / University
	    Year
	Percentage

	MBA(Finance & Marketing)
	Bhavans Royal Institute of Management
	2002 - 2004
	62 % 

	Bachelor of Commerce
	Mahatma Gandhi University
	1999 – 2002
	61 %

	Plus Two (12th Standard)
	Chinmaya Vidyalaya (C.B.S.E)
	1997 – 1999
	83 %

	S.S.L.C (10th Standard)
	Vidhyadhiraja Vidhya Bhavan High School
	1995 - 1996
	73 %


Personal Details

Date of Birth

:
02 – January - 1981
Marital Status

:
Married
Nationality

:
Indian
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