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Over 15 years of work experience in Client servicing specializing in Customer Service, Migrations, Sales, Marketing for various domains of Aviation, Railways, BFSI, Telecom, Ecommerce, Hospitality, Govt Utilities & Retail with effective Team Management and Conflict Management. Proficient in managing & leading teams for running successful process operations & experience of implementing procedures, service standards for business excellence. Acting as an escalation gate to resolve critical issues of the team members. Skills in conducting successful project go-live in assigned TAT. Strong communication & interpersonal skills with proven abilities in Customer Relationship Management & Team Management.
Areas of Exposure / Expertise:
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Process Management
· Mapping client’s requirements; assisting in setting the processes in line with the guidelines specified by the client. 
· Ensuring on time delivery in accordance to conformance to Service Level Agreements. 
· Extensive experience in Performance Management, Reward Management and Compensation and Benefits in diverse verticals including ITES and Business Process Outsourcing. 
· Domain expertise in Manpower planning & integrated talent management with skills in HR related functions, Operations, Administration, IT, Quality, Legal & external clients. 
· Worked as a Change Manager during a merger and transitions from the business development go live and ramp up movements. 
· GAP analysis - identified the areas of improvement and imparted progress checks by facilitating and monitoring the post-migration effectiveness 
· Working with the Learning specialists and Business Partners to drive a high performance culture in the organization 
· Monitoring and co-ordinating for an effective Internal Communication System & Forums for internal stake holder participation in each migration. 
· Managing the Transition Dashboard for the senior management reviews on a weekly basis 
· Conducting various productivity related analysis for management review 
· Tracking each phase across all departments for internal as well as external stakeholders for each migration. 
Client Servicing
· Identifying improvement areas & implementing measures to maximize better on time delivery and resolutions. 
· Acting as one point contact for client for the project for interactions and escalations. 
· Taking decisions 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. 
· Handling escalations, work allocation; actively participating in the weekly calls with the Client for the smooth flow of operations. 
· Compliance in Various Internal / External Audits 
· With project on time completion & customer focus in mind; have handed over the project to operations only after completing all stages of migration in agreement with all internal & external stake holders. 
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Conflict Management:
· Taking and organizing the regular migrations health check up drives in accordance with the team. 
· Conduct timely meetings to ensure open communication and devise an action plan to address issues/ concerns raised. 
· Shared Business expectations for requirements with the respective stake holders. 
· Build effective vertical and horizontal communication channels (escalation matrix for each project). 
· Implement standard procedures across projects as per compliance policies. 
· Compliance to project documentation for each project 
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Experience Summary:
-:
Associated - since Sept’10 till Dec’15 as Manager - Transitions.
Job Profile includes:
· Working on transition projects for domains like Banking & Insurance, Telecom, Govt Utility, Ecommerce, Hospitality, Retail, Automobiles & other non-telecom biz. 
· Deliver customer advocacy via exemplary Service Transition project delivery 
· To take full responsibility for the management of the wider transition team involving additional project management resource, internal technical resource, 3rd party suppliers, account team members and client stakeholders. 
· Produce detailed project plans to manage interdependencies 
· Ensure strict commercial change control to manage deviations 
· Managing team performance to meet the KPI’s. 
· Monitoring the agent call and provide timely feedbacks 
· Conducting an individual coaching session for all agents. 
· Identifying the training needs and training the associates. 
· Providing updates to the staff for process changes. 
· Managing agent attendance and attrition and absenteeism. 
· Maintaining MIS and regularly updating the team. 
· Ensuring the KRO’s are achieved with satisfaction. 
· Identifying process gaps and rectifying loops. 
Silicon:
Worked from Jan ‘09 to Feb‘10 as a Team Leader / AM Operations.
Job Profile included:
· Worked as Team Lead/Asst. Manager (Operations) for a US Inbound Process. 
· Conducting interviews for recruiting CSR’s positions. 
· Created Attendance roster and Leave tracker for MIS purposes. 
· Worked on manpower management and shift management. 
· Managing and updating client and customer records. 
· Hold regular team meetings and record issues, decisions, and actions as required. 
Rely Services, Inc:
Worked for 15 months from Sep 07 to Dec 08 as a Customer Relations Manager and was further promoted as Process Manager.
Job Profile included:
· Worked as Process Manager for a US Transcription Process of 75 agents. 
· Responsible for establishing the entire process working hand in hand with all Departments as an interface with Human Resources for recruitments, IT (Software Development), Admin for all admin related issues from Infrastructure to Transport, System Administrator for all system related issues from setting up servers to computers and Finance for Budgeting. 
· Conducting interviews for recruiting TL’s, Quality Analysts and Transcribers positions. 
· Worked on SLA’s, SOP’s and KRA’s for the process. 
· Created Attendance roster and Leave tracker. 
· Worked on manpower management and shift management. 
· Also worked as Customer Relations Manager for the company being the sole point of contact for all customers globally. 
· Mainly handled the Back-Office operation which includes Data Entry process for US and UK customers. 
· Built new Vendors for the company’s outsourcing work. 
Ventura India Pvt. Ltd.:
Worked for 12 months as a Sr. Customer Executive for Book Club Associates (BCA) from August 06 to August 07.
Job Profile included:
· Was trained for voice as well as the Back-office. 
· Back-office job included responding to letters and emails by customers. 
· Had responsibility of maintaining records of team members. 
· Undertook responsibility of maintaining different records for the process. 
· Was a part of the Quality Maintenance team. 
· Was also a part of Cultural and Sports Association for the process. 
Wipro BPO:
Joined as an associate and was then got promoted as a Team Coach in 6 months. Hence a total work experience of 19 months with Delta Airlines from January 05 to August 06.
Job Profile included:
· Team Coaching included monitoring the progress of team members. 
· Ensuring quality is maintained on all levels of work majorly on calls. 
· Providing the team with timely updates. 
· Providing and updating accurate and proper job knowledge in Huddles. 
· Giving feedback to team members on a regular basis and also whenever necessary. 
· Providing necessary Training to team members personally if needed. 
· Floor walking for the process therefore providing help to all when needed. 
· Team Coaching was an integral part of the Quality Maintenance Team. 
· Heading meetings and conference calls with clients regarding updates and progress of the process. 
· Was part of the Pilot Batch with the Airlines Back-office. 
· The Back-office job included catering to the customers via email. 
The Times Of India:
Worked for 3 years with The Times Of India in Research and Marketing Department, which included Team Leadership from July 01 to Jun 04.
Job Profile included:
· Team Leading and handling the Direct Marketing team of appx. 15 members. 
· Training New Hires. 
· Providing necessary and timely training to the assigned team. 
· Ensuring that all projects and tasks are performed in accordance with the QMS and that quality audits are carried out periodically. 
· Assigned tasks to team members and monitor progress. 
· Hold regular team meetings and record issues, decisions, and actions as required. 
· Reporting the progress and issues to the Unit Manager and/or Customer(s) at agreed intervals. 
· Where appropriate, to develop the skills and competencies of the team. 
· To ensure that new team members are fully integrated into the team and have the appropriate training and development to maximize their contribution and effectiveness. 
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Achievements:
· Certificates of appreciation for customer service and quality from Wipro 
· Promoted as Team Coach in Wipro. 
· Promoted as Process Leader in Rely Services. 
· Won an award for best annual performance at IGS. 
· Successful completion of over 60 project migrations in various domains. 
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Strengths:
· Leadership qualities, good communication and convincing skills. 
· Consistency in quality driven performance throughout. 
· Have excellent communication skills and effect team handling. 
· Good at people and time management skills. 

Personal Details:
Date of birth:
14th August, 1983
Languages known:  English, Hindi, Marathi and Gujrathi.
Address:
Pune

Educational Qualification:
Graduated in BSC (Comp. Sci.)

Personal Interests:
· Music- have learnt various musical instruments like Tabla, Flute, Harmonium, Casio-Synthesizer, etc. 
· Travelling 
· Listening to music. 
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