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Educational Qualifications:

· Passed M.Com from Mumbai University, in June 1996 with 50%

· Passed B.Com from HR College of Commerce & Economics, in May 1993 with 67.14% 

Professional Summary:
· Working since October 1993, total work experience of 22+ years
· Diverse employment experience, having worked in Registrar & Transfer Agency space for 7 years, Third party BPO space for 5 years, Financial Services for 11+ years
· Experience in People Management, Operations, Banking, Transaction, Risk & Business Management Services, Site Governance functions
· Specific focus on Consumer Banking over the last 8+ years, including Check Processing, Customer Fulfillment, Reconciliations, Regulatory Reporting, KYC & Tax Certification, Fraud Mitigation

Work Experience – Last Employment:
· Worked with Services India Pvt. Ltd. From 11th March 2005 to 15th April 2016 (11 years)
· Managed Service Units in Consumer Banking Operations
· Transitioned over 1250+ roles from US to India, in last 11 years
· Managed spans ranging from 150 to 500+ FTEs, covering 24x7x365 operations

· Expertise in People Management, Mentoring, partnering with Training & eLearning teams to augment Employee Engagement efforts
· Core Focus areas have been Customer Experience, Employee Engagement & Risk Management
· Managed multiple change events over last 11 years, involving System redesign, redeployment, platform change, in coordination with Global Stakeholders, Technology Partners
· Responsible for Financial Planning, Forecasting, Cost Allocations, Funding requirements
· Driven Continuous Improvement Initiatives, Best Practice sharing, resulting in process efficiencies, enhancement of customer and employee experience
· Received four promotions in last eleven years
· As part of Operations Leadership, managed sustained positive scores in Voice of Customer Surveys & Employee Opinion Surveys, conducted on an Annual Basis
Career Progression – Last Employment:
· Joined as Process Manager in Mumbai, in Consumer Payments Processing Division in March 2005
· Promoted as Assistant Vice President on 1st February 2006
· Process profile included Processing of Consumer Payments for Priority Lockbox Customers, facilitating quick clearance of funds for the Corporate Customers of the Bank and providing them status on their Receivables Positions.

· Promoted as Vice President on 1st June 2007 and relocated to Bangalore
· Joined Consumer Banking Operations
· Promoted as Vice President – Senior Grade on 1st February 2011
· Promoted as Executive Director on 1st February 2013

· Over the last 9 years in Bangalore, had managed multiple processes related to Check Acquisition, Check Exception & Returns Processing, Fraud Identification, Research & Adjustments, Reconciliation Services, Regulatory Reporting, Confirmations. W8/W9 Tax Certification, Business Banking Account Opening QA, Customer Fulfillment functions – Account Maintenance & Closing, Fraud Hotline, Customer Claims 
Career Progression in JP Morgan

Last Role: From November 2014
· Managed combination of Voice &  Non Voice Functions with overall team size of 640+ FTEs
· Was responsible for Voice Operations – Fraud Hotline, Customer Claims & In-Clearing, team size of 360+ FTEs
· Also responsible for Non Voice – KYC & Customer Fulfillment functions , team size 280+ FTEs
· Responsibility for Customer’s  Experience, Employee’s Engagement, sustaining Control Environment & Expense reduction
November 2012 to 2014
· Site Support Manager & Chief of Staff and Governance for Consumer Banking Operations in Bangalore, business unit having 900+ FTEs (Functions had 7 Operations VPs & 4 Support VPs, all reporting to their Line Managers based out of US)
· Key responsibilities include
· Transition Management & adherence to required regulatory framework
· Infrastructure Management & Allocation, Seats, Desktops, Shifts Utilization
· 1/3/5 year Business Roadmaps, Shrink & Grow strategy
· Coordination with Global & Local Finance leads, for yearly budgets, revisions to plans, tracking actuals to forecast (assisting in annual budget management of $12 MN)
· Ensuring Site wide adherence to Risk, Compliance & Audit Requirements 
· Fostering a culture of Audit readiness across the Site (have been involved in 11 audits in last 3 years, 10 rated Satisfactory, 1 rated Needs Improvement)
· Adherence to Off Shoring Controls & Regulatory requirements 
· Assisting all groups in maintenance & testing of Business Continuity Plans, testing plan effectiveness & scale 
· Promoting Continuous Improvement Culture, Driving Productivity saves (have been involved in identification & implementation of 210+  FTE productivity save opportunities over last 3 years)
· Chairing the Ops Leads weekly engagements, coordination with them & their Line Managers based out of US
· Responsible for all scheduled & adhoc Site Scorecards, Metrics reporting & maintenance of effective MIS
· Focus on Talent Development, Mobility, Rewards & Recognition practices, Learning & Development Opportunities (partnered with L&D & Performance Consulting teams in institutionalizing Grade wise curriculum, helping improved people & process management capabilities)
· Providing On Site Leadership Support, Direction & Mentoring to Ops & Support VPs
· Representing the Bangalore Consumer Banking Operations at Country & Global forums
· Relationship Management with Global stakeholders, keeping them educated on trends related to Employees Engagement, Customer Experience & Risk & Controls
· Managing Senior Stakeholder visits from Consumer Banking to India, helping them understand the India regional landscape & capabilities
· Relationship Management with key Stakeholders in the India Global Service Center, promoting, knowledge & talent exchange
November 2009 to October 2012: Managed Reconciliation Teams, covering both Consumer & Wholesale Accounts, include Ledger certification, span 240+ FTEs
November 2007 to October 2009: 
Managed Check Research, Adjustments, Image Retrieval, ATM Operations functions, span 230+ FTEs

June 2007 to October 2007: Managed Check Remediation, Exception Resolution, Fraud Identification teams in Bangalore, span 170+ FTEs
March 2005 to May 2007: Managed Wholesale & Retail Lockbox (Payments Processing teams) in Mumbai, span 275+ FTEs
Past Work Experience:
ITES/BPO Sector

Tricom Information & Technology
Joined as Senior Project Manager on 23rd July 2003, and promoted as Deputy General Manager on 1st April 2004, was with the firm till 10th March 2005. (1 year 8 months)
Work Profile:

· Project Management related to Indexing, Health Claims Processing, Rebate Coupons Processing, US Government Records & Historical Records Digitization

· Managed Spans exceeding 500 FTEs

· Played the role of Strategic Business Unit Head

· Responsible for Client Billing, P&L of the Unit

· Involved in Pre sales, process including helping sales team respond to RFPs & including Quotations based on projected Costs & margins

· Post sales, Customer Relationship Management

Integreon Managed Solutions
Worked as Manager - Content Production from 15th July 2002 to 15th July 2003 (1 year)
Work Profile
· Managed 2 Divisions, Content Conversion Services (Edgar Filings) & Presentation Graphics, comprising 139 FTEs.
· Workflow Management during Peak Seasons

· Relationship Management with Financial Printers
Hexaware Technologies Ltd
Worked as Asst. Manager from 1st December 2000 to 8th July 2002 (1 year 7 months)
Assignment: Managed Key from Image & Validation Projects, Vendors, and a Team of 31 FTEs.
Registrar & Transfer Agents
Datamatics Financial Services Ltd.

Joined as Sr. Executive, Data Processing on 2nd June 1997. Promoted as Asst. Manager Data Processing on 1st April 1999, worked there till 27th June 2000 (3 years 1 month)
Assignment: Processing of Repurchase & Resale requests of Mutual Fund Units. Also processing requests related to Change of Address, Issue of Duplicate Certificates/Statements, Transfer/Transmission Request, Public Issue Processing, Dividend Processing, and Bank Reconciliation.
Reliance Consultancy Services
Worked as Data Processing Officer from 4th October 1993 to 28th May 1997 (3 years 8 months)
Assignment: Public Issue Processing, Dividend & Interest Warrant Processing, Bank Reconciliation, Transfers/Transmissions, Change of Address, and Issue of Duplicate/Split Certificates.           
