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Summary
· Dynamic leader with over 14+ years of experience in different rolesin ITES/BPO/Call Center – Voice, Chat & Email. 

· Mastered various roles in Service Delivery (Operations), Business Development &eChannels Strategy.
· Proficient in developing & streamlining systems with proven ability to enhance operational / administrative effectiveness to meet operational goals within the cost, time & quality parameters.

· Experienced in Piloting processes, staff hiring, mentoring and delivering presentations for corporate meetings along with strong problem solving, trend anticipation, data archiving and analyzing skills.
· Good at identifying and implementing business process improvements and changes. Innovative & thoughtful about change implementation.

· Significant expertise in customer service techniques with a strong understanding of Call Centre technologies. 

· Excellent at client interaction and building business relationships with internal & external clients.
· Skillful at training a workforce to enhance efficiencies whilst assist them to deliver quality services to clients.

· Effective multilingual communicator (verbal and written)at all levels in an organization.
· Lead Six Sigma Projects within the program to improve performance and achieve performance. (AHT, Repeats, Customer Satisfaction Scores)
· Worked with multi-cultural teams at Canada, Philippines and Colombia.
Experience 

Sutherland Global Services (Global Accounts) – Manager – Sutherland Digital & previously Sr. Associate Manager – eChannels Strategy      Jun 2014 –to till date
· Strategic planning and execution of Online and Digital Services (eChannels).
· Creating and deliveringweb-based support (chat, click to chat, click to call), and mobile services (SMS).
· Establishing Sutherland’s Digital Service Channel as a key differentiator in the market.
· Exceeding client goals, expectations and contract commitments.

· Creating value for clients, advancing the integration of digital online solutions throughout a business.

· Ensuring global standards are designed and practiced consistently, across the globe.
· “Quarterback”for Operations and Analytics teams, helping compile reliable data and deliver “actionable” on the production floor.
· Travelling across Sutherland sites world-wide to improve performance and consistency of client KPIs. (Canada, Philippines, multiple times and multiple locations in India)
· Great team player, recognized multiple times for helping others. 
Sutherland Global Services (For DellIndia & AT&T) – Team Manager – OperationsFeb 2010 –Jun 2014
· Team Management, Transition Management and Service Level Agreement Compliance.

· Leading, motivating, developing and mentoring a team of Technical Engineers in a dynamic and fast changing environment.

· Training staff, implementing changeand reducing the learning curve of technical associates.
· Ensuring accurate, timely and efficient analysis of daily, weekly and monthly reports.
· Development of strong customer service ethicsand the highest standards of service and integrity.
· Implementation of processes, programs & incentives toimprove motivation, retention and performance.
· Increased team's productivity, quality, operational efficiencies and excellence in performance.

· Provide a conducive and stimulating environment for the teams to accomplish their goals.

· Maintain and develop the processes to ensure optimum efficiency.

· Developing and motivating staff through coaching, counseling, training & team building.

Convergys India Services Private Ltd - Bangalore

Sep 2003 -Feb 2010
Sr. Team Leader (MSN US)=> Team Leader (MSN US)=>Team Leader (Microsoft ProQ) =>Subject Mater Expert– Quality Analyst (Microsoft NACS) => Customer Care Office (Microsoft US)
Achievements

· Reducedcold call coststhroughContinuous Improvement methodology, resulting in yearly savings of USD 100k.
· Reduced transaction times by 5% ensuring savings of $5k per month.
· Integrity Award for “displaying an eye for detail” -closing loopholes then planning andimplementing the Audit/Monitoring program to ensure their total and lasting elimination.
· Successfully ran client driven Projects – Remote Access Tool, Trainee Certification Process and Change Management (from CRT to Agent Desktop to CAP). Completed User Acceptance Testing for all the tools & suggested improvements to improve the efficiency & smooth functioning of the process.
· Numerous Client Appreciations for effectively driving and managing call back efficiency.
· Efficiently managedand improved Email/Chat& Phone business, enhancing the client experience.
· Awarded Best Manager for 8 Months & Best Team Lead Quarter3 times.

Training

· Six SIGMA – Green Belt

· COPC Trained

· PMP – 35 Hours PDU Completed

· Lead 100 for Team Managers & Lead 200 for Account Manager 

· Six Thinking Hats, WHALE DONE, Who Moved My Cheese Training
Education
· Post Graduate Diploma in Business Administration(Operations)– Symbiosis
· Diploma in Business Management, 2008 – ICFAI University, Hyderabad.

· BCOM, March 2002 – Mumbai University
Personal Details
· Date of Birth

: 9-Dec-1981
· Marital Status

: Married, Spouse working with German Care (Dubai) for last 2 years.
· Languages


: English, Hindi, Marathi and Sindhi
· Residential Location
: Sharjah, UAE. 
References available on request

I am relocating to Dubai and looking for a challenging role where my skills and expertise can help an organization, and thus my own career progression. As aPostGraduate in Operations, with Six Sigma & COPC training I have a solid academic and theoretical knowledge of business and management, and this is backed up by14+ years in an ITES/BPO/Call Center – Voice, Chat & Email LOB’s where I consistently excelled, exceeding targets and expectations.
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