Ratish                                                 E-mail: ratish.336456@2freemail.com 
PROFESSIONAL SYNOPSIS:
· Rich experience in managing Process Transition, Launches, Project Management, Service Delivery and Operations
· Dynamic Professional with over 11 years of experience in Captive and Shared Service environment

· Possess wide spectrum of experience in both voice and non-voice operations and Project transitions with both Captive and third party organization

· Innovative, resourceful, highly analytical, proficient in defining continuous improvement processes. Also improving current operations has been an area of expertise

· Capabilities include project management, process transitions and Launches, people management, cross skill utilization and incident management
· ITIL V3 Expert certified

· Excellent customer centric approach to management and clients
Core Expertise:
Project Management & Transitions
· Ensure timely transition and execution of projects
· Ensuring thorough due diligence of requirements and mapping them to best solutions involving evaluation and definition of scope of the project

· Formulate plans based on requirement, including process and technology requirement

· Creation of deliverables and activities as required through the phases of Project Life Cycle
· Liaise with the internal IT and Operations resources to ensure all deliverables are met and there is Continual Service Improvement checks done post deployment

· Conduct Knowledge Transfer activities and ensure they meet successful delivery requirements 
· Early identification of pitfalls and mitigation of potential risks that can delay the project
Quality Management

· Drive idea management and process improvement projects to improve the existing processes
· Creating process parameters, quality evaluation & grading system for evaluation and managing documentation of the same

· Establish methods, tools and techniques for process improvements ensuring a high-quality customer experience and elevating customer satisfaction
People Management

· Driving performance and development of the team and to support an environment that encourages employee/self development

· Identifying and implementing strategies for building team effectiveness by promoting a spirit of cooperation between team members

· Identifying resources and efficient resource deployment 
Operation Management

· Manage service delivery teams to ensure smooth and noiseless service for exceeding client and company expectations as per agreed SLAs

· Cross teaming experience with focus on service delivery and customer delight

· Experience in laying down short and long term operational plan and performance metrics based on Global/Client Priorities

· Mapping priorities to operational goals based on the customer impact
EXPERIENCE:
Designation: Manager II, Transaction Risk Management
Company    :  Amazon Development Centre India
Time Period:  1st Apr, 2015 – Till Date

Project Transitions Handled:
Listing Abuse Program Transition (FTE count ranging from 100 - 200)
· Piloting the program to analyze the risks involved in the worktype

· Planning Headcount and designing the content for this program

· Building process maps and setting up quality assurance for this program

· Leverage data to create internal and external user safety processes

· Develop and manage KPI's to manage performance and trends and do a seamless execution

· Create a scalable quality assurance policy and process to ensure high standards of delivery

World Wide Outbound Calling Program Implementation (FTE count ranging from 20 - 40)
· Identify the scope and complexity of Outbound Calling Worktype
· Understand the System Requirements for supporting this program

· Do a thorough due diligence to identify gaps and risks before implementation begins
· HC estimation for supporting this program

· Identified Potential risks and shared early mitigation plans
Merchant Credit Worktype Transition to IND sites (FTE range from 10 – 20)
· Respond to queries based on Funds and Disbursements from sellers who are terminated/Blocked
· Handle reserve inquiries in relation to claims/chargebacks

· Create a seamless Workflow system and design how the queries will be received 
· System requirements and HC estimation for supporting this worktype
Significant Projects Handled:

Proactive warnings and signals model: 

· In depth study of the seller/ investigator attributes that lead to bad debt 

· Developing a model for proactive signals for high bad debt prone investigations 

· Creating the technical specifications for implementation of this model on Investigator Bench 

· Estimated impact of 10% improvement in quality metrics 

Development of Complexity based Workflow Framework and Streamlining of Tier II review process:
· Analyzed various work-types and clustered them based on their complexity

· Alignment of investigators to queues based on their tenure and performance

· Reduction in operations expenditure of approx. $1mn by automating second review process for less complex investigations

Kaizen for Reduction in Time to Investigate:

· Pre Work to understand the current state of the process around training, operations & performance management
· Analyzed data to understand the focus area, root causes and prioritized based on complexity and impact
· Followed the 5 step approach to achieve the results which are Pre Work, Kaizen Event, Solution/Governance Plan, Implementation and Control
Responsibilities:
· Lead a team of Team Leads and Managers (120 FTE) for the transaction risk division of Amazon’s global operations to reduce bad debt & improve customer experience
· Partnered with global process owners, site leaders, operations and analytics team to define, prioritize, develop & execute projects

· Lead global projects that involved multiple cross functional teams within Amazon ensuring timely delivery of projects on roadmap to support department vision
· Worked with software and seller performance teams to prioritize the Investigation Tool ideas and also other risk mitigation ideas that can reduce the bad debt in amazon platform
· Actively involved in hiring of managers to the program to increase the talent pool at a management level
· Participated in strategic planning, project road mapping activities and launch of various new programs in Transaction Risk Management team

· Lead various projects identifying fraudulent and abuse trends impacting the amazon platform

· Lead a team of analysts ensuring Amazon is leading the curve in identifying and preventing new fraud and abuse attacks, thus protecting customer trust and brand value
Designation: Manager I, Transaction Risk Management
Company    :  Amazon Development Centre India
Time Period:  19th Jun, 2013 – 30th Mar 2015
Significant Projects Handled:

  Bad Debt Queuing Model:
· End to end study of the current queuing model for investigation
· Liaising with the Process reengineering team to Develop the 4-Quad framework for classification of rules that trigger investigations and work flow management based on financial and quality impact
· Working with the engineering team for implementation of queuing changes
· Estimated saving impact of $2m
Development and Streamlining of Worldwide Metrics for Operations Productivity, Customer Experience and Bad Debt:

· Analyzed various attributes impacting the key business goals

· Coordinated with the Analytics team for development and streamlining of the key metrics 

· Worked with the Leadership and Business Process Re-engineering team for WW goal setting

· Driven various initiatives for achieving the targets globally
Responsibilities:
· Lead a team of Risk Analysts and SMEs (25 FTE) for the transaction risk division to reduce bad debt & improve customer experience
· Formalized and approved SOP which helped and business contingency plan for operations

· Implemented best-in-class processes and practices for maintaining and exceeding productivity and quality service level agreements

· Worked with software teams to articulate and prioritize feature needs for investigation tool sets
· Actively involved in hiring of investigators to develop existing skills and talent pool

· Point of senior level escalation for department issues
Designation: Assistant Manager
Company    :  Ernst & Young Global Shared Services, Bangalore

Time Period: 5th Dec, 2011 – 3rd Jun, 2013
Projects/Transitions Handled:
· Lead and successfully implemented the BPMS(Business Process Management Standardization) project  
· Lead and successfully deployed Service Now in EY Transaction processing Departments
· Lead Customer Survey project for Transaction processing Departments in EY
· Managed the QIP Project for F&A Customer Support
Responsibilities:

· Managed Team Leads, Analyst and SME across different functional line 

· Point of senior level escalation for department issues

· Formalized and approved SOP and business contingency plan for operations
· Consulting clients to formulate policies for the firm, change management across the firm and formalize process to improve operation across GSS

· Sharing best practices across service desk in Dallas, Secaucus and India 

· Involved in UAT of the new tools Launched for Customer Support

· Effectively manage Operation Services, Transition Management and SLA compliance
· Develop people through coaching and help the team members to build a good career path within the organization

· Responsible for creating project plans and working with the Service Line Head in driving efforts
· Communicate any service delivery issue based on critical tickets raised
· Responsible for doing root cause analysis and identifying solutions for operation challenges and improvement
· Attrition forecasting and retention using EWS

· Co-ordinate with all other F&A department Assistant Managers to resolve the customer escalations

· Monitor all call metrics like AHT, Abandon Rate, ASA, Accuracy etc as per client expectation

Teams handled in Ernst & Young GSS: 
· Customer Support (F&A): US, UK & BBC
Customer Service team is a part of Finance and Accounting service line and has both voice and non voice activities. The team is technically adept to all line of business and is a single point of contact for clients. The team is responsible for service delivery issue for all of GSS (F&A), besides working on any change management for EY Employees. The team is adept to handle all inquiries on Accounts Payable, Accounts Receivable, Collection, Time & Expense, General Ledger, Financial Reporting and Engagement Maintenance. 
· Account Maintenance: US and EMEIA

Managing 60000 accounts in US and EMEIA to identify legal hierarchy and identify appropriate DUNS number. The team also works with US and EMEIA counterpart to    develop and communicate process across different business units and develop the business across different region. The process helps to report the right revenues for Americas Market.
· UK FSO business system

Auditing and approving Blackberry expenses of UK employees. The process includes auditing submitted expenses and sending for approval/rejecting expenses
Designation: Team Manager - Operations
Company    :  Convergys India Services Private Ltd.

Client          :  Microsoft
Time Period: 14th April, 2011 – 18th Nov, 2011
Responsibilities:
· Responsible to monitor, identify and resolve performance / behavior / attendance related issues using prescribed performance management techniques
· Responsible to Lead the team of Technical Engineers; motivate, develop and mentor them in a dynamically changing environment.

· Conducted quarterly performance appraisals for the technical engineers
· Responsible for identifying Process Changes that will benefit team and programs Quality of Service
· Communicated all process and client changes to direct reports within specific timeliness
· Effectively manage operation services including floor management, Transition Management and SLA compliance.

· Effective team management through timely briefings, communications and developing a strong customer service ethic in team with high integrity standards

· Implementation of processes, programs & incentives plans that target motivation, retention and performance to increase the team's productivity, quality, operational efficiencies and excellence in performance

· Develop people through coaching, counseling, Training, team building, motivation and help the team members to build a good career path within the organization

Achievements as a Team Manager

· Lead and successfully implemented number of process improvement initiatives like AHT Optimization, Call back efficiency, Self-Resolution Tracking System
· Member of Green Belt Project on reducing AHT and improving CSAT of the program 
· Awarded Best Manager on number of occasions, for demonstrating exemplary performance and taking leads.

· Best Team Manager – for 2 Months July’11 and Aug’11
Designation:  Quality Analyst 
Company    :  Cegedim Software India Private Ltd

Client          :  Pharmaceutical Companies in US
Time Period: 11th Dec, 2009 – March 30th, 2011
Responsibilities:

· Responsible for the maximum span of 30 Associates (Teams in India and United States) in improving the quality of program

· Accountable for Core Metrics in Quality for the agents operating from India and United States

· Facilitating Calibration sessions on Quality Attributes among the coaches across sites

· Handling a team of Quality Analysts in the absence of Training and Quality Supervisor

· Responsible for doing a daily/weekly/monthly DPMO reporting to Clients on Defects occurred and creating action plans for it
· Responsible for doing a root cause analysis to identify opportunities to improve CSAT and training requirements for CSRs

· Attending Monthly Quality Reviews with the Clients in presence of the Training and Quality Manager

· Have successfully implemented new ideas for improving SLAs like CSAT, AHT and ASA for clients like FOREST Labs and Sanofi Aventis

· Got Selected as Qualtrax Administrator and is responsible for editing and publishing of Quality and Process Documents

· Also designed Quality Metrics for Email Evaluation and was involved in transitioning the email process from US
· Also involved in User acceptance Testing for upcoming version of Remedy and Qualtrax Tool
Designation:  Quality Analyst
 
Company    :  Convergys India Services Private Ltd.
Client          :  Microsoft
Time Period: 4th Feb, 2007 – Dec 9th, 2009
Responsibilities:
· Was responsible for the maximum span of 90 agents in improving the quality of program

· Was accountable for core metrics such as QMS scores(Avg Quality scores) and QoS (CSat), which is a part of the Tier I SLAs for the program

· Conducted Calibration Sessions on Quality Attributes among the coaches across sites
· Have been an acting TL and was responsible for maintaining a team of 20 agents.
· Responsible for doing analysis on QMS scores and QoS to perform outlier management

· Got selected as a Knowlagent Admin for all the three sites (Cebu, New Glasgow and Bangalore) and is responsible for the compliance of the courses completed across the sites for NACS Program.

· Moved to MSNUA program as a Quality Analyst and was also selected as a Knowlagent Admin for this program
· Completed a Yellow Belt Project on DRI (Defect Reduction Indicator) in order to increase the Quality of Service to the customers of MSN 

· Also a part of QoS (Quality of Service) Green Belt project to reduce Middle Box and Bottom Box and thereby increase Top Box Scores to achieve improved Customer Service
Designation: Customer Care Officer (North America Customer Service)

Company    :  Convergys India Services Private Ltd.

Client          :  Microsoft
Time Period: 9th Aug, 2004 – Jan 31st, 2007
· Handling the team statistics and metric reports, consistently, every month and updating it throughout the year for better quality records
· Handled escalation calls in the absence of team leaders and also involved in floor support
· Monitoring calls of new hires that join the team and help them in coming up the learning curve
EDUCATIONAL QUALIFICATION:

	SSLC
	DAV Public School, Kolkata

	PUC
	S.N.College, Kerala 

	Diploma in Electronic Engineering
	Govt. Polytechnic College, Kerala

	MBA in International Business
	Bundelkhand University


ADDDITIONAL QUALIFICATION:
· Learnt Software testing (Manual & Automation)

· Knowledge on Testing tools like Quality Center and QTP
· Successfully completed Six Sigma Yellow Belt Project
· Completed Six Sigma Green Belt Training
PERSONAL INFORMATION:
· Date of Birth 
: 08-02-1983
· Hobbies : I like listening to music, reading books, practicing martial arts, participating in sports
· Strength: Sincerity and hard work are my strengths
· Languages known: English, Hindi, Bengali and Malayalam

                                                                                                   RATISH 
