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Karan.341004@2freemail.com
Karan 

Profile: 
A dynamic professional with over 10 years of rich experience in Sales, Customer Service, Team Management & Change Management.

Summary of Qualifications

· Demonstrate expertise in planning and directing executive level administrative affairs and providing support to senior level management.
· Organized, with exceptional communication skills. Able to build strong business relationships with a diverse range of customers, co-workers, and management.
· Executing roadmap projects seamlessly for stakeholders and customers to maximize operational efficiencies and improving customer experience.

· Quick and eager to learn. Adapt easily to new protocols and changing environment.

· Ensuring continuous interaction with the stakeholders to make sure that area of concern can be worked upon for improved productivity; driving towards exceeding measures on set metrics, aligning processes & technology to maximize efficiency.

Professional Experience: 
Company
: Coca-Cola UAE.

Designation
: Call Center Supervisor - UAE & OMAN.

Term

: 2nd January 2014 till 15th December 2016.
· Heading the Customer service and Sales Call Center for UAE and OMAN for Key account/HORECA & GT accounts.

· Interacting with consumers and customers on a daily basis to ensure smooth operations and efficiency.

· Consumer and customer services via all means of communication- social media/telephone/fax / email, etc.

· Managing operations / Capacity planning / Forecasting, scheduling, staffing/Process Improvements.

· Alignment of sales targets with the business plan and allotment of the targets across departments. 

· Driving organization excellence and business continuity via change management. 

· Ensuring process changes and improvements projects are completed within TAT.

· Cost reduction by the implementation of various projects across sales.

· EDI (Electronic Data Interchange) implementation across all customers.

· SAP CRM and SAP ERP integration.

· Staffing, Scheduling, Planning, Sales and collection of all Office and home customers in Dubai.

· Sourcing/Hiring/Training and Orientation of all new executive and balancing demographics. 

· Supporting various Marketing campaigns via sales and redemptions.

· Developing new projects to improve the efficiency of the current processes.

· Mentoring, coaching and to maximize and optimize manpower resources. 

· Working closely with the team to help support employee retention.

· Leading the briefing team to ensure advisors are empowered with timely updates.

Achievements:

· Improve occupancy to 80%.

· Currently catering to over 11,500 outlets over UAE Vs. 3000 outlets in 2014.

· Service level maintained above 92% in 2016 Vs. 63% in 2014.

· First call resolution above 94% in 2016 Vs. 82% in 2014

· Increase customer satisfaction to 95%.

· Increase sales volume by 300%

· Reduction in average speed of answer to 20 secs

· Implementation of EDI & 360-degree view CRM across departments.

Company
: Tech Mahindra Business Services, Mumbai.

Designation
: Team Leader - Operations

Term

: 18th May 2009 till 15th Oct 2013.

· Successfully handling a team of 30 associates for an Inbound voice based and back office process
· Developing new projects and implementation to optimize efficiency.
· Ensuring process changes and improvements projects are completed within TAT.
· Ensuring Network and System Outages are managed and rectified by liaising with different on and off shore departments.
· Authorizing replacement devices and equipment or customers.
· Conducting Appraisals for both the bonus and increment cycles and is conducted every quarter respectively.
· Mentoring, coaching and to maximize and optimize manpower resources. Working closely with the team to help support employee retention.
· Mentoring the progressive learners.

· Shift and rostering handled across the department and handling Agent wise demographics.
· Successfully implemented the transition of the Vodafone BBME process to Egypt to India.
· Escalating and coordinating with the Level 2 support team based in Australia.
· Leading the briefing team to ensure advisors are empowered with timely updates.
· Coaching and counseling associates to ensure the capability to meet contractual requirements in production.
Company       : IBM DAKSH
Designation   : Asst. Manager - Operations
Term              : 23rd August 2007 to 29th September 2008

· Organizing the staffing and floor operation related requirements

· Developing new projects to improve the performance of Team Members.

· Ensuring the department is briefed on all communication and conducting timely checks. 

· MIS reporting for the Team, including financial related data.

· Drafting of the schedule and agenda for the floor.

· Maintaining the SLA for the team as well as for the floor.

· Coordinating with the team leaders to check for process improvements and update

· Handling QBRS with clients to keep them informed of the business updates.

· Working on daily, weekly and monthly deadlines.

· Administering and ensuring successful implementation and logical completion of all performance improvement plans.

Company
: IGSL, Mumbai
Designation
: Team Leader - Operations
Term

: 16th March 2007 to 20th August 2007.
· Handling a team of 25 CSA’s for an Inbound voice based, 24/7 Telecom Process.

· Conduct audits, identify training needs and assist with training.

· Motivating associates through effective Management, Career Development and implementation of reporting mechanisms.

· Orientation and overview of the processes to new Team Leaders and Associates.

· Attended a structured workshop on Selection Skills providing an insight on the selection of the right candidate for a particular job profile.  

· Administering and ensuring successful implementation and logical completion of all Performance Improvement Plans.

Company
: Hutchison 3 Global Services, Mumbai.
Designation
: Lead Advisor - Operations
Term

: November 2004 to March 2007.
Special Assignments
· Assisted the trainer in conducting training sessions for New Recruits in April 2006.

· Monitored the performance of new recruits and gave them necessary feedback.

· Handled a team of 20 new recruits in January 2006, which included:

· Monitoring their performance on a daily basis.

· Providing feedback.

· Keeping them informed of Policies and Procedures of the Company.

· Conducting presentations on various topics.

· Conducted training sessions.

· Monitoring the schedule adherence, monitoring their attendance, leaves etc.

Achievements:
· Awarded as Best Asst. Manager for the quarter Oct 07- Dec 07.
· Based on strong process knowledge have taken successful training for production.
· Awarded the Best Engaging Leader (BEL) awards for 0% attrition for 2011 & 2012.
· Advance MS Excel certification from Raj Computers Academy - 2013.
Qualifications: 
· Completed T.Y. B. Com in 2008 (University of Mumbai)

· Currently pursuing PMP (Project Management Professional) Certification. 
· Trained on SAP Sales/Accounting and Ware Housing Modules.

Computer Proficiency:
· Operating System:
Windows 98, 2000, NT, XP and Vista.
· Application:

MS Office, PhotoShop, Front Page, Flash
Personal Details: 
Marital Status:
Married. 
Languages Known:  
English, Hindi & Marathi. 
Personal Interests: 
Reading. 
Gender: 

Male

Driving License:        
UAE/India (Valid)


