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Personal Information

Name: 



Jaya

Educational Qualifications: 
BA Hons. (English Literature- Delhi University)

Hobbies:


Stained glass painting & cooking

Strengths:                                  Good interpersonal skills, ability to multi task and work under extreme pressure to meet strict timelines


Work History
April 2015- Present: RTG (Dubai)
Designation: Country Manager and Bid Lead   (Dubai, Abu Dhabi Sharjah, Oman, Bahrain, Qatar, Sri Lanka, India & Indonesia) 

· Take Lead Role in Design & Estimation of all Bids that gets approved in the Bid-No-Bid 
· Working on global bids
· Work closely with the Sales team/Vertical leadership team
· Capture the bid/no-bid process and work across all functions to obtain the necessary approvals within the bidding time cycle
· End-to-End Bid Management & Pre Sales
· Manage virtual bid teams and inputs from a variety of stakeholders, typically involving contributions from sales, pre-sales engineering, procurement, services teams, finance and legal.

· Business Development & Account and project management

· Managing Operations and service delivery for Dubai, Abu Dhabi wing of the organisation

· Visa Processing-Inbound and Outbound

· Website Development

· Training Corporates-onsite &remote
· Research and Analysis

· Repository & document management

· Responding and Quality checks of Global proposals 
· Domain handled: Travel and Leisure
· Handling client Visits
· Collateral Management    
· Client presentations
· Product / Software demonstrations on site and remote
· Data Analysis
· SLA Management
· Conducting trainings
· P&L Management   
· Contract Pricing and Stake holder management
· Calendar Management and Administrative assistance for the CEO and founder
· Hiring & onboarding of new candidates
July 2014- April 2015: SoftwareONE GSDC (India)
Designation: Service Delivery Leader- Proposals & Bid Management                                                              Current Role/Team: Pre- Sales & Transitions & Solutions Team (Team of 9 Bid Specialists)
Principal Responsibilities: 
· End-to-End Bid Management & Pre Sales
· Responding and Quality checks of Global proposals from 18 Federations and 84 countries
· Domain handled: Software Licensing & Software Portfolio Management
· Handling client Visits
· Collateral Management
· Repository Creation and Updation of Proposal Library
· Team & SLA  Management
· Handling Escalations
December 2007-July 2014 WNS Global Services
Designation: Manager, Presales and Bid Management BFSI
Current Role/Team: Pre- Sales & Transitions & Solutions Team 

Principal Responsibilities:

· Prepare proposals according to client specifications and the company's delivery capability; Liaise with departments for gathering required information within set timelines

· Compile RFI (Request for Information)/ RFP (Request for Proposal)

· Conducting webinars, conference calls with prospects/clients

· Manage client collaterals for content building. 

· Manage client visits, remotely and onsite.

· Responsible for market research and preparing required reports 

· Conduct regular industry research involving market research, mapping of potential clients search, collating prospects information, company profiling, database on contact information and maintaining daily and weekly reports of the same. 

· Coordinate between the front-end sales team and the management at the Indian site.

· Prepared whitepaper “Mortgage Industry Research” on US Mortgage market 2006, “Outsourcing models” “Switching Vendors” and “How Reconciled is Reconciliation”
· Responsible for timely updating various Sales Databases for the company

· Responsible for preparing weekly Newsletter to keep the senior management abreast with the mortgage industry

· Prepared Reports on US Mortgage Market such as: Mortgage Technology Vendors and Technology Products, Acquisitions & Mergers (Mortgage Banks in US), Mortgages in Canada, BPO Banking in India, Auto Loan Market in US, UK Mortgage Market 

· Ensure that all RFP's/RFI's/RFQ's meet the customer timelines and quality standards 

· Research responses to RFP's/RFI's/RFQ's so that they are in sync with the customer requirements 

· Writing business proposals, quotations, preparing collaterals and presentations 

· Relevant domain experience (Insurance , Banking & Financial Services, Utilities, Retail, Finance & Accounting) 

· Ability to understand complex functions and use them appropriately 

Experience with WNS: QAL for Centrica Correspondence

· Perform quality monitoring

· Assess training needs, training opportunities for new hires and existing staff thru quality monitoring

· Work with Training team to ensure any changes or skills gaps highlighted through listening are bridged

· Analyze customer complaints - listen to calls - and provide feedback

· Ensure that the % variation in Quality Scores is within the specified limit during all Quality Audits

· Evaluate transactions to meet daily and weekly target

· Ensure Agents are evaluated on Product Knowledge and provide feedback to achieve product knowledge scores

· Effectively comply with and consistently follow the processes, procedures, standards and rules of Quality and the organization

· Ensure that all process quality specific reports are prepared and passed on to the supervisor as per the agreed schedule

· Identify areas of improvement and work towards it as per the agreement with the Process Manager

· Ensure feedbacks are given on timely basis

· Calibrations internal & external

· Weekly and fortnightly calls with the customer onshore

· Preparing coaching plans for bottom performers



October 1998- December 2007: GENPACT
Designation: Senior Process Associate -Genworth Long Term Care (Post Decision team)

Principal Responsibilities:

· Processing and performing Quality Checks on policies processed by the Team

· Process trainer for all new hires

· Working on six sigma tools for defect analysis of individuals and teams

· Working on Six work types

· Formulated the productivity tracker for the process

· Maintaining the Accuracy tracker for the team

· Making monthly dashboards and control charts for the process

· Mentoring new hires in the process

· Publishing the monthly news letter for the process

· Submitting new ideas for process improvement

· Responsible for fun, interactive, team building and birthday activities in the process

· Collating and forwarding escalation cases to the customer EOD/EOM

· Handling updates and refresher trainings for the team

· Active participation in lean idea implementation and COPC audits

· The MIS SPOC for the process

· Handling escalations from the home office and broker/career agents

· Handling conference calls on a weekly basis for process updates

· Providing Cross Training to Process Associates to handle High Volume Situations and reduce Idle Time.

· Cross-trained for gaining expertise in multiple departments.

· Conducting wing to wing training from one process to another process.

· Keeping track of second pass errors from customer.

· Sending call data to customer.

· Maintaining escalation tracker for entire team.

· An HR Representative for the process involved in handling HR & Payroll related queries of the team members

· The Fun SPOC for the process responsible for conducting Friday fun events and various other interactive activities for team synergy

· Formulated the Productivity & Accuracy tracker for the team

· Formulated the Leave tracker for the team

· Formulated the EMS tracker for the team and shared it as best practice across two processes

· Taking conference calls with the client in US regarding any discrepancy or issue

·  A member of the Reward & Recognition deciding team

· Preparing incentive amounts for the team based on the incentive grid structure

· Coaching and mentoring new hires to bring them up the learning curve



June 1999-June 2005 GE Long Term Care Policies (New Business)


· Processing of Long Term Care Policies

· Performing Quality Check on policies processed at India site

· Imparting process training to new hires

· Making weekly& monthly Dashboards & quality charts for the process

· Making Power Point presentations for training

 Oct 1998-June 1999: GE Mortgage Insurance

· Processing of mortgage, non-mortgage insurance applications forms received from the US

·  Performing Quality Checks for processed policies


April 1997-Oct 1998 Ashray(DSA of ANZ Grindlays Bank-Assets & Liabilities)
Designation Office coordinator cum Supervisor -Tele-marketing
· Was involved in the pre and post disbursal activities of Home loan & Personal applications of ANZ Grindlays Bank

· Was the SPOC for the bank and the customers regarding loan processing

· Was handling a team of 4 telecalling executives

· Allotting daily and weekly targets to callers

· Conducting new hire training - product contextual as well as soft skills

· Was responsible for smooth functioning of the office in terms of rostering and leave tracking

· Was also actively involved in conducting off site picnics and dinners

· Mentoring new hires

· Maintain the revenue generated and Targets met for the company

· Handling difficult and escalation calls


Jan 1997-April 1997 TIMES BANK Delhi
Designation Customer service executive


· Opening new accounts at the branch

· Explaining and convincing walk in customers about the new products offered by the bank

· Booking FDs for the customers

· Handling ATM card delivery and giving customers Demonstration of the same

Operating System Knowledge

MS Office, Power Point MS Excel ,MS Word, Outlook ,Minitab (advanced)


Trainings Attended


· DMAIC training for optimizing statistical tools for business analysis

· Minitab (quality tool)

· YLDP - Young Leaders Development Program at GE Capital

· Yellow Belt Training-Quality

· Training in American Insurance products - servicing and general laws

· Attended various Insurance and Corporate training sessions conducted by GE's official trainers like

· DSE program -Developing Self Excellence

· Coaching and mentoring

·  Email writing skills

· Communication skills

· Call taker excellence

· Voice and accent neutralization

· Time management

· Conflict handling

· Conference call essentials

· Train the trainer workshop

