Professional Synopsis
· With Over 11 years experience in GSM mobile phone Service Industry Proficient at providing efficient   Customer Care / Technical Support setup and Team Management.
· Area of exposure:
Customer Care


Technical Support


Team Management
Service Operations


Logistics
/ Procurement 




· Currently associated with Celect Distribution Ltd. as Service Manager.
· Adroit at providing technical support to various installations across the countries, handling customer queries and resolving technical issues, designing, documentation, debugging & testing.

· Focused on achieving quality product and service norms by resolving service related critical issues. 

· Skilful at monitoring & motivating the workforce to enhance their efficiencies & assisting them in delivering quality services to clients. 

· Adept at identifying the client queries & resolving the same to attain maximum client satisfaction. 
· Excellent communicator with strong information analysis and lateral thinking skills as well as excellent PR, Marketing & Entrepreneurial Approach.
Areas of Exposure 
Customer Support

· Developing and ensuring customer satisfaction by maintaining excellent Turn around Time (TAT) for delivery and standard service quality norms.
· Collecting & collating data on repeat jobs/ other specific complaints & discuss the same with the OEM suppliers for counter measures.
Service Operations

· Managing Service Operations with focus on developing and implementing policies and procedures as well as streamlining systems.

· Communicating product feedback from the field to principals with focus on effectuating modifications in the products and improving product performance.

Team Management

· Imparting / organizing training programs for the service engineers to upgrade the individual skills & driving them to achieve pre planned service targets by reducing consumption of spare parts and improving quality of service.
Procurement & Logistics

· Indenting and managing logistics of spare parts and accessories with focus on reducing cost and obsolesce by skillfully maintaining minimum required stocks.
Relevant Skills & Experience 
Nov’2008-till date

Celect Distribution Limited, Nigeria
       
            Service Manager

Company Profile: Celect Distribution is one of the two national distributors and service provider for Sony Ericsson mobile phones in Nigeria, Head Office and Level3 Service Center at city of Lagos, very soon Celect Distribution will be adding some more brands to its service and distributor profile. 
Highlights:

· Responsible for overall mobile handset service operation.
· Developing Consumer warranty policies and return policies.
· Design and implement Anti-static work area.
· Procuring ESD workbenches, tools & equipments.
· Establishing nationwide service network.
· Implementation of service management software.
· Ensuring customer friendliness and customer satisfaction.
· Manage technical staff, ensure up-to-date knowledge and high motivation,
· Defining workshop procedures and workflow.
· Liaising with Principal for Warranty, Dead on Arrival, Spare Parts, and Warranty Claims etc.

· Ensure that dealers can handle basic troubleshooting, distribute Quick Fix guides.
· Handling Helpdesk and technical support to dealers and end users.
· Controlling Spare parts inventory, spare parts prices and invoicing.
· Attending technical training and conducting technical training to staff and dealers.
· Product performance and spare part consumption reports.
· Generating revenue for products not sold by Celect and products out of warranty.
· Cost management for Technical Support Department.
Apr’07-Oct2008

RPG Cellucom India Pvt. Ltd Mumbai


 Manager – Customer Care
Company Profile: Cellucom is one of the leading multi brand retailer of mobile phones and laptops in India,
Highlights:
· Responsible for setting up after sales service for mobile phones across India.

· Setting up service centers with required Anti-static workbenches, tools and equipments.
· Defining and developing service strategy and processes for service centers.  
· Handling overall service operations for out of warranty repairs.
· Procuring spare parts and managing spare parts inventory and invoicing.
· Staffing service centers with service engineers and imparting required technical training to them. 

· Coordinating with Principles and managing Dead on Arrival (DOA) handsets. 
· Monitoring Consumer warranty and return policy.
· Before leaving Cellucom, I was entrusted with the responsibility of projects manager for western Region.

· KRA’s for this role were layout design of new showroom, negotiations and coordination with vendor.

· Rolling out new showrooms with internal and external brandings.

· Maintenance of existing showrooms by awarding AMC to vendors and monitoring it.
Jul’98-Apr’06

GSM cellular phones, Safari Electronics, Saudi Arabia
                      Supervisor

Company Profile: Safari Electronics was Sole distributor and Exclusive national service provider for Motorola and siemens for Level3 repairs in Saudi Arabia, also one of three national level3 service partner for Nokia.
Highlights:

· Leading a team of over 30 Technicians and Engineers & imparting technical training programs to the subordinates regarding new products and repair techniques.

· Instrumental in setting up new service centers and collection points by Installing Software and Equipments like Spectrum analyzer, Signal generator, Oscilloscope, GSM testers.

· Providing technical support to the technicians for repairing level3 problems of Motorola, Nokia and Siemens with GSM tester and other measuring devices.

· Maintaining coordination with the Principal’s Regional offices in Dubai for resolving technical issues arising in new products.
· Handling the procurement of tools, equipments and spare parts management.
· Skillfully devised strategies to clear dead stock of phones and spare parts by renewing and reselling which inturn resulted in augmented service revenue.
Commenced career as Service Engineer with Sanmar Weighing Systems Ltd., Calcutta (Dec.’96-Jul’98)

____________________________________________________________________________________________________
Highlights:

· Supervision of installation for PC based Rail and Road weigh bridges.

· Installation and commissioning of Bulk tank weighing systems.

· Liaising with weights and measures department for obtaining certifications.

· Providing After sales service support through Annual maintenance contract.

Trainings Undertaken

Successfully undertook the following trainings to enrich the knowledge base:

· GSM Technical Trainings in Dubai conducted by Motorola – March 2000.

· Products Technical Training in Dubai conducted by Nokia – July 2002

· New Products Training & Regional meeting organized by Motorola in Sharm-Al-Sheikh Egypt Oct’03.
Education 
1995:
Bachelor of Engineering (Electronics & Telecommunication) from Marathwada University.
IT Skills

· Well versed with Windows 9X / XP, MS Office.
· Diploma in Enterprise Java Computing, C, C++, Java and Oracle from SEED Infotech Pvt. Ltd. Pune in 2001  

Personal Details
Date of Birth
:
22nd June, 1974
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