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PROFFESIONAL SUMMARY
Highly accomplished management professional with proven expertise in Operations and Customer Service. An effective people manager with great ability to motivate people and teams to achieve performance goals and productivity metrics. Cost reduction, minimizing redundant work, reducing manual work, and increasing profitability. Demonstrated proficiency in:

· Effective at managing and leading teams, managing operations and promoting merchandise.
· Dedicated to hiring top-notch sales associates and assuring that store operations run smoothly. Organized and effective at encouraging staff cooperation and productivity.

· Experience in (International & Domestic) Operations & development for variety of projects.

· Driven a team of 100 +

· Diversified exposure in Ecommerce, Recruitment, Telecom, ISP, Compliance, ITES, Real Estate & Vendor Management         

· Excellent Analytical and Problem solving capabilities and good Data Management skills  

· Self-motivated with a capability to prioritize, plan, action and implement solutions.

SKILLS

· Excellent customer service skills 



Problem Solving.


· Excellent vendor management skills     


Adaptability                             

· Excellent vendor management skills


Strong Work Ethic
· Excellent negotiation skills




Handling Pressure 
· Excellent people management skills


Time Management
WORK HISTORY
Business Manager- Operations, Jan 2016 to July 2016
Babajob.com-Bangalore, India

· Successfully lead Operations 

· Constantly working towards optimization of sales by consciously monitoring and evaluating the success of process

· Continuous improvement of operational sales service process to ensure productivity growth 

· Preparing training modules for effective cross selling and upselling activities 

· Manages the hiring, staffing, training, and maintaining of a diverse and effective workforce.

· Responsible for career development and planning, performance and pay discussions of team members.

· Focuses on influencing and delivering a positive customer experience according to standards and vision.

· Supervised team will generally perform multiple tasks and possess a variety of skills and/or knowledge.

· Focuses on influencing and delivering a positive customer experience according to standards and vision.

· Responsible for specific projects that span multiple teams
· Leading Customer Service team for after sales campaigns of across India 

· Improved customer service quality & service results by studying, evaluating, and re-designing processes; establishing and communicating service metrics; monitoring and analyzing results; implementing changes.

· Helping the Operation team to enhance their performance by ensuring concerned team publishes weekly/ monthly reports in terms of Audit performance, training need analysis, DSAT Analysis.
Achievements & Initiatives:

· Redesigning process and cost reduction. 

· Improved performance metrics from 23% to 85 % 

· Reduce shrinkage by planning roster more effectively.
Manager- Operations, Nov 2014 to Dec 2015

Karout.com-Bangalore, India

· Providing Voice, Non-Voice and Email Services

· In customer services and sales domain

· Conduction periodic performance analysis and recommended solutions for attention needing areas

· Achieving revenue and Profitability targets 

· Achieving high employee satisfaction 

· Driving C-SAT , AHT Reduction, Return Management , Customer Escalation and On Call Resolution

· Negotiated contracts and commercials with suppliers and manufacturers resulting in improved sales and compensation.
· Worked on all market places, Catalogs, Pricing and listings for e-commerce retailers.

· Established abandoned cart email strategy and proactive chat to assist customer place order.

Achievements & Initiatives:

· Implemented on call resolution for customers

· Implemented instant refund policy (IMPS)

· Promoted as Manager Operations

Team lead- Operations, Oct 2012 to Nov 2014

Flipkart.com-Bangalore, India

· Ability to set the vision, direction, and culture of the team by managing individual and team performance expectations and goals, monitoring real time service levels and schedule adherence, and holding the team accountable for meeting and exceeding performance targets

· Manage workflow, handle escalations, proactively engage resources to address issues and effectively delegate workload across the leadership team

· Identifying and eliminating root cause barriers to accuracy, productivity, and quality

· Working on several projects (OCR/Escalation/AHT)

· Developed Knowledge base for customer service team

· Developed techniques of each customer service representative to drive CSAT & OCR

· Responsible for reviewing and conducting permanence appraisal 

Achievements & Initiatives:

· Awarded Best Team Lead Aug14 / Sep14 / OCT 14 

· Awarded for Best CSAT score for 3 consecutive months (Jun / July & Aug 14) 

· Awarded for creating knowledge base for Customer service team
Assistant Manager- Operations, June 2010 to May 2012

Concentrix -Bangalore, India

· Ensure Service Level Agreements for the process are met as agreed upon with the client 

· Identify causes for non-achievement of Service Level Agreements, develop solutions and implementing

· Review and analyze performance reports against targets on a weekly/monthly basis with Team Managers and with client and investigate causes for performance deviations 

· Responsible for attrition management and arranging for backfills on a timely basis 
· In multiple languages (Domestic & International)

· In B2B and B2C segment 

· Across multiple geographies

· Drive quality and process improvement initiatives such as ensuring continuous improvement Provide reports on the process metrics and employee performance to the Top Management 

· Conduct regular meetings with the support teams namely, Training, Quality & Technology to achieve SLA
· Managing multiple projects includes International & Domestic.

Achievements & Initiatives:

· Awarded as Unsung hero  

· Promoted as Assistant Manager Operations

· Best Team Lead Operations

Senior Team Lead - Operations, April 2009 to July 2010

Spice Bpo -Bangalore, India
· Monitor random telephone calls to assess and assure quality, accuracy and efficiency.
· providing effective feedback, coaching, training, professional development and corrective action

· Coordinate the interviewing, hiring and training of customer service representatives.

· Developed a CRM system and call scripts to facilitate the efficient management of call volume.

Achievements & Initiatives:

· Promoted as Senior Team Leader Operations

· Certified as Best Team Leader Operations

· Certified as Top performer for the month of Oct’09

Supervisor - Operations, July 2007 to Feb 2009

Dialog Inc -Bangalore, India

· Responsible for negotiations on commercials with vendors

· Managing staff of 9 members

· Provided excellent customer service on over phone.
Senior Customer Service Associate   - Operations, Aug 2004 to June 2007
ICICI One Source-Bangalore, India

· Handled escalation calls of resources requiring supervisory intervention in the capacity of process expert.

· Certified as the Saves (Retention) topper for the month of December 2007.

· Certified as the best performer the year February 2005 to March 2006

· Certified as the Quality topper for the month of August 2005

· Certified as best agent for the year February 2005 to March 2006.

· Assisted Managing Directors Team handling high level complaints.

· Assisted Team Manager’s on Team Leader callbacks & Escalation’s
· Assisting Operations on floor as Floor Support & Conducted refreshers training for all new teams.

                                                                                    EDUCATION
Bachelors of Commerce,2004 

Madras university                   
                                                                      ACCOMPPLISHMENT 
· Saved company 3% per year by creating improved vendor sourcing and negotiations procedures.

· Introduced 10 days Sell out policy, by which company did not have to invest for stock and saved revenue 

· Created knowledge base for entire customer service team, which increased the agent call handling capacity and reduced the AHT 5 minutes to 3.5 minutes & abundant 7% to 3%, which enables to answer more of callers

· Introduced IMPS facility for better customer experience and instant refund policy.

· Implemented on call resolution, which resulted less % for repeat calls. (Better customer experience good CSAT scores and much effective call handling capacity)
