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KRISHANU 
Whatsapp +971504753686 / +919979971283, krishanu.366487@2freemail.com 
Summary

Highly successful in defining company direction, achieving goal and optimize the business whilst delivering the highest standard in the competitive Financial & Retail (Fashion & Electronics) sector. Also skilled in optimizing team potentiality through the management training and development, a bright, self-motivated, individual and an open enthusiastic communicator with a firm belief in leading by example. Commercially, aware and highly successful in driving business forward whilst delivering high retail standards, through, increasing sales performance & business development skills.

Notable Accomplishment:
· ‘Best performer’ recognition during 2017

· More than 11% retention via OTM (Bank Muscat campaign) during 2014-2015,

· More than 2000 customer awareness (Bank Muscat campaign) during 2014-2015,

· Introduced a new process to maintain the effective FTE,

· “CEO Employee of the quarter for the Q4 FY 13-14”,

· +65% growth given (year on year) in Electronics accessories division during DSF 2014 in Deira City Center Jumbo,

· Over all accessories turn-over growth given +50 to +75% since Dec’13 to Jul’14,

· “Outstanding Achievement” for “Most Enterprising Manager” for the FY 2011&12,

· Highest shrinkage control - System vs. Physical stocks reconciliation (0.02%) Across the Nation during  2012-13,

· “Certification of Appreciation” for “Best Manager Feedback & suggestions” for the FY 2011&12,

· Nationally 2nd highest as per the business volume & Profitable store across the chain for the FY 2009&10,

· Best ADM with the best team award in the month of Mar’10,

· Best TL award in the month of Sep’07

Experience
SME Global Contact Center & FNOL Support for AIG MEA



Jan’17- Sep’17

· Actively involved with consolidating, analyzing, and synthesizing large amount of financial and non-financial information from numerous suppliers,
· Preparing high-quality monthly and quarterly reports, dashboards and presentations in a timely and to the different stakeholders of the Decision Support Group
· Improve and re-engineer reporting processes and deliverables to create consistency and efficiency during month-end and quarter-end cycles,
· Supporting consolidated planning process, including investigation of trends, model projections, sensitivities, metrics and preparation of presentation decks
· Initiating improvements by exploring, identifying, and implementing reporting, analysis, and process solutions
· Works closely with the business unit and team-mates to ensure a smooth reporting and planning process, assisting in ad hoc requests as needed,
· Participates in team cross-training to establish back-up and improvement of processes handled
· Responsible in training new resources within the team and in conducting quality checks on the team’s work in certain circumstances
· Provides support to the Management for administrative reports and also represent the team in management meetings on behalf of the Manager as needed
Supervisor Global Contact Center & FNOL Support for MENA at AIG 


Jan’17- Sep’17
The role of ‘FNOL team supervisor’ involves leading, motivating and supporting the team to successfully deliver an outstanding level of service. Oversee and accountable for the technical and financial control within the team and this include driving a high performance culture within the team, with the continuous improvement of behaviors for all staff. Strong people management and communication skills are a must.

Responsible for adhering to all the company's procedures and policies in relation to the identification and management of potential conflicts of interest and for the fair treatment of customers, and will ensure they follow the systems and controls operating to ensure about all relevant industry and regulatory legislation.

Skills and experience:

· Expert people manager with proven experience of managing and leading teams in a service-driven environment is essential for this role

· Strong aptitude for coaching and developing others to help them achieve their potential

· Courage to challenge poor behaviors/attitudes that do not deliver service excellence

· Extensive experience of achieving proven results against KPIs

· Experience of initiating and delivering positive change through values and behaviors

· Detailed knowledge of appropriate product lines

· Ability to correctly interpret policy cover, and assist others to make the correct decision

· Enthusiasm and passion for strong customer service

· Strong analytical, verbal and written skills

Skills & Knowledge:

· Excellent call handling ability

· Timely and accurate keyboard skills

· Sound technical / product knowledge

· Excellent spoken and written communication

· Excellent organizational skills

· Sound knowledge and technical ability of MS Office 2010
Global Contact Center & FNOL Support for MENA at AIG 



Oct’14 – Dec’16
Having experience individual to work within the Policy Servicing & FNOL Team and responsible for contributing to the processing of post policy administration and handling enquirers in relation to policy Servicing to meet with the agreed service level, accuracy and company requirements:

· Handle incoming enquirers and servicing issues on policy servicing matters.

· Handle policy servicing transactions – 

· screening of policy servicing requests, 

· follow up on outstanding requirements,

· prepare endorsement (if any) and notice to policyholders, 

· Perform quality check and maintain record of policy servicing transactions.

· Working towards being technically competent in all areas of policy servicing.

· Service Standard Commitment – assist to achieve the required service standard for policy servicing and claims.

· Supervise and provide training and guidance to team members.

· Problem investigation and provide feasible & fit for purpose solutions to the Management level.

· Assist to identify process improvement requirements and participate in user acceptance testing where applicable.

· Assist in producing necessary operations reports and analysis for management information.

· Ensure regulatory requirements are adhered to (including TCF & DPA).

· Perform ad-hoc projects/tasks:

· MI analysis,

· Performance analysis,

· Trend analysis,

· Escalation priorities,

· Customer Service & retention,

· Call and Email quality,

· Team leadership and motivation,

Section Manager at Jumbo Electronics 






Feb’13 – Aug’14
Department Manager at Indus League Clothing Ltd




Apr’11 – Jan’13
Assistant Department Manager at Indus League Clothing Ltd



Sep’09 – Mar’11 
Team Leader at Pantaloon Retail India Ltd 





Jan’07 – Aug’09 

CCA at Shoppers' Stop ltd 







Dec’04 – Dec’06 

Skills & Expertise

Customer Service & Retention, Inbound  sales, Complaint Management,  Leadership & Team Management, Retail & Store Operations, Training, Inventory Management, Business Planning, Data Analysis, Policy service & management, FNOL, Call Quality, Call Centers/ Contact Center operations, Call Monitoring, Call Routing, Email Quality, Extended Warranty, Bilingual Communications & Business Process Mapping
Languages

· Bengali
 

Native or bilingual proficiency
· Hindi 


Native or bilingual proficiency
· English 


Professional working proficiency
Courses

· University of Calcutta 
Bachelor of Applied Science (BASc), Economics, 2001 - 2004

· DoEACC

Computer application and programming- O-level, 2001-2003
Projects

Customer retention program via OTM channel

December 2014 – September 2015 
Process to maintain the effective FTE

August 2015 – September 2016
Customer awareness about the pantaloons in-house brands

September 2012 to November 2012

	1. I give my consent for the Company to obtain and verify information from or with any source, as you deem appropriate for the assessment of my application for employment. 

2. I declare that all information given by me in this application for employment and any sheets attached hereto are true to the best of my knowledge and I have not willfully suppressed any material fact. I accept that if any of the information given by me in this application is in any way false or incorrect, my application may be rejected, any offer of employment may be withdrawn or my employment with the Company may be terminated summarily or I may be dismissed from the Company. 


Signature:





 Date & Place:
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