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C/o-Mobile:  +971505891826, Email: sunil.377181@2freemail.com 
Professional Profile

A result oriented professional with 13+ years of cross-functional experience in the areas of Analytics, Customer Service, Business Operations, Sales and Marketing, Post-Sales support and Translation in German Language.A fast learner with exemplary communication, interpersonal skills with the ability to collaborate with staff at all levels.
Academic Credentials

· Pursued MCA, MSC(IT) and PGDCAfrom Punjab Technical University, India 2002 – 2005.

· Pursued B.Comfrom Delhi University, India 1999 - 2002.
· Pursued German language course from Volkshochschule and Prolingua (Frankfurt, Germany)1999 - 2000
















Career Highlights

IBM India, Gurgaon         




             June’13 – Oct’17
As SMA (Sales Management Advisor) - German Language
Sales Management Support (DACH Region):
· Responsible to provide end-to-end seamless integrated support to sales leaders, enabling them to achieve sales revenue, profit and growth objectives for IBM products, solutions and services through business analytics, sales pipeline management, revenue forecasts, weekly sales calls management and by acting as a focal point to provide advisory services.
· Providing meaningful Insights and business analysis by working within various reporting systems to stakeholders.
· Interacting with the Budget team and assigning the Budget for the team on Quarterly basis.

· Helping the team with the financial numbers for a particular period comparingTarget vs actualand highlighting Gap if any for the Quarter.
Environment:  BI Cognos, Sales Connect,IBM Watson, MS Office
Agilent Technologies, Gurgaon



June’07 – May’13


As CSR (Customer Support Representative) – German Language

Support Agreement Process (DACH Region):

-   Handling Quote to Cash process.

-
Preparing Quotations in German for the customers who require post sale support for the Agilent Instruments.

-
Booking and activating the contracts in Siebel once the PO is received.

-
Working closely with the Sales representative for all timely renewal contracts.

-
Interacting with the credit manager and taking necessary approvals for all the poor credit customers before booking the contract in the system.

-
Working with the contracts team for fixed discount to be given to the customer.

-
Working with the customer master data team for any customer name change or address change.

-
Closing all invoice disputes raised by the Credit and Collections team.

-
Following up with the Inter Department i.e. Service Engineer and Customer contact center for timely delivery of services.

-
Ensuring green metrics in quality and TAT thereby maintaining consistent customer satisfaction.
-
Responsible for maintenance of the SOX reports.
-
Direct internal communication and requestor interaction.

(Demanding fluency of German language - both written and spoken) 

-
Training the new members of the team to get them equipped with the process
Sales Consumables Process (DACH Region):

-
Handling Quote to Cash process.

-
Booking and activating the contracts in SAP once the PO is received.

-
Working with the CMD Team and Contracts team.

-
Closely working with the Factory for all non-delivered items and DEFOA (Defect of Arrival) cases.

-
Single point of contact for our resellers

Environment:  Windows XP, SAP, Siebel, Oracle, Filenet, Spirit II, Data Archiever.
Hewlett Packard, Bangalore                         

                                    April’05 – May’07

As Senior Process Associate worked with the APNI(Accounts Payablenon-inventory) Germany team where we processed the invoicesand booked to the correct expense account.
Managed the following functions:

-
Following up with the requestor for any mismatch between the invoice received and the PO.
-
Calling vendors in Germany for details such as asking for corresponding invoice or               corresponding invoice number for the credit note received. 
-
Confirming the name and address change of the vendor and changing it in the Database.
-
Sending business letter in German to the vendors (RTV) with the reason as to why HP can’t pay their invoices.
-
Creating internal credit notes and sending them to the vendors.
-
Doing ADHOC translation as and when requests are received.

-
Training the new joinees to get them equipped with the process.
-
was SME (Subject Matter Expert) for the process and worked with Quality team in preparing the training documentation.

-
worked cross-functionally with other teams such as Order Fulfillment and VPOM.
 -
used to conduct regular meetings to resolve team and process issues. Documented the minutes of the meeting and CAPA in the team share drive.
     -
Ensuredstrict adherence to the service level agreements and standards.
Environment:  Windows XP, SWAN, SAP

IBM Daksh















Mar’04 –Feb’05
As Specialist Customer Support
· The work at IBM Daksh involved pre-sales and post-sales support for customers of Amazon.de
· The Specialist Customer Support had the assignment to respond to the entire site’s technical or product catalogue customer queries in German, or rarely in English as was required. 

· I was known for my speed, accuracy in the process and knowledge of the catalogued products.

· Also in terms of customer satisfaction my scores were amongst the highest achieved in the process.
Freelancer – GermanSupport












January’04
As Freelancer worked for a B2C and B2B project for a month where 

· Calls had to be made to Germany to variety of customers and Clients. 
· Needed to maintain call records and follow-up comments in an Excel sheet.
Achievements

-
Appreciations received from the Sales Leaders in IBM for the Insights and support provided which helped them in forecasting and achieving their Targets Quarter on Quarter.
-
Management appreciation for contributing and implementing process simplification 
techniques and also to provide good training to new joiners. 
-
Appreciation mails received from business partners.
-
Appreciation mails and the feedback regarding my completion of work in the given timelines.

-
Got Bronze award certificate for quality consistency in HP.

-
Got a certificate of “Consistent Performer” for performing consistently in HP.
Strengths

-
Good knowledge and exposure to Management – Processes & People, Transaction Processing concepts from organization’s point of view.

-
Good organizational, analytical, and interpersonal skills.

-
Disciplined, dedicated and hardworking with an ability to adapt to changing work cultures and environs.

-
Ability to manage a team – train, motivate, encourage and mentor team members.

-
Good knowledge of Microsoft Office Tools.

-
Good Computer skills.
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