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Troy






C/o - Mobile no. +971 501685421

E-mail – troy.377617@2freemail.com 
~ Professional with more than 9 years of experience in ~
-Operations Management


-Team Management
- Process Management

-Training/ Skill Development




-Collections Management
A result-oriented leader with expertise in devising strategies aimed at enhancing overall organizational growth, sustained profitability of operations and improved business performance. Experience in functioning as an escalation gate to resolve critical issues of the team members. Possess excellent interpersonal, communication & organizational skills with proven abilities in team management, customer relationship management & process management. Expertise in managing operations resource management, attrition, etc. In-depth understanding of operations, working with clients weekly/ Monthly/ Quarterly/ annually to understand the requirements.
Key Deliverables
Operations Management 
· Framing work direction and plan for the associates after thorough assessment of their capabilities.
· Preparing & presenting various weekly/monthly MIS reports pertaining to process and productivity. 
· Implementing systems and procedures to achieve maximum efficiency in various operations; spearheading process improvement initiatives.
· Setting up targets, SOP & SLA and maintaining CTQ (Critical to Quality) targets.
· Auditing the accounts and generating reports for tracking and ensuring adherence to the procedures. 
Process Management
· Mapping business requirements & coordinating in developing & implementing processes in line with guidelines.
· Undertaking responsibilities of removing unnecessary procedures in processes.
· Monitoring the overall functioning of processes, identifying improvement areas and implementing adequate measures to maximize customer satisfaction level.
· Conducting internal process audits & process reviews for ensuring strict adherence to the process parameters/systems as per defined guidelines.
Collections/ Sales &Customer service Management
· Managing & developing agents to ensure collections/ customer service from delinquent customers. Managing and establishing terms of payment as well contacting people by phone or letter to inform them of an unpaid account. 
· Monitoring collections & recovery processes, devising and setting up new processes & procedure for improvising collections/ customer service& recovery time.
· Defining service standards and guidelines that serve as benchmark for excellent service delivery. 
· Handling Talk-Off’s/ escalations and helping agents in collection/ customer service.
SLA Management
· Ensuring that the team members are diligently adheringto the company policies related to quality and compliance. To report any non-compliance to Quality management team. 
· Coaching the team members to ensure that they are professionally confrontational on all calls. 
· Regularly reviewing, documenting and updating process manual in adherence to SOW (Statement of work).
Team Management
· Conceptualizing need based training for developing multi skilled work force within team for optimum efficiency.
· Generating excellence through team building, motivating & sound man-management skills.
· Identifying and developing high potential staff as a backup & succession planning.
Employment History:
Altisource India Pvt. Ltd.
Duration: 13thNov’14 – 31st Jan’18
Designation: Sr. Team leader – Operations
Client – American Express (Outbound/ Inbound)
Team Size: 21 - 25associates. 
Job Responsibilities:
· Monitor individual performance and providing timely /specific feedback to individuals in a constructive manner.
· Ensuring that staff training is a continuous process with emphasis on ongoing changes and development.
· Nominated for the ‘Power of Green’ by the client “American Express” across all agencies around the globe. Power of Green is one of the prestigious award given to team leaders and agencies based on their performance for the calendar year and only 1 gets nominated from each site.
· Ensuring that the team members are diligently meeting the company policies related to quality and compliance. Reporting any non-compliance to management.
· Achieving key metrics every week (AHT, CSAT scores, Revenue/login, ASP, Conversion, etc.)
· Coaching and providing feedback to the team members to ensure that they are professionally confrontational on their profile.
· Reviewing account and giving feedback/ instructions to team Members.
· Identifying and developing high potential staff as a backup.
Lester info. services Ltd.
Duration: 7th Jan’13 – 7th July’14.
Designation: Sr. Team leader – Operations
Team Size: 18 - 21associates (1 Quality analyst, 1 Team coach exclusive). 
Job Responsibilities:
· Managing shrinkage due to absenteeism (team wise).
· Ensuring attrition is within permissible limits (team wise).
· Monitoring productivity of team and identifying opportunities for development.
· Conducting review sessions to provide feedback for improvement and coaching the team accordingly (with special focus on bottom quartile segment). 
· Preparing weekly roster for agents. 
· Barging in on calls to gather data for coaching and feedback.
· Conducting interviews for new hire in the team. 
· Interacting with team members to build relationships and handle escalated calls.
· Ensuring team productivity by optimally managing breaks.
· Analyzing reports from software team on missing incidents and remote fixes.
· Generating excellence through team building & sound man-management skills.
· Maintaining the shrinkage for the team.
· Attrition target to be met for a quarter.
· Achieving revenue targets for the month.
· Achieving key metrics every week (AHT, CSAT scores, Revenue/login, ASP, Conversion, etc.)
· Ensuring that the team members are diligently meeting the company policies related to quality and compliance.
Altisource India Pvt. Ltd.
Duration: 21st Aug’09 – 27TH Dec’12(3yrs. 4 months)
Designation: Team leader – Operations
Client– American Express
Team Size: 19 - 21associates. 
Job Responsibilities:
· Ensuring that the team members are diligently meeting the company policies related to quality and compliance. Reporting any non-compliance to management.
· Generating excellence through team building & sound man-management skills.
· Reviewing account and giving feedback/ instructions to team Members.
· Identifying and developing high potential staff as a backup.
· Monitor individual performance and providing timely /specific feedback to individuals in constructive manner.
· Auditing and generating reports (S.O.P., decks) weekly/ monthly for the process.
· Providing performance highlights based reports to clients against competition.
Epicenter technologies Pvt. Ltd.
Duration:  Oct‘08 – July‘09.
Designation: Team leader – Operations (Oct’08 – July’09)
Project: Client – Alliance Data
Team Size: 12 - 16 agents.
Job Responsibilities:
- To ensure that all Client SLA’s are met and maintained
- Responsible for daily optimal floor staffing.
- Regular coaching and feedback to Team Members on an individual basis.
- Adherence to Quality standards defined by the clients.
- Daily/Weekly/Monthly interaction with Clients to determine progress.
- Achieving key metrics every week (AHT, CSAT scores, Revenue/login, ASP, Conversion, etc.)
- Allocation of Incentives and AGP’s to team members on a monthly basis.
- Screening and Selection of New Hires for Product Training.
- Confirmation of New hires after a 6-month probation period from DOJ.
- Generating excellence through team building & sound man-management skills.
- Reviewing the audit feedbacks suggested by the Client.
- Employee Retention. 
- Schedule Adherence.
Designation: Senior Customer Relationship Associate (SCRA)
Duration: Oct‘06 – Oct’08.
Project: Alliance Data
Key Milestones and Initiatives:
Identify process improvement opportunities using six sigma & DMAIC as an approach and Methodology.
DMAIC Project on Quality Opportunities %, Kept %, Avg. payment size.
Education Qualifications:
1) Diploma in Electronics – Don Bosco Institute of technology.
2) H.S.C. - St. John the BaptistJr. College, Thane.
3) S.S.C. - St. John the Baptist high school, Thane.
Additional Information:
Nationality: Indian
D.O.B.: 13th Oct’85
Marital status: Married.
Yours sincerely
 (Troy)

