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Handled assignments in Sales & Customer Operations, Billing, Credit Control & Collections Management, Relationship Management and Internal Audits with telecom companies, financial services and service industry. 

Professional Overview

· A dynamic professional with more than 20 years of quality experience in Sales &Customer Operations, Internal Auditing, Billing, Credit Administration, Recovery Management, Delinquency Management, Retention & Relationship Management.

· Responsible for Sales Operations Activity such as customer acquisitions, service provisioning, product testing before launch and systems & operations support to all channel operations.

· Responsible for all internal Audit reviews related to Sales operations, Billing, credit administration, recovery management, and delinquency and retention management of B2B & VIP accounts.

· Review the process compliance for the above functionalities and access the internal controls in place.
· Possess overall accountability of credit risk management with specific responsibility of credit proposals (including credit to small / medium industries and corporate).
· A result oriented leader with proven expertise in leading delinquent accounts, recovery planning, effectuating risk policies, managing wide risks and implementing mechanisms to mitigate risks. 

· Demonstrated skills in team supervision and relationship management as well as exceptional communication abilities cut across the organization and accomplish targets.
WORK EXPERIENCE
Operations

· Sales Operations: Support to different channels in their day to day operations in terms of systems and operations. Handling end to end B2B operations from customer activations and customer life cycle management. Responsible for updating all front end POS systems for efficiently running the business as per SLAs. Implemented Seibel CRM systems which has improved the efficiency of the agents in the POS locations and tremendously improved the customer servicing time thus increasing CSAT survey results and increased sales.
· Customer Administration; Evaluating Customer Acquisition forms/proposals and approving product/service after appraising the status of individual and corporate clients after considering financial, legal and technical aspects. Requests orders received from existing customers are verified for customer quality and requests from new customers are appraised based on pre-set qualification criteria. Handling post approval activities encompassing account opening & closure, payment postponements, rehabilitation & restructuring, processing of release letters & disbursements. Conducting audits for continuous improvement in credit portfolio, identifying early warning signals of sickness of an industrial unit, recommending measures to be adopted for turnaround especially in respect of select large accounts. Responsible for Billing, Credit control, Fraud Management, Compliance Audits Dunning and finalisation of segmentation.
· Collections Management; Designing and implementing collection strategy, techniques and procedures for front-end, mid-range, hard-core collections and legal actions. Reviewing the collections strategy regularly and training Collection Manager to ensure that the collection techniques change with the change in the legal and economic situation. Monitoring of Customer accounting, Reconciliation of collection a/c’s with various banks, Processing files & dockets within TAT (Turn around time), at the same time focusing on growing the location in terms of volumes & value. 

· Customer Relationship Management; Servicing of Corporate & retail clients from Customer Acquisitions, their monthly billing & timely collections as well as following up on outstanding bills form defaulting clients. Attending customer complaints & issues & ensuring quick resolution of these issues so, that they would not affect the collection process.  

Team Supervision 
· Leading & monitoring the performance of team members to ensure efficiency in operations and meeting of individual & group targets.

· Imparting training to agencies & in-house team to implement audit norms and policies as per Banking/Telecom Industry guidelines and ensuring strict adherence to various norms.

Organisational Experience 

· Was working with Ooredoo Telecom, Kuwait as Senior Manager- Sales Operations from April 2011 till Dec 2014.
Support to different channels in their day to day operations in terms of systems and operations. Handling end to end B2B operations from customer activations and customer life cycle management. Responsible for updating all front end POS systems for efficiently running the business as per SLAs. Implemented Seibel CRM systems which has improved the efficiency of the agents in the POS locations and tremendously improved the customer servicing time thus increasing CSAT survey results and increased sales.
· May ‘10 – April 2011 working as Consultant for a leading BPO Company in setting up of a Call Centre, Tele calling, Telemarketing, Customer Acquisitions and Report Development. 
Developed and streamlined the operations and developed several process documents, Reports and SLAs.
· July’08-Dec ’09 with DUBAI WORLD TRADE CENTRE, DUBAI as Credit Manager.
Achievements: Developed Customer Acquisition Process, Credit Policy and Procedures for DWTC and updated the AR Policies and Procedures. Developed SLA’s for different Business units and monitoring its operations and its reporting on a monthly basis. Also developed several reports in Customer Acquisitions, Billing, Segmentation and Collection Performance.
Apr’07 – Dec ’07 with Vodafone Essar South Ltd. Bangalore as Senior Manager- Credit & Collections, Karnataka, India. 

Achievements: Developed and lead a strong 38 member team in the areas of Customer Acquisitions, Billing, and Credit control, Fraud Management, Collections and Customer Accounting. Implementation of the National Credit Policy and monitoring its implementation at all levels. Reduced the bad debts from 4% to 1.50%.DSO brought down from 18 days to 12 days.
Apr’04 – Apr’07 with Reliance Communications Ltd. as Head-Billing, Credit & Collections,Kerala, India.
Achievements: Developed a strong team from 18 to 42 members in the areas of Customer Acquisitions, Billing, Credit control, Fraud Management, Collections and Customer Accounting. Fixed KPA’s  and definite responsibilities for each of the team member with monthly targets .Part of the Core team developed Credit and Collection Policies for all the 22 Circles of company. Prepared Credit Assessment tools for prospective, new and existing Customers ensuring all risk areas have been covered including but not limited to region, industry and financials. Developed a portal for reporting with the help of IT with definite access authority matrix. Streamlined the entire credit and collection function bringing in more visibility to the overall over dues, bad debts and DSO.2 years in a row the Kerala Circle was ranked as the NO.1 Circle in Collections. Lowest bad debts of 3% were reported continuously against the national average of 4%.

Nov’03 – Apr’04 with Hutchison Essar South Ltd. as Manager-Credit & Receivables

Achievements: Developed a strong team and lead 28 member team in the areas of Customer Acquisitions, Billing, Credit control, Fraud Management, Collections and Customer Accounting. Reduced bad debts from 6% to 3%. 
Feb’01 – Nov’03 with Cholamandalam Investment & Finance Co. Ltd. as Regional Manager-Credit & Receivables-South.
Achievements: Developed and lead a strong of 32 member team in the areas of Credit Acquisitions, Billing, Credit Approvals and Collections. Developed two state heads for Credit & Receivables Management during the assignment .Moved as Regional Head for South India in 18 months handling 5 regions of South India. Part of Credit Policy development and part of the Core 7 member Credit Committee in the corporate office.
Jun’98 – Feb’01 with BPL Cellular Ltd. as Deputy Manager – Credit & Risk Management.

Achievements: Part of the Circle Credit team in the areas of Billing, Credit control, Fraud Management and Collections. Part of the team developed Credit and Collections Policies for all the 5 Circles of company. For 18 months in a row the Kerala Circle was ranked as the NO.2 Circle in Collections. Lowest bad debts of 4% were reported continuously against the national average of 6%.

___________________________________________________________________________________________
Dec’94 – Apr’98 with TCI Finance Ltd. as Branch Manager.
Achievements: Set up a new branch for Hire purchase and Leasing Business in the state of Kerala. Promoted to head the biggest branch of Chennai for the business in 18 months. Reduced the receivables considerably through aggressive collection and legal methods and recovery of assets were done during the tenure in Chennai branch.

Apr’94 – Dec’94 with Cears Investments as Marketing Manager 

Achievements: Set up a new franchisee of ITC Classic Finance Ltd for Hire purchase and Leasing Business in the state of Kerala. Achieved targets for fixed deposit canvassing and Hire Purchase and Lease business.
IT Skills: 

Working knowledge in MS-Office, working knowledge in several Billing Systems like BSCS, Clarify and CRM Applications and Tools like Finnone, Infocel, Siebel CRM systems etc.
Projects Handled 

· Study of various business processes and updating process documents from time to time according to business requirements in telecommunication & other companies worked for.
· Part of BSCS ix roll out in Wataniya Telecom.

· Spoke for Siebel POS Retail Activation System for Wataniya Telecom & CRM systems with Retail Communications.

Education

· Post Graduate in Management in Marketing and Finance from T. A. Pai Management Institute Manipal, India in 1993.

· B.Com from University of Kerala, India in 1991.

