JUSTIN

C/o-Contact
: +971505891826
E-Mail

: justin.81656@2freemail.com 


In quest of assignments in the field of Operations Management, Process Management, Customer Relationship Management and Team Management with the leading organizations. 

SYNOPSIS

· A result oriented professional with over 8 years of comprehensive experience in Operations Management, Process Management, Customer Relationship Management and Team Management.
· Presently working with AIRTEL Telemedia Services Pvt. Ltd., Bhopal, as Senior Executive - Service Marketing (New Customer Experience).
· Well versed with Disaster Recovery Plans / handling Emergency situations.
· Deft in handling overall functioning of processes & implementing processes in line with the guidelines. 
· Proficient in managing & motivating teams for running operations & extensive experience of developing procedures, service standards & operational policies for business excellence.

· A thorough professional with a proactive attitude, capable of thinking in and out of the box, generating new design solutions and ideas.
· Possess excellent interpersonal, communication & organizational skills with proven abilities in team management, customer relationship management & effective crisis management.

EMPLOYEMENT OUTLINE

Since June 2000 with AIRTEL Telemedia Services Pvt. Ltd., Bhopal, as Senior Executive - Service Marketing (New Customer Experience).
Handling the Virtual Account Management Outbound operations for the Western Hub.
Areas of Expertise: 
Operations Management

· Framing work direction and plan for the associates after thorough assessment of their capabilities.

· Preparing & presenting various monthly MIS reports pertaining to process / productivity.

· Implementing systems, migrating systems to upgraded versions to achieve maximum efficiency in productivity.
· Analyzing Data trends and suggesting plan of action for continuous improvements.
· Managing Metrics and SLA and responsible for performance appraisals.
· Liable for roster planning, efficiency calculation of agents and minimizing their shortcomings through training at regular intervals.

· Responsible for ensuring management of day-to-day management of operations, making strategies, adherence of staff plans, policies and procedures, training, execution of strategies.
· Analyzing of daily reports and implementing corrective actions to improve the performance of the Call Center.
· Managing credit life cycle for 0 - 90 days customers, which starts from Bill Delivery to Due Date and Deactive Collections, increasing add backs to reduce Involuntary Churn & Bad Debt.
· Ensuring that the CSI scores are achieved and maintained at the desired levels.

· Managing the Platinum base of customers that include account profiling & relationship management, implementing retention based loyalty programs etc.

Process Management

· Mapping business requirements and coordinating in developing and implementing processes in line with the pre-set guidelines; spearheading process transition initiatives.

· Monitoring the overall functioning of processes, identifying improvement areas and implementing adequate measures to maximize customer satisfaction level.

· Handling on-boarding calls for enhancing the service delivery.
· Managing Call Completion Ratio and Service Levels at 95% of Multiple Processes. (Inbound, Outbound, Telesales, Credit Verification, Collection, Technical Faults, DSL / Mantra and Retention etc.)
· Implementing performance management system for 100 Agents of Call Center.

· Forecasting & projecting the productivity of the floor and closely monitoring the performance.
· Categorizing productivity hours across all the processes & shifts and deployment of staff accordingly.
· Responsible for Process Adherence as per the organizational quality parameters and for delivering the revenue targets through VAS up sell, promotional campaigns and service differential calling processes. 
Customer Relationship Management

· Mapping client’s, identifying improvement areas & implementing measures to maximize satisfaction levels.

· Serving as a point of contact for the Client for training.
· Liable for handling escalated cases of aggravated customers and ensuring complete satisfaction of customers.
· Keeping motivation Levels high at shop-floor which contributes to positive work environment.
· Interacting with the client in absence of the Head – CSAT to fulfill operational requirements.
· Handling Churn & Retention Team with the help of Customer Management Software, suggesting suitable tariffs to customers according to their usage patterns and waiver permissible waivers.
Team Management
· Leading a Team of 86 Customer Care Executives and 5 Team Leaders.
· Managing team functions viz. people selection, induction, performance review, training, etc.

· Developing & retaining talent.
· Leading, mentoring & monitoring the performance of team members to ensure efficiency in process operations and meeting of individual & group targets.

· Formulating training programs to suit the dynamic environment & enhance efficiency.
· Briefing, de-briefing, coaching, guiding and counseling the team to sharpen their skill sets.
· Training and guiding new recruits on the basics of customer care ethics, troubleshooting, products & services offered by the company.
· Handling the training need analysis, for the entire team through training programs and online certification tools.

Notable Credits:

· Successfully launched Knowledge Bank Portal for the west hub, for the dissemination of knowledge to frontline executive and call centre executives.
· Productively streamlined IVR process for effective information dissemination to the customers, made user friendly options for the customer by modifying the IVR tree by addition of new menu’s and deletion of old menu’s.
· Launched unified desktop for easy access of different tools at the CSR level. This application was developed by the IT team, and implemented for the call centers of the west hub.

· Achieved 150% of revenue targets assigned in the first quarter.

TECHNICAL SKILLS

Possess knowledge of MS-Office Tools for presentation, analysis and reports.
ACADEMICS
Post Graduate Diploma in Sales and Marketing

National Institute of Sales (An institute affiliated to NIS SPARTA) Bhopal, in 2002.
Bachelor of Arts (Management) 

Barkatullah University, Bhopal (M.P), in 2001.
PERSONAL DOSSIER

Date of Birth

: 23rd February, 1980

Languages Known
: English, Hindi & Malayalam
