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PROFESSIONAL WITH EXPERTISE IN MANAGING OPERATIONS

PROFILE
· A competent result oriented operations and transitions professional 
· Dynamic professional offering over 8 years of chronicled success across the service sector handling people and performance management  
· A competent individual possessing well-honed skills in drafting the Service Level Agreement (SLA) and the Statement of Work (SoW)
· Well versed with the HR policies and coordinating with HR to source and interview candidates

· Established  the Customer Information Management team and effectively ramped up operations; 20 members in 5 months
· Additionally managing a multi-location 4 member Order Operations team based across Australia, Singapore and Hong Kong
· Led the transition (both on-site and remote) of 4 processes which are a part of HP’s Supply Chain Management organization

· Hold the credit of

- Successfully completing the GREEN BELT certification project, to minimize the use of paper and other consumables using Six Sigma Quality concepts

- Drafting the Service Level Agreement (SLA) and the Statement of Work (SoW) for the Channel 


Returns Reconciliation, Returns Material Authorization and Warranty Claims processes

- Streamlining the quality check process and defining error flagging rules in McAfee Software

AWARDS 

· At McAfee Software

- Received multiple appreciations and awards for ramping up of operations in a short period, delivering quality results, improving productivity, standardizing the process, providing ad-hoc analysis, etc

· At Hewlett Packard
- Received Silver Award for leading the IPGA Channel Returns process through a highly structured and successful transition, recognized for the excellence on the Statement of Work

-  Received Bronze award for effectively managing the web content and newsletters for the Rebates and APO processes and for being a one point contact for the Business Development Group in analyzing cost structure for consolidated Rebate Operations

· Duke of Edinburgh’s Award Scheme: Attained Gold Standard – 1996

· A keen sportsperson excelling in events like Athletics, Cricket, Basketball and Hockey - Athletics Captain of the School for the year 1995-96

HIGHLIGHTS
· Coordinator for the Supervisory forum (Assistant Managers) at HP, where topics around people issues faced by different teams and employee attrition / retention methods were discussed and a solution arrived at. Best practice sharing was also a part of the discussion 

· Use of Industrial Engineering as a tool for improving efficiency and utilization of the team

· Voice of Customer to gauge customer's satisfaction levels and improvement areas and Voice of the Workforce as a tool to get employee feedback on issues and their suggestions to subsequently drive down attrition levels
· Core team member in a project that aims at defining the ‘perfect’ Organization Culture at McAfee
PROFESSIONAL EXPERIENCE 

McAfee Software India Pvt Ltd, Since Mar 2006

Manager – Customer Information Management & Order Operations (Sales Operations)
Managing a team of 20 CIM Analysts in Bangalore and 4 Order Ops Administrators in the APAC region; Responsible for handling all people and process issues 
Reporting directly to the Vice President - WW Global Operations
· Part of McAfee’s Data Governance & Management initiative resulting in the usage of data as an enterprise asset for business integration and transformation
- Providing the ‘Golden’ source of data for WW Renewal retention & Mix analysis reporting 

- Root-cause analysis & review of McAfee’s Assets & Entitlements data

- Provide feedback to order operations on the quality of orders booked 
- Follow-up on IT ‘change requests’ for changes/enhancements in systems
- Opportunity linkage, compliance and returns related activities

- Value added analysis to Finance and Sales teams

· Managing McAfee’s Order Operations for the NA & APAC regions
- Work with the field sales force, technical/channel account managers & product/pricing teams 
- Interact with Distributors & Resellers for quotes, bids, discounts, etc

- Meet Month-end & Quarter-end deadlines
· Managing the APOS (After Point of Sales) activity for DELL and HP customers; warranty extension and support uplift
· Streamlining the quality check process and defining error flagging rules
· Active involvement with the senior management to determine critical processes & workload and the subsequent headcount requirement
· Effective people handling and performance management skills; defining a set of MBOs (Management By Objectives) for the team for each quarter and the annual performance planning and review

· Developed and implemented a Career Plan & Roadmap for the team

· Weekly performance index to determine top performers in the team

Hewlett Packard Global e Business Operations – HPFO, Apr 2001 – Feb 2006 

Assistant Manager – Order Management May 2005 - Feb 2006

· Led a team of 31 members that included 3 team leaders, for the EMEA Order Management process. Responsible for maintaining business controls and meeting the SLA
· Defined measurable employee performance objectives to ensure alignment to the organization’s objectives
· Performance planning and review of employees and building a plan to identify key development areas based on strengths as well as addressing skill gaps

Finance Process Lead – Rebates & Claims / Intra-Corporate accounting Apr 2001 - Apr 2005

· Independently led the transition (both on-site and remote) of the Americas Channel Returns process, Returns Material Authorization, Latin American Warranty Program and Asia Pacific Channel Partner Programs

· Managed a 14-member team, involved in reconciliation of reseller accounts for returns related transactions for the Americas region. Previously led a 10 member team, involved in processing claims for the US, Latin America and AsiaPac regions (including transitions)

· Actively involved with implementing the CMS application (Claims Management System) 

· Successfully handled the IC accounting for 4 entities in the North American region along with the reconciliations of the deferred accounts

· Involved in the move to roll out the CRC (Customer Support) for the IC process

Everest Software (previously Icode Software), Nov 2000 – Mar 2001

E Business Consultant

· Identifying potential clients in the US region and promoting e-business automation software

SFS Corp (HSBC Associate), Jan 2000 – Nov 2000

Business Development Executive

· Home loan sales 

EDUCATIONAL and PROFESSIONAL DEVELOPMENT

PGDBA - Finance
Symbiosis Institute of Distance Education - Pune, Pursuing

B.Com

Baldwin Methodist College – Bangalore, 1999

Professional Qualification

· e:Commerce course from ‘Asset International’ in the year 2000.  The course consisted of training in Java, Web designing using java scripts, Database Management

· Specialized multimedia course from ‘EDIT Institute’ consisting of training in Photoshop, Adobe Go Live, HTML, DHTML and other web designing tools

TRAINING

· Strategizing Service Excellence for Managers – 2 day program 
· Managing oneself and others for Leads – 3 day program
· Leadership workshop for Leads – 3 day program

 

CERTIFICATION

Green Belt Certification: Completed a project aimed at saving operational cost to the tune of $24,000 p.a. for the department and the company using the DMAIC methodology. Usage of tools like Gantt chart, SIPOC, FMEA, Fish Bone diagram, Pareto Chart, Pugh Matrix, Process Maps, Sustenance measures, Cost Benefit analysis, etc. Other benefits included implementation of a workflow solution, a standardized archiving system and ease in data retrieval.

