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	Objective


	To be an integral part of the Industry, with ideals to work on processes and logics, rather than restricting growth on pre-established paths. As an individual, I love exploring new possibilities and taking on new challenges. To pursue a challenging and pondering career in an esteemed concern where my knowledge could be an advantage in translating the business problems into efficient business processes.
Profile 

A young professional with a unique combination of business experience & managerial experience, bringing to the table the ability to combine business development with technical applications.

Experienced 

In the process, logics and implementation of business layouts, and business requirements for a better work environment.

Professional Goals 

Include continuing to grow in leadership and knowledge & develop world class solutions to real world challenges.



	Skills & Strengths
	· Have excellent communication skills. 

· Good Data Analysis and Reporting Skills.

· Training, People Management, Sales, Retention, Overall Operation Management, Customer Service, Decision Making, Leadership, Project and Process Management and so on.
· Maintaining high standard of work under pressure

· Take initiative to learn new things on my own and makes suggestions to refine the process

· Good attendance record and dependable.

· Hard working and patience.

· Establishment of teamwork.

· Good interpersonal relationship and effective communication.
· Capability to acquire new skills to keep pace with changing scenario.


	Experience
	July ’13 – Current         Packt Publishing Pvt. Ltd.  Andheri, Mumbai

July13 - Current                                            Andheri     Mumbai

Production Team Leader 


The Production Team Leader (PDTL) is responsible for managing a team of Indexers, Production Coordinators, Drawing Coordinators, and Product Executives. A PDTL is responsible for meeting the monthly target title output, announcing and managing title information on PacktPub.com along with various third party sites, and managing ebook operations along with Packtlib.

The PDTL is responsible for titles handed over to Production and reporting on the progress of every title. They will work with the Indexers, Layout Co-ordinators, graphics Co-ordinators, and Product Executives in their team to produce the results required to reach the business targets. They will be responsible for reporting on the actual performance KPI of their team members
Production Team Leader Profile

· Team Leadership and People Management
· Project and Product Management 

· Make day-to-day decisions on the operation of the team and its processes 

· Enforce company rules and policies amongst team members 

· Notify EOM of any deviations from company policies or issues with team members 

· Maintain excellent communication with the EOM about the status of all books in Production 

· Assist HR with recruitment into team as well as training 

· Discuss recruitment requirements with EOM as necessary 

· Be proactive and creative in identifying potential problems with resources and timelines and liaising with the relevant people to take appropriate action to solve these problems 

· Manage the performance of team 

· Pioneering and setting up processes for new third party channels 

· Ensuring timely uploads of the correct files to translation partners on request from Sales manager 

· Ensuring the team is handling the cover image process smoothly with regular uploads to the image bank, updating website with the titles that need images, getting images assigned to books before they enter production, etc. 

· Authorizing absence, holiday leave, work from home etc and its subsequent maintenance 

· Represent the Production team at meetings 

June ’06 – July 13             Hutchinson 3 Global Services Pvt. Ltd.            Malad, Mumbai

Feb ’12 – July13             3 Global Services Pvt. Ltd.            Malad, Mumbai

Team Leader (Mobile Broadband Team - Retention - UK PROCESS)


Due to my excellent performance in Outbound team I was given an opportunity & a new challenge to work in an Inbound MBB Retention team which had lot of area of improvement in terms of mis-selling/ownership issues & Absenteeism/Attrition. 

The profile involved extensive involvement with consumer contract customers of 3, with huge volumes of accounts and ensuring that the best possible consumer contract deals are worked out for the consumer. Retaining customers who have called in to cancel their contract with the MBB operator & giving them the best possible options in the retention channel. Helping the business to achieve the churn target month on month basis. Initially I moved as one of the TL in OJT MBB COTI team but due to excellent performance I was handling the complete OJT.

OJT Team Leader Profile

· SME/Mentor Use to report to me.

· Daily reviews were conducted to discuss about yesterday’s performance & to discuss daily target/Plan.

· Mid-shift catch up were conducted to check discuss the performance & updates.

· Different Training session was conducted with SME/Mentors as well as players.

· One to One Coaching as well as call listening session with OJT players
· Daily meet with the higher management to discuss about performance & road ahead.

· Sending mails to the MBB team on their performance & updates 

· Arranging different kind of Campaigns for MBB team.

· Being a comparer during reward & recognition award ceremony. 

· Helping the business with different kind of suggestion & reports to continuously improve the process.

· Reports & data analyzing for the team & skill set.

· Appreciating good performance done by SME/advisor.

· Getting new joiners up the coaching curve where the advisor implements the knowledge that s/he has obtained in training and applies it on the calls in an efficient and effective manner.

· Enhance the excitement of taking calls and lessens the fear of talking to customers handled by the Retentions.

· Help the advisor achieve an optimum learning curve vis-à-vis the KPI of the Retentions skill set in the shortest possible timeframe.

· Act as a bridge for advisors to cross over and have a smooth transition from training to operations and thereby reduce attrition.

· Be a window to the dynamic environment on the Operations floor and equip the advisors to cope and handle with the changing environment.

· Liaise with Support Functions and convey and receive feedbacks

March ’11 – Jan ’12         3 Global Services Pvt. Ltd.            Malad, Mumbai
Team Coach (Outbound Loyalty And Retention - UK PROCESS)


Due to my consistent performance in 3 day saves team I was given an opportunity & a new challenge to work in OLAR for a team which had lot of area of improvement & was not able to deliver the desired targets set for them. Before I joining the team the team was trending as one of the bottom team with 6 Sales per day, 65% One plan conversion, 11% I-phone Conversion for the month of Feb 2011. I joined the team in the month of march & by the end of month Mar 2011 the team stood 2nd best in the skillet with 7.3 Sales per day, 72% One plan conversion, 16% I-phone Conversion. After that the team was mostly on top & was consistent in achieving the month on month target for the skill set.

Dec ’09 – Feb’11             3 Global Services Pvt. Ltd.            Malad, Mumbai
Team Coach (Acting Team Leader for 3 Day Saves - UK PROCESS)

The profile involved extensive involvement with consumer contract customers of 3, with huge volumes of accounts and ensuring that the best possible consumer contract deals are worked out for the consumer. Retaining customers who have cancelled their contract with the mobile operator & giving them last option with the best possible options in the retention channel. Helping the business to achieve the churn target month on month basis.

Overall Team Coach/Team Leader Profile
· Enhance the excitement of taking calls and lessens the fear of talking to customers handled by the Retentions.

· Help the advisor & the team to achieve their daily, weekly & monthly targets as per business requirements of the Retentions skill set.

· Conducting daily briefing before/after the shift & taking the team/skill set through performance for the day, appreciating good work done by the player on that day & highlighting if there is any scope for Improvement.

· Be a window to the dynamic environment on the Operations floor and equip the advisors to cope and handle with the changing environment & Pressure.

· Liaise with Support Functions and convey and receive feedbacks

· Listening to calls & providing Feedback or coaching session.

· Analyzing Data & making report for the business/skill set/team.

· Providing Feedback & suggestion whenever required for the skill set to the business.

· Handling different Campaign & rolling out of competition in the skill set.

· Having different kind of fun activities & games for the team & skill set.

June ’06 – Nov’10             3 Global Services Pvt. Ltd.            Malad, Mumbai
Subject Matter Expert (Acting Team Coach for Customer Options Team India - UK PROCESS) & Executive Profile (Customer Options Team India & 3 day Saves – UK PROCESS)
SME Profile
· Getting new joiners up the coaching curve where the advisor implements the knowledge that s/he has obtained in training and applies it on the calls in an efficient and effective manner.

· Enhance the excitement of taking calls and lessens the fear of talking to customers handled by the Retentions.

· Help the advisor achieve an optimum learning curve vis-à-vis the KPI of the Retentions skill set in the shortest possible timeframe.

· Act as a bridge for advisors to cross over and have a smooth transition from training to operations and thereby reduce attrition.

· Be a window to the dynamic environment on the Operations floor and equip the advisors to cope and handle with the changing environment.

· Liaise with Support Functions and convey and receive feedbacks

Executive Profile

· Making outbound retentions calls and upgrading customer to better tariff Plan on another contract term and retaining the customer.

· Also had taken inbound calls and upgrading customer to better tariff Plan on another contract term and retaining the customer.      

· Helping the Team and self to implement modus and improve Quality Performance. 

· Sharing the best practices in the team to help the team performance.
Nov ’04 – Jun’06             Intelenet Global Services  Malad, Mumbai


Cingular Wireless Formally Known as AT&T Wireless – US Process
Executive Profile
· Handling inbound calls & retaining pay as u go customers by informing the pay as u go packages & topping up their a/c by taking an upfront payment from the customer.

· Mentoring the team in the absence of the Team Leader.

· Use to handle Cases, Audit & Quality for the team.

June’03 - Oct’04          Jas Call Connect Pvt. LTD   Andheri, Mumbai
Energy helpline - UK Process
Executive Profile
· Making outbound calls & explaining the benefits of switching gas & electricity suppliers of the consumer to a different company as per their living area & switching them to best & cost effective company as per the tie up of the Energy helpline Company.

· Helping the Team and self to implement different sales pitch to improve overall Performance of the team. 

· Sharing the best practices in the team to help the team performance.

	Education

 
	Passed T.Y.B.com from Mumbai University in the year 2011-2012



	Interests
	Listening to Music, Singing, Movies, Playing Football and Cricket



	Achievements
	· Won a net book for being the best team leader with zero voluntary attrition on the floor from September to December 2012.

· Won a trip to Lonavala for being the best team on the floor for the month of July & August 2012. 
· Won Dream Team Award for six months performance from September 2011 to March 2012.

· Won Peoples Champion award for six months performance from September 2011 to March 2012.

· Best Team Coach awards for my Consistent performance Month on Month with my current organization.
· Won Dream Team Award for Quarter 1 2011.

· Won the Samsung/HTC Campaign as the best team coach out of the overall retention skill set with 3 global services & got a once in a lifetime full expenses paid Incentive Trip to Sydney.
· Won the Sony Ericson Campaign as the best team coach out of the overall retention skill set with 3 global services & got a once in a lifetime full expenses paid Incentive Trip to New York.
· Won the Sony Ericson Campaign as a Team Coach with 3 global services & won a brand new SEM Xperia Play & Sony HI-FI System.

· Best Advisor awards for my Consistent performance Month on Month with my previous as well as current organization.

· Won the Sony Ericson Campaign as an executive with 3 global services & won a brand new SEM K850I.

· Have won the “Dinner with Kevin Russell (Chief Executive Officer of 3) & Marc Allera (Sales & Marketing Director of 3)” for my Consistent performance Month on Month with 3 global services

· Winner of the Best Mentor/SME in OJT with 3 global services.

· Played for  M.T.B.C.A (Mumbai Tennis Ball Cricket Association)


	Languages Known
	English, Hindi, Marathi (To speak, read and write.)



