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Service Delivery Management Profile

Snapshot: Dedicated and resourceful management professional with 12+ years of experience across diverse organizational domains across India and Australia. Currently functioning as Assistant Manager with Tata Consultancy Services, seeking challenging managerial assignments with a reputed organization

· Operations/ Administration: Skilled in implementation of industry best practices and other process improvement initiatives aimed at rendering qualitative service delivery. Adept at streamlining internal & external reporting processes and implementing latest practices & automation in operations

· Logistics Management: Significant exposure in entire spectrum of Freight Management coordinating activities of related workers involved in movement of goods across transit points

· Others: Work under tight deadlines and delivering results under demanding work conditions. Efficient Team Leader & Player, combining communication, interpersonal & problem solving skills with analytical, decision making and leadership capabilities to enhance organizational objectives

· Accolades: Distinguished for consistent maintenance of SLA for 2 consecutive years with lowest attrition in the team across all queues on the floor

Career Graph

Tata Consultancy Services ● Assistant Manager ● Jun 2012 till date

Accomplishments:

· Instrumental in meeting quality targets of 95+% since inception of process in Aug 2012 

· Recipient of multiple client appreciations for qualitative service delivery across assigned projects

Job Profile:

· Provide leadership to a team of 25 members working on tickets across various queues

· Collaborate with the Delivery Manager in defining KPIs for the associates

· Implement various process improvement initiatives to enhance productivity and profitability

· Involved in grooming/ mentoring of the development team including hiring/ assigning team members to respective teams in coordination with the training team

· Conduct briefings across the operation floors pertaining to changes in product/ process/ operational requirements of the business based on client requirements

· Organize half yearly H1/ H2 appraisals for team members based on bell curve and coordinate with HR with regards to band change or promotions

· Ensure compliance to various SLA parameters and maintain attrition within permissible limits

· Maintain regular interaction with Onshore team/ Regional heads in prioritizing Ticket of works in compliance to budgetary allocations 

Vodafone Hutchison Australia Ltd ● Team Leader/ Manager ● Aug 2003 – Jun 2012

Accomplishments:

· Acquired significant exposure in working across various departments like Customer care, Billing and Customer Health Check

· Played key role in enhancing quality scores for the team through constant monitoring of calls, effective feedback and coaching

· Thrice nominated as Best Knowledge Coach and twice as Best Team Leader in Ozcare

· Acknowledged for organization and efficient management of Ozcare for Australia department 

Job Profile:

· Led a team of 15 members and updated team performance status to the Team Operations Manager

· Defined/ implemented strategies aimed at accomplishment of team operational targets encompassing Customer Satisfaction Surveys (CSAT), Schedule Adherence and Quality Metrics

· Conducted knowledge transfer for team members based on process/ client requirements

· Maintained regular interaction with various support teams like customers contact, billing & accounting, handsets & services, training 

· Involved in design/ implementation of Performance Improvement Programs for bottom performers in the team

· Managed/ co-coordinated action plans for daily operations, setting up work priorities

· Enhanced client satisfaction through prompt resolution of issues and qualitative service delivery

· Convened department meets with other Team Leaders and Operation Managers

· Monitored performance of team members and rendered productivity enhancement feedback

Quick Silver Pvt. Ltd. ● Freight Forwarding In-charge ● May 2002 - May 2003

Job Profile:

· Managed end to end activities related to receipt and dispatch of goods in the warehouse in compliance to various SLA parameters

· Ensured loading of consignments onto targeted vessels and maintained updated consignment records

· Interacted with clearance agents to ensure smooth functioning of operations and receipt of goods from various countries to the warehouse

Pallazio, Cross Roads ● Sales Supervisor ● Sep 1999 - May 2001

Accomplishments:

· Key member of the Pilot team of Pallazio at Crossroads - the very first shopping mall of Mumbai

· Set the standards for other team members on the floor

Job Profile:

· Reported to the Floor Manager and managed a team of 7 Sales Executives

· Responsible for handling stock, managing complaints, organizing training for sales team and cash management

· Involved in promoting the DIA-NET plans and creating & managing a database for guest history

Academics

Education:
· Pursuing PDGBA Course from Wellingkar Institute of Management

· Bachelor of Commerce, University of Mumbai, 1999

Professional Development:

· Green Belt certification  - Six Sigma

Date of Birth: 30th April 1976; Languages Known: English, Hindi and Marathi

Reference: Available on Request

