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Summary:
Offering over 16 years of experience ranging over a unique blend of customer service, operations / project and change management with an added acumen of internal audits / process compliance and customer underwriting.
Trained and certified across Green Belt Six Sigma, QAI training on Project Management, SAMA training on Preparing for effective Internal Audits, Conflict management and Coach the coach.
Energetic self-starter with excellent analytical, organizational, inter-personal, learning and technical skills with keen leadership acumen and result oriented management Skills
Specialties:
• Client Relationship Management
• Exploring New Business Avenues / Sales strategies
• Operations management
• Transition and Project Management / Knowledge Management
• Building Effective Teams
• Internal Auditing / Fraud Investigations / Risk Management
• Training and Development
• Credit Referral / Underwriter
• Customer Experience Management
Experience:
Manager - VHA Credit Team and Internal Audits (Compliance and Risk) at Tech Mahindra Business Services
December 2013 – January 2015
Assistant Manager - VHA Credit Team and Internal Audits (Compliance and Risk) at Tech Mahindra Business Services
May 2010 - December 2013 (3 year +)
VHA Credit Team (Credit Referral / Underwriter)
· Managing a team of 11 analysts and 1 supervisor. 
· Ensuring a contribution to the business bottom line of an average of $2 million AUD per month. 
· Assume focal point for agency and customer team queries. 
· Relationship building with internal / external customers. 
· Continually review and revise the operations strategies and policies, for better ways to support business goals. 
· High degree of technical skills in credit / customer profiling and system analysis. 
· Generating new ideas / Innovation supportive of business goals (referral rates and risk management) 
· Team management and development (team effectiveness, skill set, performance management to SLA’s & KPI’s) 
· Appropriate balance between transparency and openness with confidentiality and discretion 
Internal Audits (Compliance / Risk and Fraud)
· Managing a team of 16 analysts, 2 supervisors and 1 assistant manager. 
· Ensuring policy adherence and overall credit budget management of $3 million AUD (approximate). 
· Valuate and provides reasonable assurance that risk management, control, and governance systems are functioning as intended. 
· Reviewing compliance, ensuring the organisation is adhering to rules, codes or practice, business ethics, internal guidelines and principles. 
· Planning individual audits, defining audit objectives and preparing audit plans. 
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· Engages in continuous feedback and process development with Change Management. 
· Challenging current working practices and finding ways to improve internal risk controls. 
· Sharing with the auditees the results of the audit and agreeing appropriate corrective actions to remedy any non-conformances and the date by which the actions should be carried out. 
· Monitoring and maintaining a safe and secure business environment, updating executive managers on risks identified, providing assurance that all key risks are being managed effectively. 
· Provides support to the company's anti-fraud programs. 
Team Lead - Project Management and Process Improvement at Hutchison Global Services Ltd - April 2009 - May 2010 (1 year)
· Apply a structured methodology and lead change management activities 
· Identifying change opportunities and strategies 
· Identify, analyse, prepare risk mitigation tactics 
· Consult and coach project teams / Support training efforts 
· Coordinate efforts with other specialists 
· Evaluate and ensure user readiness 
· Track and report issues 
· Carrying out effective partner and customer communication strategies throughout the entire project. 
· Providing updates and progress reports to senior managers 
· Define and measure success metrics and monitor change progress 
Team Lead – Operations at Hutchison 3 Global Services Pvt. Ltd. - April 2008 - March 2009 (1 year)
· Delivering customer satisfaction and service level targets. (CSAT / NPS) 
· Accountable for setting and delivering team targets as per KPI’s and KRA’s. 
· Ensuring employee engagement and team satisfaction. 
· Team member development & growth 
· Managing a back office team dealing with network issues / performance and outages. 
Knowledge Coach – Operations at Hutchison 3 Global Services Pvt. Ltd - April 2006 - March 2008 (2 years)
· Ensuring that all team members’ knowledge is at par with all the developments and changes on a daily basis. 
· Liaising with counter parts in Australia and Ericsson to ensure functionality of the network and provide feedback on network performance. 
· Handling contact centre service levels and impact time during outages. 
· Training and monitoring new entrants in the team. 
Customer Service Advisor at Hutchison Global Services Ltd - March 2004 - April 2006 (2 years 2 months)
· Responsible for handling customer queries and troubleshooting network & handset faults. 
· Rendering technical support for 3G mobile phones in Australia. 
· Ensuring that each interaction meets & exceeds the set targets of customer satisfaction and quality assurance. 
· Meeting all the efficiency parameters and reducing efficiency leakages (if any). 
· Recording and analysing team performance data. 
· Supporting the supervisors with administration task. 
Sr. Business Development Manager at Color Copi (I) Pvt. Ltd - January 2002 - March 2004 (2 years+)
· Managing setups of high volume print stations. 
· Working as a coordinator for HP, Lexmark and Epson and handling 8 technicians providing after sales service. 
· Stock intake and outflow. Payments and incentive management. 
· Creating advertisement portfolios, marketing plans and strategies for AMD, Casio (palmtops), CCI Digital Studio, PC selling unit (Intel and AMD), Office Jet unit and Lexmark. 
· Setup service centres for Color Copi (I) Pvt. Ltd. across 10 states in India. 
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Intel® Innovation in Education™ Cyberskool Coordinator at Intel Corporation - June 1999 - December 2001 (2 years+)
· Setup of Cyberskool at Nehru Science Centre. 
· Training representatives on Teach to the future, encompassing the usage of computers for paperless education. 
· Support during the launch of new products / microprocessors in the form of a SME during launch events. 
Honors and Awards:
· Successful launch of Intel® Teach to the Future Program - August 2000 
· Outstanding overall achievements in Color Copi (I) Pvt. Ltd. for the year 2000-01. 
· Outstanding overall achievements in Color Copi (I) Pvt. Ltd. for the 2nd Quarter during the year 2002. 
· Best New Comer in Technical Support for the year 2004 - 2005 (VHA). 
· Nominated as Best Team Coach for the 4th Quarter 2006-2007. 
· Nominated as Best Team Coach for the 1st Quarter 2007-2008. 
· Nominated as Best Team Leader for the 2nd Quarter 2007-2008. 
· Achiever Leader - For displaying a strong ability to infuse passion and steer the team towards attaining business goals. 3rd Quarter - 2013 
Technical Skills:
· Photoshop. 
· MS Office 2007 / 2010 (Word, PowerPoint, Excel) 
· Hardware and Software installations. 
Training and Certification
· Conflict Management 
· Coach the Coach 
· Lean Six Sigma Certification (Green Belt) - ID xlnclssgb201502 
· Member of The Institute of Internal Auditors (IIA) – Bombay Chapter – ID 1717149 
· QAI training on Project Management 
· SAMA training on Preparing for effective Internal Audits. 
· Diploma in Web Designing- Macromedia Authorized Training Program 
Languages:
· English / Hindi and Marathi 
Education:
· Jodhpur National University Bachelors in Commerce - TYBCOM 
· St. Andrews College 
Higher Secondary School Certificate (HSC), (Commerce) 
· St. Francis D’Assisi High School 
Secondary School Certificate Examination (SSC) 
Recommendations:
· Furnished on request 
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