EXECUTIVE SUMMARY                                                                                           

Extensive experience in operations/Sales and customer relationship management (Marketing and Telecom Industries). Passionate about quality and customer satisfaction. Record of improving efficiency, productivity, and profitability through automation and process improvement Plans. Outstanding Interpersonal, Motivational, and presentation skills, analytical, articulate, and diligent. Ability to work well with others in all aspects like Manager, Supervisory and support staff roles. Willing to relocate and travel.
CORE COMPETENCIES
Strategic Planning 

   Process improvement 

 Project Leadership

Quality Control

Planning & Organizing

  Client Relations

                                              Analysis on data
                         Manufacturing Structure
                    Proposal Development     
JOB OBJECTIVE                                                                                                                                                       

                Seeking Managerial assignments in Operations / Sales and Customer Service Management with a growing organization, which gives a challenging career, in terms of accomplishing the responsibilities, where I can exposure, analytical skills and Customer Service skills. Therefore, I can contribute to the progress of the organization.
PROFFESSIONAL EXPERIENCE
Magus Customer Dialogue (ISO 9001:2008), Tamil Nadu, India.
Manager – AIRTEL LOBBY HEAD SHOWROOM ( Telecom Sales ), AIRTEL RETAILOR CONTACT CENTER MANAGEMENT, AIRTEL RETENTION MANAGEMENT, TIMES OF INDIA COLLECTION & MARKETING MANAGEMENT. 

June 2014 – February 2015
* Obtains business and serves current accounts by evaluating telecommunications competition for Sales, 
   Establishing and meeting sales and revenue objectives, controlling sales presentations, building and expanding 
   accounts,  Staff Management, Performance Management.

*Strategy planning, Operations Management, Administration and Human resource management.  
* Manpower & Capacity planning for attaining assured SLA's.
* Managed staff in the department and others assigned to which formed the basis for the annual audit plan.
* Handling the team and provide help and useful advice to customers & team members about products and 
   services of organization.

* Developing plans and SOPs for overall management, Supervision of implementation for healthy business. 

* Conceptualizing measures to optimize resource/Capacity utilization.
* Handling day to day administrative & operational activities in coordination with internal and external clients.
* Maintaining P&L for the assigned LOBs by ensuring cost is in control, manpower ratio is intact as per requirement  

   & optimum utilization of available resources. Preparation of monthly billing and MG.
* Investigate and solve the problems of customers, handle complaints of customers and major incidents.
* Playing an important role as a liaison between Management and clients/Customers. 

* Planning the SOP and preparing templates for the verbiages to be followed.

* Assessing representatives individually and setting their sales targets.
* Reorganized staff to maximize skills and develop mature work force, which reduced manpower cost &   

   expenditures dramatically while increasing productivity.
Hinduja Global Solutions (ISO 9001:2008, ISO 27001:2005), Tamil Nadu, India.

Deputy Manager – AIRTEL LOBBY HEAD SHOWROOM ( Telecom – Sales ), AIRTEL INBOUND & OUTBOUND CONTACT CENTER MANAGEMENT

April 2011 – March 2014
Joined the company as Asst Manager Operations, charted a phenomenal growth curve through exceptional performance to achieve the position of Deputy Manager.
* Leads a team of 330 members, 18 Team leaders, 3 Asst Managers 

   (Support staffs – 6 Quality & 6 Trainer).  

* Manpower & Capacity planning for attaining assured SLA's.
* Handling day to day administrative & operational activities in coordination with clients.
* Developing plans and SOPs for overall management, Supervision of implementation for programs
* PPT preparation for Business reviews. 

* Conducting and participating for periodical reviews for the improvement of the Process / Business.
* Analytics based on data and sharing the findings with the clients.
* Proposing for development action plans with RCA and Glide path.
Serco BPO (ISO 9001: 2008), Bangalore, India.
Team Leader – Telesales & Collection Management.
January 2010 to March 2011
* Leads a team of 20 members for 1st bucket of Tele collection of SBI Bank Credit card.
* Identifying and deciding Business opportunities and routes for the sales.
* Verifier of collection / sales summary & coaching the new joiners on marketing techniques.
* Coaching the new joiners on marketing techniques.
* Interviewing and Succession planning for the staffs.
* Heading Competitive Intelligence Report preparation based on requirement.
* Risk management and Floor management.
* Handling escalations and reporting to the management.
* Tracking day to performances based on KPI’s and driving for results.
Hinduja Global Solutions (ISO 9001:2008, ISO 27001:2005), Tamil Nadu, India.

Team Leader – Airtel Prepaid Customer Service.
October 2005 – December 2009
* Leads a team of 20 members for Telecom Operations for Airtel India.

* Meeting the KPI target on monthly & daily basis- (KPIs:  Service Level Agreement, Answer Level, 
   Occupancy maintenance through real time manpower management, Sales, ICE, Call Quality, Shrinkage, 
   Attrition, NSS, Repeat, Up-selling & Documentation.
* Troubleshooting the Internet issues in handset and providing Online Support.
* Satisfying the customers those who calls to Customer care for any QRC.
* Maintain KPIs as per the company Policies. 

* PC configuration and trouble shooting for GPRS Connectivity from Handset.
Magus Customer Dialogue (ISO 9001:2008), Tamil Nadu, India.

Customer Relationship Officer – Airtel Prepaid.
April 2005 – September 2005 

 
* Maintain KPIs as per the company Policies. 

* Maintained records of customer interactions and transactions, recorded details of inquiries, complaints, 

   and comments, as well as actions taken to cater to the same.

* Supervised the team and oversaw responsibilities for deliverables in the absence of Team leader.

* Mentored all the new Customer Service executives by providing them with complete knowledge about 

   Business, system, standards and motivating them by sharing best practices and offering advisory    

   guidance.

* Resolved customer complaints and queries effectively within specified time frames, ensuring customer 
   feedback is actively solicited, recorded and appropriately acted upon.
NOTABLE ATTAINMENTS
* Best Team Leader – Nov 2007, Mar 2008, Jul 2008, Aug 2008, Oct 2008, Jan 2009, May 2009, July 2009,                              

   Oct 2009, Jan 2010, Apr 2010, Oct 2010, Jan 2011, Mar 2011.
* Top Asst Manager – Jun 2011, Aug 2011, Dec 2011, Mar 2012, Jun 2012, July 2012, Sep 2012, Oct 2012,         

   Dec 2012, Jan 2013, Mar 2013.
* Best Initiative Award by Serco.
* Best Initiative Award by Airtel.
* Bi Annual Award by Serco.
* Pan India Top Sale Centre Award by Airtel.
TECHNICAL SKILLS
Operating Systems: MS DOS, MS Windows.
Office Packages:  MS-Word, MS-Excel, PowerPoint.
ACADEMIC SKILLS
	Qualification
	Name Of Institute
	Main Subject
	Year of Passing

	GDBA
	National Institute of Management, India
	Business Administration
	2006-2009

	HSC
	GHSS – Kodambakkam, Chennai, India
	Economics & Commerce
	1998-2000

	SSLC
	GHSS – Kodambakkam, Chennai, India
	General
	1997-1998


PERSONAL DOSSIER
Date of Birth

:
03-01-1982
Gender


:
Male

Nationality

:
Indian

Visa Status

:
Visit Visa

Languages Known
:
English, Malayalam & Tamil
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