Sudarshan
Sudarshan.276535@2freemail.com 
JOB OBJECTIVE  
Seeking senior level assignments in the domain of Business & Strategic Planning, Service Delivery Management and Operations with an organization of repute, preferably in a Service Sector. 
PROFILE SUMMARY  
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Exceptionally energetic & resourceful professional with over 19 years’ experience in Driving Functions, Service Delivery, CRM & Stakeholder Management, Business Process Re-engineering, Training & Recruitment Management, New Call Centre Planning, Transition & Operations Management, Sales Operations and P&L Management 
· An out-of-the-box thinker with a flair for identifying & adopting emerging trends & addressing industry requirements to achieve organizational objectives and profitability norms
· Expertise in mapping business requirements & coordinating in implementing processes in line with the pre-set guidelines  
· Demonstrated acumen in steering customer engagement management, facilitating service delivery, SLA management & creating delivery roadmaps
· Excel in managing end-to-end complex transitions
· Deftness in setting out quality standards for various operational areas to facilitate a high-quality customer experience, while adhering to the SLA
· Possess a strong work ethics & stable work history and credible clientele list.
· Strong customer service orientation and problem solving skills
CORE COMPETENCIES
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· Designing CRM & business processes for dramatic improvements & other external strategic demands, identifying capacity limitation, bottlenecks and process problems for taking corrective action

· Developing a framework of quality standards & overseeing smooth implementation of process

· Monitoring overall functioning of processes, identifying improvement areas and implementing adequate measures to maximise customer / client satisfaction level

· Transitioning processes in adherence with the client’s requirements and removing unnecessary procedures in process for efficient functioning

· Assessing the customer feedback, evaluating areas of improvements & providing critical feedback to the associates on achieving higher customer satisfaction matrices

· Overseeing operations & ensuring achievement of desired objectives; driving day-to-day functions with key focus on bottom line profitability by ensuring optimal resource utilization

· Implementing effective measures to reduce TAT; developing new procedures & processes to streamline operations and enhance service efficiency

· Evaluating effectiveness of training & development programs; formulating or reviewing training strategy and determining appropriate instructional methodologies and formats
EuroKids International – Oct’15 – Till Date
Head – Centralized Operations – India (Mumbai HO)
Highlights:

· Leading the Central Operations Team (Voice & Non Voice) for PAN India & International Franchisees of EuroKids Pre School. End to end ownership of Franchisee On-Boarding to Off Boarding in co-ordination with relevant Pre & Post Sales Head. Custodian for all documentation and payments pertaining to Franchisees.
· Analyse and Strategize with the Finance, Logistics & Procurement team to have Welcome Kits, Equipment’s, Books, Marketing Collaterals etc for Annual budgeting, Procuring & distribution.
· Responsible for improving the Pan India Franchisee operations and deliver growth through expanding the foot print and franchisee base with excellent Customer Service & Efficient planning.
· Reduced number of outlays while improving service levels, efficiency, and reducing inventory & wastages. Work Smart method used to manage resources. Also reduced the inbound call volume by 50% by developing a process to proactively contact Franchisees & Parents during the Order /Admission Process.
· Built effective working relationships with relevant Stake holders & business colleagues across the footprint to ensure high performance and consistent delivery of the relevant business agendas.
· Planned roadmap to meet the FY 16-17 EBITDA target set at INR 33 Crores for Pre School Business. Cost cutting measures and improved lead management and faster Resolution TAT actioned.
· Excellent stakeholder management skills comfort with dealing at top team level internally and externally and ability to challenge where deemed necessary high cultural sensitivity
· Lead the CRM - SalesForce implementation for Ticket Management & Franchisee Life Cycle Tracker for PAN India implementation. 
· Independently lead the Loan Funding Option for New and Existing Business Partners enabling the Franchisee to 
Run their schools without any delay in running School Operations.
· Weekly dashboard and reviews with Business Head and Sales Head to discuss the growth chart & way forward. 
HT Media Ltd (Navi Mumbai) – (May 2011 to Nov 2013)
 AGM – Operations & Training (Navi Mumbai)
Highlights:

· Astutely headed the Call Center P&L accountability of 110 FTE’s in-line with the agreed targets, strategies & actions
· Successfully translated SLA’s into KPI's thereby improving the FTE & Outsourced Vendor’s productivity.
· Reviewed forecasted sales volumes/vendor schemes & planned resources at BPO accordingly

· Significantly capitalized every interaction with the customer (SMS, Phone & E-Mail) and developed plans to exceed customer expectations
· Sharing of:  
· VOC with the Sales & Marketing Team every week  
· Monthly sales plan & worked with the Leadership Team to meet the objectives

· Carried out logistics planning on seat utilization & allocated work based on volumes
· Played a key role in evaluating & developing IVR/CRM & IDC Automation for HT Mumbai Operations in order to elevate subscription experience & faster TAT.
· Implemented SMS Blast & Voice Call Blast to improve customer reach & generated response on  the quality of service offered by HT BPO & Vendors

· Proactively involved in structuring the processes and developed SOP/CRM manuals for complete process

· Facilitated the retention of:

· HT Subscribes at 92% compared to 80% prior to 2011.

· MINT Subscribers at 55% compared to 38% prior to 2011

· Successfully implemented the vendor incentives to drive Fresh Subscriptions for HT & Mint (Business Paper)

· Played a key role in streamlining & improvising logistics issue to 90% competence compared to 60% in 2011.

W N S – Mumbai (Nov’06 to May’11)

AVP – Operations & Transition
Highlights:
· Lead Onsite Transition & Operations for an International Cosmetic & Travel  Client & 2 Projects (75 FTE’s) for a leading Domestic Air Carrier & Travel Portal  
· Served as a Single Point of Contact for the Project, Clients & Stakeholders & Client Presentations
· Offered timely & accurate reporting and feedback of results both prior, during & after transition implementation  
· Handled daily roles comprising of complete project management activities under migration, timely follow-up and escalation of issues requiring higher level engagements

· Lead complete logistics for client & delegates travelling overseas for Transition.
· Actively took part in weekly client meetings and steered committee meetings & VMO

· Adeptly developed Business Objective Decks, QBR’s & Weekly Presentations for internal & external clients
· Received Certificate of Appreciation for smooth transition of UK & ANZ Projects
· Independent P & L responsibility for 350 FTE’s.
· Successfully established BPO operations at Manila (120), GGN (15) & Pune (35) for 3 Fortune 500 clients

· Responsible for establishing robust CRM operational processes & strategies as well as enhanced customer delight & driving business volumes
· Proactively promoted a continuous improvement (Kaizen & Six Sigma) culture within the team via training, process changes, structural changes, automation and mentoring. 
· Executive to Managerial Level hiring and planning the various modes of Talent Acquisition
· Lead SHUNYA (Retention) Drive along with other Process Heads to manage attrition

PREVIOUS EXPERIENCE

Dec’13 to Sept’ 15 with Shetty Catering Services LLC as Head – Event Operations & Training (UAE)

Jun’05 to Nov’06 with Kaizen Global Services BPO, Mumbai as Senior Manager (CC Operations & Training)
Sep’03 to Jun’05 with Wipro BPO, Mumbai as Senior Group Leader (CC Operations & Training)

Mar’02 to Aug’03 with Goldshield BPO, Mumbai as Project Leader (CC Operations & Training)

Jan’01 to Mar’02 with e-Funds BPO, Mumbai as Team Member (Customer Care Operations)
Jun’95 to Dec’00 with Global Carpets & Furnishings, Mumbai as Executive – Showroom Sales & Marketing

EDUCATION

· MBA (HR & Marketing) from Sikkim Manipal, Mumbai in 2008

· B.Com. from Mumbai University, Mumbai in 1996

PERSONAL DETAILS

Date of Birth

:

23rd January 1976  
Languages Known
: 

English, Hindi and Tulu
Driving License
:
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