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Objective: To enjoy responsibilities, seek challenges and create excellence in everything that I undertake. 
Individual Profile:
A proven track record of delivering excellence in high value, high volume operations, inbound and outbound sales across multiple business streams and sites.

The key area of expertise is full life-cycle customer management excellence; specialising in General Insurance, Mortgage, inbound and outbound sales. Have Over 12 years of rich experience in the field of Customer Care Service and Sales.

· Recognised as an industry expert in: full life-cycle customer management, contact centre operations, business process outsourcing, strategic planning, transformational change, site set-up, migrations, implementations and highly focused performance delivery.

· Demonstrated outstanding leadership capabilities; creating and managing highly engaged, empowered and outperforming business units.  

· Has delivered a succession of large scale projects that have transformed operations, improved efficiency, driven significant cost savings & demand reduction.

· Instrumental in building organizations (BOT).

· Excellent knowledge of the supplier / third party mind set and culture.

· Wide experience and exposure supplier and buyer of service.
· An expert in Recruitments and Hiring.
Professional Experience:
Assistant Manager Operations
         March 2012 – November 2015
 Business 

A new process signed between and Westpac (Australian Bank) and attended a due diligence program in Australia for a period of 28 days. 

Responsible for over 75 FTEs, 3 leads and a budget of over $2 million; I’m recognised for the ability to lead large scale operations, overachieve targets, whilst also initiating and successfully implementing transformational change.

Due Diligence:

· Lead the IBM team for the Due Diligence to be successful for twelve different LOB
· Evaluate the process maps and conclude if the steps mentioned in the maps are accurate with live examples.

· WFM team to arrive at a realistic expectation time to complete the core tasks before an agreement is made for the all the LOB.
· Presented the Due Diligence presentation of all LOB to the clients.
Due Diligence Implementation:

· Knowledge transfer set-up.

· Service catalogue implementation.

· Process Risk and management.

· Recruitments and Hiring.

Achievements:

· IBM Numero Uno award in first year of joining in 2012.

· Time-honored best manager award twice.

· Transitioned 12 Process smoothly in 2012 and 5 in 2013 worth $8M.

· Seat Utilization. (Yellow Belt and saved $25,000).

· Minimized errors in all the LOB which saved  2days in the cycle time and saved $50.000 on penalties.

· New tool implementation for the clients which resulted in end-user satisfaction and cycle time reduction.

· Always achieved the target of 110% on the agreement which resulted $20,000 profit every month.

· Created monthly decks’ and was a part of the MBRs.

· Created billing files.

· Lead Connect and Care team.
Previous Experience:

Practice Coach / Team Management (Sales & Service)                                     May 2003 – April 2011
WNS Global Services (Norwich Union / AVIVA Direct Insurance Ltd UK.), Bangalore.
· Proactively managing and achieving business goals / SLA’s

· To ensure continuous trainings and refreshers for employees based on the process & individual needs.

· New hire training on systems, processes & customer service

· Identifying and analyzing training needs

· Developing action plans and monitoring progress of such plans

· Ensuring attendance and successful graduation of the team

· Coordination with clients for updates and various supports

· Update product curriculum on an ongoing basis

· Ensure that the assigned targets are met in accordance with Service Level Agreements and Internal standards

· Ensure that the training quality is in compliance with predefined parameters as defined by Process excellence

· Hiring & Recruiting Advisors

· Employee Relations / Retention activities / Designing Rewards & Recognition programs

· Execution of various projects which include improvement of customer satisfaction

· Weekly / Monthly Business reviews with higher management & clients

· Performance appraisals Monthly , Quarterly and Annual

· Training & Development Identifying learning gaps & execution of trainings.

· Adept at customer servicing with extensive experience in troubleshooting and handling difficult customers

· Maintain Quality Standards / SLA’s 

· Maintain professional decorum within team 

· Maintain Error Report of advisors.

· Handle escalated calls. 

· Monitoring performance of the team members.

· Conducted Sales enhancement training programs.

Achievements:
· Was awarded the best performer of the year for achieving 100% in compliance and highest number of sales for the entire 2004.

· Received best seller awards on many number of occasions.

· Received commendation certificates from the clients for exceeding customer expectations and was recognized by the letters sent by the customers. 

· Nine months deputation in Chennai for the set-up of AVIVA insurance and was successful in the entire set-up, trained and managed the entire training for one hundred advisors with the least attrition and highest throughput percentage and was awarded the Best Team management and Trainer of the year.

· One month deputation in the United Kingdom (Norwich) for a Train the Trainer program and transited a new process (Travel Insurance) single handedly to Chennai and Bangalore.

· Reported to an AVP for 2 years during the Chennai set-up and the transition.

· Trained a batch of 42 delegates with 0% attrition, 100% attendance and 100% throughput, also managed them for 6 months and was awarded “The best team management award” for both the quarters.

· Supported the operations and made sure the teams achieve all their Service Level Agreements.

· Was a part of 4 transitions in AVIVA.

· Trained all the Sr. Managers, AVP’s and the Centre Head when there was a system transition.

· Achieved the best trainer award on number of occasions.

· Have attended training programs to enhance training & management skills and was certified.

· Was awarded best seller in both inbound and outbound sales.
SPECIALTIES AND DOMAIN SKILLS:

· Governance.

· Post Acquisition Integration Activities.

· Customer Experience Enhancement.

· Talent Hunt and Development.

· Employee Reward and Recognition.

· Operations Optimization / Restructuring.

· New Business development.

· Renewals, Retention and Loyalty Programs.

· Customer Profiling
 Computer knowledge:
 MS Office 2003-Office 365.
 
 Academic & professional qualifications:

· MBA International Business Vinayaka Mission University (Salem). 2012
· B.COM. Chhattisgarh University. 2004- 2005
· P.U.C Delhi University. 2000
·  S.S.L.C Mehras School Bangalore. 1998
References:

Personal, professional and client references available on request.

Personal Details:
Date of Birth

:  12th November 1981
Father’s Name
:  M.D Jones
Marital Status
:  Married
Visa Status

: Visit Visa (Convertible) 


I trust and believe that the information given above is true and accurate to the best of my knowledge.
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