TUSHAR 

Customer Service & Operations Leader
Mobile: +971505891826


                                E-mail: tushar.378712@2freemail.com  


In pursuit of challenging and fulfilling assignments in Senior Professional / IT & ITES/ BPO industry with a growth oriented organisation of repute 

SNAPSHOT

· A dynamic professional with over 17+ years of rich experience in Industry such as Shipping & Logistics, Banking & Finance, Aviation & Telecom with well-known organizations. 

· Extensive background in Customer Relationship Management; including Strategic Planning, New Business Set up, Retail Operations, Labour Law Governance, Corporate Governance, Team Coaching & Training, etc.

· Worked with Maersk Global Services Centers India Private Limited (Pune & Mumbai), Evangetech Infra Facilities Private Limited, Citi Group Global Services Limited, E – Funds International Limited and KLM Northwest Airlines, etc.
· Interact easily with people of diverse backgrounds, cultures, and professional levels. Excellent understanding of and ability to accommodate individual learning styles.

Highlights of Credentials

· Strong background in ITES Arena with industries such as Shipping & Logistics, Banking & Finance, Aviation & Telecom.
· Travelled to several International Location in LOC and front office at global level (Mainly at the start of the year) to plan strategise joint KPIs, projects and going forward plan for the rest of the year.
· Independently managing the overall business of Global Equipment.   
KEY SKILLS

· Aligning People Development Missions with the Business Vision and Priorities.

· Responsible for Locs, Country Ops team, Country Customer Service, terminal and Depots.
· Consistently achieve excellent customer satisfaction rankings by improvements to the bottom line and turnaround under performing operations.
AREAS OF EXPERTISE

Strategic Planning

New Business Set up

Customer Relationship Management

Cost-Reduction Strategies
Sales & Marketing

Corporate Governance

Labour Law Governance
Front Office Management
Vendor Management

Team Training


People Management

Client / Stake Holder Management


CAREER SCAN

Since Mar’ 17:
 Maersk Global Services Centers India Private Limited, Mumbai as Inland Operations Manager – Global Equipment reporting to General Manager – Inland Operations
Growth Path:

Mar’17 – Mar’18 
Inland Operations Manager – Global Equipment, Mumbai

Jul’12 – Feb’17

Team Customer Service Lead, Pune

Role as Inland Operations - Global Equipment, Mumbai:

Team Size: 50 
· Responsible for end to end shipment cycle management.
· Managing Global Equipment Team based out of Mumbai and Chennai GSC. 
· Drive performance through Maersk Line operating system format. 
· Training and Development for the team.
· Fleet Management. 
· Cargo and Container related claims processing.
· Work closely with the Procurement team to negotiate / finalize contract with Vendors. 
· Drive WIG’s and projects through WRMs with the team. 
· Managing collection of outstanding payment from customers and Vendors in accordance with Finance department. 
· Engage effectively with stakeholders on regular basis through MLOS calls as well through Annual Travel to on site location.  
· Provide excellent service to leasing companies and responsible for 95% hit ratio for on time redelivery.
· CSOP Management to comply to standard operating procedures. 
· Quality management by implementing Quality Tools and Monitoring the Compliance of the same.
· Coordinate with sales team regarding specific client needs, forecasting and agreed terms.
· Generate various reports for Stake Holders & internal teams.

· Independently managing the overall business of Global Equipment team.  
Role as Team Customer Service Lead, Pune:

Team Size: 50+

· Manage and Achieve Customer Satisfaction Score on Quarterly basis for the respective Cluster by taking immediate actions received through VOCs.
· Started as OTCS lead for Thailand cluster and moved forward b handling multiple clusters at a time such as Australia, South Africa and Central Cargo Readiness and Vessel Recon Team in Pune. 
· Manage invoice disputes and collection of payments from customers. 
· Moved to BOMGSC (Airoli) in June 2015 as OTCS lead for Scandinavia cluster and Central Cargo readiness and vessel recon team) total team strength of 45 FTEs plus 4 team leads. 
· Regular Customer visits to know VOC and drive NPS accordingly. 
· Email Queue Management with in TAT and 98% accuracy (FCR). 
Attainments:

· Successfully achieved targets on yearly basis for the most important projects like Auto booking and Customer Effort reduction, result in reducing cost for the company by Approx. 50%.
· Consistently drive and achieve 100% performance without compromising on quality of service to customers.
· Consistently Achieved NPS / CSAT Score for all the clusters I have managed which lead to increase in volume from some of our key customers as well. 
Apr’ 11 – Jul’ 12: Evangetech Infra Facilities Private Limited (Sai Info Systems India), Pune as Senior Manager – BPO reporting to General Manager BPO Business
Team Size: 500+ 
Role:

· Call Center head for BSNL Mobile Call Center for Maharashtra, Goa and Mumbai Circle.
· Managing End-to-End mobile process from customer service to collections & up selling of VAS and other telecom related products.
· Responsible for P&L of Pune site.
· Independently managing Pune Site and responsible for site IT, Admin, HR, Finance and entire site organization. 
Attainments:

· Consistently achieved P&L target for the organization for Pune site.
Oct’ 02 – Jun’ 08: Citi Group Global Services Limited, Mumbai as Manager – Operations reporting to Sr. Manager
Team Size: 35 
Role:

· Responsible for US Mortgage Banking & Credit card payment collections process for Citibank Australia & NA 

· SLA Management (AHT, Call Quality, ASA, Agent Utilization, Productivity). 
· Call Queue Management on hourly basis.
· Customer Service Management.
· Underwriting and processing of Mortgage Loans for US customers (All type of Mortgage Loans).
· Credit Card customer service. 

· Credit Card Collection process (Soft as well as 3rd Bucket and NPA accounts).
· Manage day to day operations as per compliance to COPC frame work.   
Attainments:

· Awarded Project of the year award for Forecasting, Staffing and Scheduling Project.
· Started my career with Citigroup as a team member and was promoted to team lead in 1 year and as a manager in another 2 years. 
· Multiple Awards to be part of core team for driving COPC certification in 1st attempt for various processes within USCAD operations. 
Feb’ 01 – Sep’ 02: E – Funds International Limited, Mumbai as Team Member reporting to Team Leader
Team Size: Individual Contributor
Role:

· Responsible for Order Handling and up selling for West Tele Services USA.

· Responsible to Achieve individual KPI.
Attainments:

· Awarded Champ of the month consistently for 4 months in a row post which was promoted as a floor coach.
Oct’ 00 – Jan’ 01: KLM Northwest Airlines, Mumbai as Assistant Security & Customer Service reporting to Team Leader
Team Size: Individual Contributor
Role:
· Passenger Servicing (Check to Boarding, Assisting VIP Customers for arrival & Departures).
· Cargo.
· Passenger & Airport Security.
· Aircarft Security when on ground.
PROFESSIONAL DEVELOPMENT INITIATIVES
· Six Sigma Green Belt by BMG India.

· Certified Tele Mortgage Consultant by CMI, USA.

· Certified Magic Trainer by Communico USA.

· CBQA (Certified BPO Quality Analyst) by QAI (Quality Assurance India).

· COPC Coordinator by Quality Assurance India.

· Pursuing PMP certification Training. 

· COPC Coordinator. 

ACADEMIA
1999
Bachelors in Commerce from Maharaja Sayaji Rao University, Vadodara Gujarat, INDIA
2001     Masters in Commerce from Maharaja Sayaji Rao University, Vadodara Gujarat, INDIA

IT Forte: Proficient in MS Office applications including Word, Excel, PowerPoint 

               Average knowledge of Minitab and carious tools like scatter plots, IMR charts, Fish Bone Analysis, 

               etc. 

PERSONAL SNIPPETS

Date of Birth
            :
27th June1977


Language Skills
    
:
English, Hindi, Gujarati & Marathi
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