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A goal- oriented professional offering over 10 years of proven track record of heading the Organization customer service operations, implementing services plans and policies for managing all aspects of customer service and strategic planning with Consumer products /Logistics/ Shipping / Administration /Retails & Export Distribution Giants like Eros Group and BPL and ensuring accomplishment of the business goals
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Service Operations Management

Quality Assurance & Service Delivery

SOPs Formulation SLA/ TAT Adherence Team Management Statutory & Audit Compliance Process Improvement Revenue Generation Warranty Management Spare Parts Management Client Engagement

Education

Diploma in Electronics Engineering in 1991



· Expertise in generating service revenue & meeting budgeted targets by developing new service procedures and strategies to increase productivity & profitability
· Keen customer-centric approach and knack for motivating large work-force for exceeding customer expectations in delivery of committed services; implementing various techniques for improving the process operations along with cost effectiveness; resolved all technical issues in adherence to SLAs/ TAT
o Acknowledged for completing Job task while maintaining TAT as per the objectives provided by management

· Enhancing the customer satisfaction by monitoring the post service activities like post service feedback, follow up with the customers, service reminders and managing customer complaints, call center activities & warranty issues procedures
o   Customer & Dealer Satisfaction analysis 90~95% achievements recorded

· Supervising and monitoring the performance level of the service staff for ensuring superior customer service and accomplishment of service and spare parts targets
· Proven skills in providing direction, motivation & training to Team for ensuring optimum performance & implementation of performance management system for all the team members; creating & sustaining a dynamic environment that fosters the development opportunities & controlling attrition
· Expertise in managing complete sales & marketing operations & accountable for Auditing & Consulting and Franchise Management
· Proficient in providing complete technical support to the customers with a team of engineers which includes complete product support, process optimization, troubleshooting, etc.
· Proven abilities in managing the logistics operations and planning daily work with thorough knowledge of the procedures involved in ordering, receiving, storing and delivering stocks
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Work History

Jun’15 till date: Group, Dubai as Assistant Manager

Growth Path:

	2009-11
	

	Senior Technical Specialist &
	Jun’15 till date

	Supervisor
	Assistant Customer Service Manager

	Eros Electricals
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	2005-08
	2012-14

	Officer in Charge (OIC)
	Team Leader

	Eros Electricals
	Eros Group
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Role:

· Setting out in-house quality standards for various operational areas, ensuring high-quality customer experience while adhering to SLAs for their services
· Strategizing the periodic goals based on client requirements and conducting variance analysis in the scenarios of deviations
· Conducting the quarterly meets for formulating focus goals based on clients requirements, reviewing the goals and planning corrective actions on the variances
· Assessing the customer feedback, evaluating areas of improvements & providing critical feedback to the associates on improvements
· achieving higher customer satisfaction matrices

· Managing service operations for rendering & achieving quality services; providing first line customer support by answering queries
· resolving their issues, ensuring minimum TAT

· Monitoring service operations with focus on implementing policies and procedures as well as developing and streamlining systems
· Ensuring organizational goals in terms of operational budget/cost, service availability, responses, reports and contractual commitments are met
· Administering the procurement of operating supplies and equipment, and contracting with third- Party vendors for essential equipment and services
· Monitoring service operations with focus on implementing SOPs for streamlining systems
· Training & monitoring performance of the team members for maintaining excellence in service operations
· Organizing free check-up camps, service marketing; market survey and analyzing competitors’ situation, products, products advantage / disadvantage and competitiveness
· Carrying out the spares management operations
· Monitoring and supporting service activities at dealer network guaranteeing after sales technical support
· Scrutinizing technicians’ productivity and efficiency levels; assessing drops in productivity and instituting corrective actions; identifying & facilitating training requirements of workshop staff
· Providing updates to web administrator in IT Dept. for ERP / Oracle / COGNOS /GSPN /Discoverer smart software knowledge & recommending for new software implementation or modification on existing one for SC as required
· Conducting internal audits in varies departments
Go Green: - Internal Auditor in EMS (Environmental Management System) team

· Identifying Environmental Aspect & Impact on activities, process, products and services
Notable Accomplishments Across the Career

· Received:
o   Certificate & Gold Coin in appreciation of 10~15 years of dedicated service to the Eros

o Appreciation award from Top management for securing the highest rank during Regional GSM Training at Samsung HQ o Effective Business Correspondence - Dubai Institute of Business Management

o Certificate appreciation for distinguished service & dedication during the Warehouse sale o Best Supervisor Award from Eros staff recognition program for Q1-2010

o Outstanding Exceptional Performances, Commitment & Integrity with Eros Spirit (2010) o Best Service Center Performances Award from Samsung (Year 2012)

· Passed Assessment in High field Awarding Body for Compliance Level 1 in principles of Health and Safety in the Workplace in 2016
· Awarded Best Service Centre in the Middle East by Samsung Electronics Fze. GCS HQ
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Trainings, Courses & Certifications

· Attended Effective Supervisory Skills Course from Executive Train of Dubai in 2011
· Trained for ISO audit
· Successfully completed the ISO-9001:2008 Quality Management System Internal Auditor Course in 2011
· Completed Effective People Management Training Course in 2014
· Championing Health & Safety in the Work Place –Basic First Aid Course Certified in 2014
· Vigilant Safety Services Certified for the Basic First Aid with CPR & AED ( Year 2014)
· SGS Group Certified for the Internal Auditor course completed for the Environment Management System Internal Auditor Course (Year 2015 & 2017)
· Attended Channel Partner Induction Training, acknowledged from Du network provider

Personal Details

Date of Birth:

Address:

Languages Known:

Driving License:

Visa Status:

Nationality:



10th May 1969

Dubai

English & Hindi

UAE

Visit Visa

Indian

