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	PROFILE


I have over 10 years of experience in the HR Outsourcing/Marketing & Sales/BPO/IT industry with exposure to WFM, Marketing & Sales strategies, Project co-ordination, MIS, Forecasting, Scheduling, Resource planning, Real time management & Client Management.

	ACHIEVEMENTS


· Successfully initiated & executed the “Voluntary Time off Project “and increased the Dollar saving by 35% in 3 months & received an Artistry Award for the same.
· Transitioned one of the businesses from Philippines to India and saved company’s cost as salaries were higher in Philippines.
· Reorganized the Scheduling Process and achieved the Quarterly and Daily Service level targets with the same set of csa’s regardless of the additional requirement of associates to business.

· Expanded client base by 40% in 2 years by consistently delivering goal-surpassing marketing results and ensuring complete client satisfaction.

· Increased overall sales by 20% through promotional campaigns, cold calling & lead development. 

· Designed presentation materials to better display the value of our product vis-à-vis competitors. Resulting sales whooped up by 18% in that particular quarter.
· Implemented company’s most successful sales promotion at Ministry of Defence resulting in record increase of over 35% in Sales.
	COMPUTER REPERTOIRE 


               Utilities


                          MS-Excel, Ms-Word, Ms-PowerPoint
	ACADEMIC BACKROUND

	Year
	Qualification

	2014
	Awaiting final results of E-MBA from Karnataka State Open University.

	2005
	Completed Graduation from Delhi University through Correspondence College in Arts Stream.

	2003
	Completed ‘O’ Level in Computers from DOEACC University through DICS.

	2002
	Completed 12th standard from Kendriya Vidyalaya.

	2000
	Completed 10th standard from Kendriya Vidyalaya.


	SPECIALIZED SKILLS AND COMPETIENCY


Operations Management                               
 Data Analysis                      

Scheduling & Resource Planning               
 People Management

Real Time Management
                                           Customer Service

Cost reduction strategies
                             Marketing & Sales
	PROFESSIONAL WORK EXPERIENCE


Workforce Operations Manager| AON HEWITT, India | (5th Jan'2012 - till Date)
Responsibilities:

· Oversee intraday management of scheduling procedures, analysis of real time workload requirements, and call routing to manage performance to service level requirements. 
· Provide analytics on trends and use data to identify drivers while continuing to evolve Member Services reporting structure such as Tableau integration. 
· Review and analyse the monthly, quarterly and yearly Contact Center Performance Reports for both internal and external stakeholders and distribute as required.

· Analyse historical call trends by source, handle time, and root cause to identify operational opportunities and pro-actively communicate this information to leadership while implementing appropriate action plans.

· Responsible for the overall management of WFM team to include hiring, training, scheduling, setting of goals, prioritization of work, performance reviews, etc.
· Relationship management with internal and external partners to provide optimal resolution to the customers and ensured 100% customer satisfaction.
· Ensure that the real-time management team is providing the appropriate real-time oversight and takes appropriate action to meet service level goals and maximize efficiency.
· Assisting Project manager in daily activities so that relevant management information is captured. analyzed and communicated to Project Manager.

Team Leader | AEGIS LIMITED (Essar Enterprise), India | (20th June ‘11 - 4th Jan'2012)
Responsibilities:
· Monitored and analyzed call centre trends agent information and utilization etc. and managing real time capacity in regard to agent activity and coordinate training and meeting activities with supervisors in the various centres. 

· Shrinkage and Assumptions management with regard to Capacity Planning and to Ensure efficient use of resources available in terms of Human Manpower and Infrastructure. Also Support solutions team with respect to RFPs for new projects.

· Ensure that the scheduling function is providing optimal forecasting, scheduling and identifying new methods, strategies and opportunities.
· Accountable for the delivery of SLA's and targets delivered through everyday focus on productivity, people and performance

Team Leader | IBM Daksh Business Process Services Pvt. Ltd. | (7th Feb ‘07 – 19th June’11)

Responsibilities:

· Advanced into several positions within the organization starting with a customer care specialist then moved into the workforce management department. Managed and created multiple databases reports and policies and procedures to ensure service level metrics are being met on a daily basis. 

· Working closely with Quality and training both from an Operations standpoint and a workforce Management standpoint to ensure all reports and monitors and training is completed as scheduled.
· Worked closely with the Forecasting and scheduling teams to ensure that schedules and forecast meet business needs and union standards.
Sales & Marketing Manager | C3S Call Centre Services, India | (15th June ‘06 – 30th January ‘07)
Responsibilities:

· Managed Telemarketing, Corporate sales and prepared reports on sale achievements as against target sales and coordinated with Sales team and developed campaigns and ensured its coverage on phone. Also reviewed work of Sales team and evaluated productivity of individual sales person and recommended changes in scripts to achieve all sales objectives and goals.

· Work with third party ad agencies to execute integrated marketing programs for strategic media, radio, television and billboards

· Developing business plan and practices for Corporate Sales and Monitor competitors’ product, its market share and new products introduced in market and develop market strategies accordingly.

· Responsible for planning and leading of sales promotion and direct marketing programs, including national Trade fair marketing events, sales promotions & new product testing.

Corporate Sales Team Leader | Mobile Net, India | (Jan/2004 to Jan/2006)
Responsibilities:
· Planned consumer promotion and community events in order to create a strong brand experience and participate in industry trade shows and conferences.

· Writing up sales reports, activity reports and completing all documentation and administrative records, fully and accurately.

· Managing sales team and ensured that Monthly and Quarterly sales target are met.
