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PROFESSIONAL EXPERIENCE

THE PODIUUM SKILLZ ENHANCEMENT CO. PVT. LTD & GEMS EDU TECH SERVICES PVT. LTD.



           








 
Apr’12 till date
Head – IT & Facilities
· Starting up new centres, as per company’s strategy. Primary objective is to make sure every centre is up & operational as per company standards.
· Spearheaded a project handed over to us by the Ministry Of Home affairs and NSDC (National Skills Development Corporation). This being a tri party agreement between the government, us and the corporate made it even more sturdy. For the project UDAAN, we did 6 batches as of now of candidates. Starting with recruitment drives in Jammu & Srinagar to smoothly transition their training in Bangalore and placement in various large MNC’s. This project was specially designed for a period of 6 months, hence reducing attrition and saving costs to large corporate organizations. This in turn has made other state governments to ask for our services. 

· The latest project in our kitty being the STAR program while joining hands with the telecom sector skill council (TSSC), where we have joined hands with a few other large BPO’s to train and hire candidates for the customer service industry.
· Manage and Train the trainers so they come up to speed as soon as possible. 
· Increase business relations with the local BPO’s to smoothly transition the whole process.
· Managing to set up IT labs for the organization at different locations.
Key Achievement:

· Was helpful in successfully setting up centres in MP, Nagaland & Kashmir, acting as a defacto Site Head in every centre.
RURAL SHORES BUSINESS SERVICES PVT. LTD 





Nov’09--March’12

Centre Manager
· Was responsible for the Gujarat centre, we also had centres in the west which I had to occasionally look up on. There were centres in Gujarat, Rajasthan, Maharashtra and MP
· Formulating Raw Reports for the clients as per their requirements from the database to ensure fruitful dissemination of information regarding centre related job work, to facilitate critical decision making processes.

· Ensuring customer centric operations and identifying areas for improving and enhancing customer service initiatives through implementation of feedback received from them.
Key Achievements:

· Planned the service level and response time objectives, managed the service level quality to make sure the team performs better. Reduced the error percentage from 20 % to 5 % within a stipulated time given by the client.
· Deftly guiding and imparting training to the new candidates on technical and functional aspects of the process to enhance their skill levels.

· Successfully handling Sales, HR activities, Quality assurances, Risk mitigation and Information security policy enforcements & implementations.

· Single handedly setup and restructured a complete call centre from scratch to launch in 20 days in MP. This included Civil, Electric, Furniture, CCTV, Bio-Metric, Servers, computers, generator, etc. 
· Setup new targets for all teams to produce maximum productivity and reduce costs by implementing new reporting structures and general feedback sessions to all team leaders.
INFOSYS BPO LTD









       Nov’06 – Sep’08

Account / Business Manager (KPO Process)
· Joined as the Account Manager for Deutsche Bank process, Global Market Research, reporting directly to the COH to run Operations for a 150 FTE team of Financial Analysts. Handling all Sales, OPS & Client Management.

· Successfully handled different teams for the account, like IT dept., Technology dept., Sales, Quality, Risk, Facilities, Admin, DTP, HR, and Travel Department & Secretarial Practice.

Key Achievement:

· Increased the company’s revenue by introducing IT enabled services that helped reduce costs and increase productivity for the clients, thereby generating more confidence to the client to give us extended business.

· Performed internal analysis to save paper and printing by 50 %; reduced the cost to the company by 1 Crore / year.
· Worked in coordination with IT team to automate several projects for the production staff, reducing time by 80 %; thereby increasing productivity & reducing costs.

· Attended a 3 day training program by Growtalent Company Ltd on Leadership Skills and Values, which enabled me to improvise on my team building skills and showed me the importance of being a team player..

SUTHERLAND GLOBAL SERVICES PVT LTD 





       Dec’03 – Nov’06

Team Manager (Operations) – Technical Process
· Joined as a Team Leader and worked on projects like GATEWAY and DELL and was later promoted to Team Manager on the MICROSOFT XP process.  

· Handling all process related matrices, trainings, HR activities, etc. and maintaining the overall performance of the team. S.L.A. adherence, motivating the team leaders and helping them & their teams (lead 125 Employees) to perform better and grow within the company.  

Key Achievement:

· Managed and steered ahead recruitment for a major outburst, to be at par with the client’s expectations.

· Received Excellence Award for best Team Leader in DELL.

· Had a key role to pilot the Internet Explorer 7 account, which excelled. 

· Completed people handling skills certification course from OnTrac as arranged by the company.

OCWEN FINANCIAL SOLUTIONS PVT LTD






          Mar’03-Sep’03

Sr. Customer Service Representative

· Had to help and attend to customers from Ocwen Federal Bank in the U.S. On line problem solving & resolution of all customer queries, billing & collections regarding their mortgages. This enabled me to understand the BPO industry very well, as it was in its infant stages at that point of time.
Key Achievement:

· Passed the Service Mentor Training with KITES, which is also called ULYSSES, a customer service training program.
MEMORY COMPUTER & TECHNICAL SUPPLIES L.L.C




       Aug’98 – Dec’02

Assistant Manager – Tech. Support
MOBILINK (DSS MOBILE COMMUNICATIONS LTD)




        Nov’96 – Feb’98

Technical Officer (Help Desk)

CAREWARE SYSTEMS & SERVICES, MUMBAI



 
                       May’94 -Nov’96

Resident Engineer (BARC)
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Qualification & Certifications.
· Graduate in Commerce.

· Diploma in Computer Science from Boston Computer Institute in Mumbai, India.

· One year Diploma in PC Hardware Engineering from Lakhotia Computer Center in Mumbai, India.

· Finished a 2nd level training to achieve a certificate in MCAFEE Security & SNIFFER Technologies conducted by Network Associates in Dubai, U.A.E.

· Done a Certificate course in Internet Applications & Operations from Wintech Computers, Mumbai, India.

· Done a Certificate course in HP – Large Format Printing technology to become a Technical Professional in HP printers & peripherals conducted by Informatics in Dubai, U.A.E.
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