
DEBASHISH GANGULI

Synopsis

More than 16 years experience in Operations – Voice, Non Voice and Back - Office, Client Management, Transitions (both remote and from the client site), Service Delivery, Program Management, Training, Quality, Customer Service, Hospitality and Support with recognized strengths in problem-solving, building efficiencies in systems, trouble-shooting, sales staff support, training planning, implementing proactive procedures and systems to alleviate problems in the first place and account maintenance. Possess proven skills in Leadership, Strategic Initiatives, Special Projects, Employee Engagement / Relations and Customer Relations Management.

BPO Domains handled ::

Telecom :: Domestic – India and US Market

HR :: UK Market

BFSI :: Banking, Financial Services and Insurance :: UK Market and US Market

Areas of Expertise

Service Delivery

· Monitoring service levels in real time and at regular intervals based on predetermined metrics.

· Coordinate and implement the production schedule on a daily basis to ensure smooth functioning of the Production floor.

· Ensuring that formal project reviews are carried out at appropriate points during implementation.

· Analyze the productivity and quality reports and provide inputs & solutions to meet the goals set by the business area and the company.

· Ensuring that the Service Level Agreements with the areas are met and exceeded at all times.

· Review statistical data regarding productivity levels and performance; making recommendations and takes actions where appropriate.

Operations

· Ensure Service Level Agreements of the process are met as agreed upon with the client.

· Identify causes of non- achievement of SLAs, develop solutions and execute the same.

· Manage work for quality and ensure compliance with audit requirements.

· Liaise with training/project teams and other business areas for business purposes.

· Lead and develop teams and individuals, focusing on development of direct reports.

· Design cross training initiatives to meet business and operational needs.

· Managing team profit and loss statement on a monthly basis, and then presenting and justifying performance across a variety of metrics such as utilization, productivity, retention and deadline adherence and quality to senior management

· Responsible for client contact. Acting as a single point of contact with the entire team and the senior management through effective communication on key deliverables of the process.

· Managing team profit and loss statement on a monthly basis, and then presenting and justifying performance across a variety of metrics such as utilization, productivity, retention and deadline adherence and quality to senior management.
Migrations

· Managing the seamless movement of the process to the offshore environment and its integration into existing business operations.

· Identifying and mitigating the risks involved in outsourcing and in the offshore environment.

· Analyze business trends, establish volume forecasting and plan for effective capacity/resource utilization.

· Preparing and updating the project management plan, ensuring that it is full coordinated with the host country at all stages.

· Approving changes within the agreed project scope, or referring them to the program board.

· Responsible for creation of Process Designs, Writing Procedures, Training Plans, Operational models and Project Plans to ensure smooth implementation.

· Responsible for ensuring that the transition of new processes is well planned.

Quality Assurance 

· SPOC for the Information Security SPOC for the processes managed – preparing Risk Assessment Sheet on CIA guidelines

· ISMS documentation

· Was responsible for the documentation and upkeep of all documents for the ISO 27001:2005 audit and compliance

· SPOC for BCP and the BCP Champion of the process – also conducted BCP tests.   

Training Programs

· Coaching and Counseling

· Yellow Belt (DMAIC) Training

· Green Belt Orientation

· Training-cum-Workshop Quality Initiative 

· Team building workshop

· Personal Effectiveness Program

· Performance Planning and Development Process

· Supervisory Skills (Team Leader Program)

· Leadership Programs (Goal Setting & Getting, MBTI)

· Mind Gym Programs

Work Experience

First Source ,  Kolkata  – Deputy General Manager – Sep’08 – Till date
· Working in the Telecom domain – Managing a circle operations
· Managing the Inbound process for an Indian mobile service provider with a large team of associates, team leaders, Assistant Manager’s & Manager’s.

· Interface between the client and the project.

· Interface with the client via weekly reports, call calibrations, conference calls

· Responsible for driving client metrics; also involved in scheduling, planning, forecasting, quality call monitoring, training of new agents, refreshers.
· Ensure Service Level Agreements of the process are met as agreed upon with the client.

· Identify causes of non- achievement of SLAs, develop solutions and execute the same.

· Review and analyze performance reports against the targets on a weekly/monthly basis with the client and direct reports and investigate causes for deviations.

· Monitor compliance adherence through timely audits.

· Manage performance of individual teams through performance management techniques, career planning strategies and sharing of best practices.

· Develop strategic and tactical plans to identify, analyze and effectively respond to client’s needs, emerging trends, and best practices.

· Transition the new processes as agreed upon by the client.

· Also responsible for P & L Management of the project.

· Successful completion of a GB project – CSAT improvement.
· Reporting to the Centre Head
Steria India, Noida (known as Xansa earlier) – Senior Service Manager – Oct’05 to Apr’08

· Worked under the BFSI domain 

· Managed processes under the Financial and Insurance (Medico – Legal Sector) being a blend of Out Bound, Inbound & Back office with a large team of associates, team leaders, Assistant Manager’s & Manager’s.

· Conducted two projects – One GB and One Lean Sigma project (Improving productivity & the other to improve Data Quality)

· Interface between the client and the project.

· Interface with the client via weekly reports, call calibrations, conference calls

· Responsible for driving client metrics; also involved in scheduling, planning, forecasting, quality call monitoring, training of new agents, refreshers, 

· Meeting client requirements in terms of scaling up or down agents as per the pilots and amendment in targets

· Ensure Service Level Agreements of the process are met as agreed upon with the client.

· Identify causes of non- achievement of SLAs, develop solutions and execute the same.

· Review and analyze performance reports against the targets on a weekly/monthly basis with the client and direct reports and investigate causes for deviations.

· Monitor compliance adherence through timely audits.

· Manage performance of individual teams through performance management techniques, career planning strategies and sharing of best practices.

· Develop strategic and tactical plans to identify, analyze and effectively respond to client’s needs, emerging trends, and best practices.

· Identify new business opportunities with the existing client transition the process if agreed upon by the client.

· Also responsible for billing to the client as per the defined guidelines

· Reporting to the VP – Operations
Hero Ites, Gurgaon – Manager Operations  – Jul’04 to Oct’05

· Worked under the BFSI domain 

· Managed both Inbound and Out Bound Voice processes 
· Also managed a very large Outbound sales team of associates, team leaders, and Assistant Managers 

· Interface with the client via weekly reports, call calibrations, conference calls

· Responsible for driving client metrics; also involved in scheduling, planning, forecasting, quality call monitoring, training of new agents, refreshers, 

· Meeting client requirements in terms of scaling up or down agents during the shift based on the lead counts

· Workload Planning - monitor volumes (based on global distribution plan) and report, discuss change in trends /customer-specific requirements..

· Analyze existing processes and identify gaps and opportunities for cost/quality improvements.

· Derive productivity gains through creating and re-engineering processes, seat utilization.

· Constant interaction with Areas/Management regarding any change (system, process and people), issues, concerns, and expectations.

· Review statistical data regarding productivity levels and performance; making recommendations and takes actions where appropriate.

· Develop frontline leadership and identifies opportunities for career development of staff.

· Was the Process Manager for the Campaign

· Reporting to the Director - Operations

Daksh e Services, Gurgaon – Deputy Manager – Sep’01 to Jul’04 

· Worked under the Telecom domain 

· Successfully transitioned Customer Services and Activations inbound calling process for SPRINT (US).

· Was actively involved in the seamless transition at the customer site in Florida, US for 5 weeks.

· Responsible for ramping up and training of 500 full time employees  

· Also streamlined the entire operations from the start for the first voice venture for Daksh

· Have been involved in conceptualizing and implementing Floor policies

· Closely monitored performance and carried out CSAT Quality projects for Quality conformance 

· Set up system to handle bottlenecks and crisis deadlines

· Monitoring service levels in real time and at regular intervals based on predetermined metrics.

· Responsible for head-count planning, staffing, allocation and promotion.

· Transitioned into Training heading the Sprint Process Training Team and also into the Quality domain

· Was part of s GB Project related to Attrition.
Hotel’s Experience
Worked in various hotels across India from October 1992 till August 2001 in various capacities.

Last with The Bristol Hotel Gurgaon as the Assistant Front Office Manager from April 1998 to August 2001.

Personal Information
Bachelor’s of Business Management

Hotel Management 

Current Location :: Kolkata (INDIA)
Status :: Married
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