	


Sanket Modi
Address:
A/2 Shiv Tower,

Ramdev nagar, Satellite, Ahmedabad 

380 015
Marital Status: Single
Language 
Read, write & speak:

English, Hindi & Gujarati
Interests and Hobbies:

Reading Books, Horse Riding, Listening to Music, Photography.
Preferences

Location: Bangalore.


	Objective
To acquire a set of skills for self-development and for the growth of the Organization through continuous learning.

PERSONAL PROFILE
· 8.5Yrs experience in BPO Industry.

· Excellent Relationship Management skills, articulate, combine strong business acumen with the ability to conceive profitable and efficient solutions utilizing technology
· Adept at managing sourcing and manpower planning and implementing various Operational processes viz. Recruitment process, Manpower Planning, Payroll Management and Performance Management 

· Equipped with strong problem-solving & interpersonal abilities, with the ability to grasp, analyze situations & implement solutions, wherever required

· Proactive professional with comprehensive and strategic understanding of Operational Management Systems and business issues; demonstrated talent in devising and implementing coherent strategies whilst improving internal processes and procedures within a demanding environment, project deadlines and budgets.
Academic record

Pursuing graduation.
Acquired diploma in Automobile engineering.

Acquired Call Center Management certificate from Sure Success Training Institute.

Currently pursuing Marketing in Management from AMA.

IT Exposure

· Internet, Excel, Word, and PowerPoint
· Proficient in Microsoft office packages and proprietary call center systems.
 

	
	Core competencies include:
· Building a team that effectively supports client programs, products and services. 

· Driving the development of superior customer service and high performance. 

· Leading workflow distribution and floor management to ensure service levels are satisfied. 

· Hiring, training/developing, motivating, coaching, evaluating and retaining qualified staff. 

· Maintaining service, talk/wrap time, data, and both client and consumer satisfaction levels.  

Business / Organization

Designation

Duration

“10” Restaurant.

P.R. Officer.

Jun 2000 – Aug 2001

iCall India Pvt. Ltd.

Deputy Team Leader

Aug 2001 – Aug 2003
Yantram Pvt. Ltd.

Team Leader

Aug 2003 - Nov 2004

Crescent Outsourcing Pvt. Ltd.

Operations Manager

Nov 2004 - Mar 2008

Aakar eSolutions Pvt. Ltd.

Operations Manager

Mar 2008 - Sep 2008

AGBPO Pvt. Ltd.

Asst. Operations Manager

Sep 2008 – Till Date

Operations Manager:
(Aakar eSolutions Pvt. Ltd. / Crescent Outsourcing Pvt. Ltd. / AGBPO Pvt. Ltd.)
· Direct call center operations as a liaison between clients, supervisors, and call center employees. 

· Administer performance management by diagnosing improvement opportunities, providing effective feedback, coaching, training, professional development, and corrective action plans. 

· Perform quality checks, develop and review performance reports, identify areas to improve, and implement measures to improve performance levels and meet objectives. 

· Conduct group training sessions on financial products and services.  

· Develop sales techniques of each customer service representative to drive revenue growth. 
· Coordinate the interviewing, hiring and training of over 500 customer service representatives.  

· Monitor interaction between staff and callers to ensure quality assurance standards. 

· Review call center statistics to measure staff performance and the need for improvement. 

	
	Team Leader:

(Yantram Pvt. Ltd.)
· As team leader, motivated and supervised an outbound call center staff of 300 staff.   

· Developed a system and call scripts to facilitate the efficient management of call volume. 

· Provide customer service excellence and technical support on telephony systems. 

· Conducted hundreds of interviews with responsibility for the placement of over 175 employees. 
· Ensured strict adherence to company policies and procedural guidelines.  
Processes Taken Care of:
· India:-
Inbound: Customer Care Service (Idea).

Sales: Yellow Pages 

· US Process:- 
Finance: Home Mortgage, Auto Loans, Pay Day Lead Generation, Debt Management and Collections.

Sales: Credit Card, Travel Packages, Calling Cards and Telecom.

Inbound: Customer Care (Technical), Inbound sales (Travel Packages).

Survey: B2C for Education loans

· Canada:-
Sales: Calling Cards, Telecom and Broadband.

Promotional Offers: Newspapers and Magazines.

· U.K.:-
Sales: Telecom (British Telecom) and Broadband.

Marketing and Promotional offers: Website (BT tradespace).

Finance: Debt Management.
Achievement:

· Recognized as Excellent Performer during performance assessment and was promoted as Team Leader (Yantram Pvt. Ltd.) 
· Awarded 3 consecutive years as the best employee of Crescent Outsourcing by the directors of the company.

· Crescent Outsourcing started with 3 seats but with the hard work, team efforts and skillful management, team size grew to 250 seats in 2.5 years. 


	
	Competencies
· Good communication skill.

· Good team Management

· Organized and well structured at work.

· Independent and self-motivated. 
· Committed to deadlines and schedules.
· Innovative for making work success
· Excellent Inter-personal skills
Place: Ahmedabad




                Thanks & Regards
Date: 
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