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~Service Delivery Operations / Transition Management / Process Management 
SNAPSHOT



· A competent professional with nearly 12 years of rich experience in Service Delivery Operations, Transition & Process Management, Client Servicing & Team Management, Sales & Marketing
· Instrumental in defining service standards and guidelines that serve as benchmark for excellent service delivery thereby contributing towards service revenue generation.
· Demonstrated excellence in planning, migrating, transitioning and managing several successful processes with involvement in technological updations. 
· Hands on experience in process improvement projects resulting in increased efficiency, productivity & increased client satisfaction. 

· Deft in customer service operations inclusive of implementing short / long term plans; managing teams with focus on excelling business targets & service delivery metrics for global clients.

· Knowledge of business process analysis and design, reengineering, process rationalization, cost control, capacity planning, performance measurement and quality. 

· Acting as an escalation gate to resolve critical issues of the team members. Skills in conducting various technical training sessions for enhancing the performance and quality of service.

· Well versed with concepts of Six Sigma and other quality tools.

· Sound understanding of off shoring processes, governance model, transition activities, Continuous Capability Improvements initiatives. 
Core Competencies 
~ Strategy Planning ~ Project Operations ~ Process Management ~ Operations Management ~ Process Road Map ~ Transition Management ~ Service Level Agreements ~ Standards Operating Procedures ~ Training & Development ~ Client Relationship Management ~ Quality Assurance ~ Management Information System ~ Team Management ~ Liaison/ Coordination ~ Cost Optimization
Operations Management

· Formulating & effectuating Business Continuity Plans as per schedule & recording results in BCP test cycle.

· Co-creating and cascading organisation mission, vision and core values by spearheading various training and engagement initiatives.

· Identifying areas of improvement and tracking the progress through Service improvement plans and frequent reviews (daily, weekly and monthly).  

Service Delivery Management / Technical Support

· Heading Delivery Management for technical deliverables of telecom service projects inclusive of escalation / response / resolution time for reported problems on the basis of criticality.

· Planning and scheduling activities to ensure completion of the project within the time and budgetary parameters and for optimizing resource utilisation. 

· Negotiating SLAs with clients and ensuring compliance with the same with regard to project progress and completion within specified parameters and delivery within schedule.

· Defining escalation / response / resolution time for reported problems on the basis of criticality; resolving support / operational issues.

· Maintaining MIS for all phases and reporting progress to client; meeting deadlines without compromising quality norms.

Process Management 

· Delivering SLA based services for operations management; ensuring adherence to policies and processes relating to service transition, implementation and operation of outsourcing services. 

· Mapping requirements and coordinating in implementing processes in line with the pre-set guidelines.

· Undertaking responsibilities of ensuring uniformity in the process understanding at the client’s and the organization’s end.

Customer Support Management

· Achieving customer satisfaction by ensuring service quality norms and building the brand image by exceeding customer expectations.

· Setting out quality standards for various operational areas, ensuring a high-quality customer experience while adhering to the SLAs and work processes.

People / Team Management

· Leading & monitoring the performance of team members to ensure efficiency in operations and meeting of individual & group targets.

· Responsible for the team performance vis-à-vis specifications in the Service level Agreement.

· Developing a positive working environment to enhance productivity through personal impact by way of devotionals, team meetings, 1:1's, etc. 

Career Scan
Since Jun’ 08:
COMODO Security Solutions Private Limited, Chennai, India as Group Leader


Role:

· Steering complete gamut of customer service and sales operations in the company.
· Handling end to end Customer Service Delivery and reviewing account’s performance against contractual metrics like Service Levels, Handle Times, Quality Scores, etc.
· Administering operations of Revenue Generating Departments like IDA, Validation, Technical Support, E-sales and Inside India Technical Sales. 

· Formulating budget and conducting cost analysis, BCP and DR.

· Defining SLA’s operational planning and co-ordination with other business functions, Resellers and Webhost. 
Attainments:

· Received outstanding positive comments from team members on employee reviews, as well as exceptional feedback from senior management.

Sep’ 06 – Jun’ 08:
CEE MAGH Technologies Private Limited, Chennai




Director – Operations 
Management
Role:
· Spearheading entire process operations for transitioning of new hires on to the floor after training.
· Coordinating with functional heads to generate integrated working environment for maximum productivity.
· Mentoring the Team Leader, Managers and Process Trainer for new responsibilities through regular feedback, training session and work plan.
· Managing process documents for all parameters of Operations, Quality and Training.

· Maintaining reports to track the process performance and doing a trend analysis based on the results.
· Ensuring adherence to laid procedures related to all aspects of call handling & achieving targets for project.

· Preparing scorecards for the team, based on performance metrics. 

May’ 02 – Sep’ 06:
Sutherland Global Services Inc., Chennai as Group Lead (Dell Operations)
Role:
· Overseeing complete performance metrics & call transaction functions for a team of 72 members.

· Maintaining highest level of technical expertise, soft-skills, phone etiquette and management skills.

· Conducting Pre/Post shift meeting with the team members and reviewing performance. Cascading latest process related inputs from the client and the management, to the floor.

· Reviewing the performance and ranking team members, based on performance metrics & audit scores.

· Monitoring and mentoring the team and finding ways within the prescribed norms to aid the HDEs in adding value and having job satisfaction.

· Regularly updating the tech team on floor with latest quality issues, product updates & client handling skills.

Oct’ 99 – Jan’ 02: Delta Innovative Enterprises Limited, Deltagram, Chennai as Network Engineer
Role:
· Undertaking installation, servicing and maintenance of all systems.
· Troubleshooting problems related to Network and LAN.
· Overseeing complete installation and configuration of Windows 2000 Servers.
· Allocating resources and controlling user access to same.
· Configuring Client-side systems viz. Win 95/98/2000 & workstation.
· Generating reports of the messages transacted for billing purposes.
Oct’ 97 – Sep’ 99:
Colt Computers Private Limited, Chennai as Business Consultant
· Establishment Signings for American Express Bank Ltd. 

Academia
1997
B.Com. from Quaid-e-milleth College, University of Madras

Certifications
Microsoft Certified Systems Engineer (MCSE)

CompTIA Certified Service Technician

                               Certified Technician for Servicing Compaq Consumer Products
Certification for achieving Extraordinary Customer Relations
Microsoft Certified System Administrator

OnTrac Certified Team Lead & Manager

Training on COPC & 6 Sigma

Personal Dossier
Date of Birth

:
12th December 1976

Linguistic Abilities
:
English, Hindi, Malayalam and Tamil

Passport Number
:
E1727300

Other Country Visa
:
United States of America

Visa Type

:
B1 (Business Visa)

Visa No.


: 
20082102570001, valid till July 2018
Location Preference
:
Overseas, Chennai


