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Profile		Experienced professional with close to 12 years of experience in Team Management, Process Improvement, MIS, Quality, Business Consulting, Proposal Management, Data Analysis, and Root Cause Analysis. Served and Delivered value adds via ROI centrism approach to over 20 US and Australian based clients across multiple industries. 

Skills	Business Analysis, Service Delivery, Quality Management, Good Presentation Skills, Advanced Excel, Team Management, Management Consulting, Process Improvement, Project Planning, Training, Leadership, Professional Services, Resources Management, Customer Relationship Management, Strategic Planning, BPO, Fully conversant with all relevant Quality Assurance procedures.

Experience      Asst. Manager; Bharti Foundation	
Oct18’ – Till Date

· Own end-to-end reporting and MIS delivery for Quality Support Program. Responsible for ensuring the timeliness and accuracy of the all reports.
· Performed Trend Analysis, Benchmarking, and Cohorts comparison of Data.
· Overseen MIS staff, workflow management and delegation of tasks and projects.
· Developed a strategy for redefining manual reports and guiding vendors to automate reports using SQL DB and Power BI solutions. Lead the way in implementing new technologies in operations.
· Designing and developing data model and dashboards
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Experience      Manager; Delhivery	
Dec15’ – Apr 18’

· Leading & Managing team of 10 resources to ensure the RCAs & fix for the service level breaches 
· Associated with Control Tower team (Headquarter team which control all states issues).Responsible for monitoring the network against likely failures or delays; device and implement a plan to mitigate the effects of the failure. 
· Root Cause Analysis to eliminate SLA breaches caused by design failures. And hence, deploy cost effective & more effective routes with better TAT and zero SLA breaches.
· Responsible for load projection and stress management at Dispatch center to over-come manpower shortage challenges.
· Monitor the performance of all business models in logistics industry (B2B, B2C, HLD, C2C, International trade, LTL, Heavy goods). Further developing dashboards for reporting, trend analysis and pattern identification.
· Performed operation management duties that included mission planning, coordinating, and cost benefit analysis

Experience	Sr. Team Leader; Mattsen Kumar powered by Hyper Quality
July 09’ – Nov 15’

· Conducted study to gauge customer satisfaction experience for key players of Home Appliances Industry across the globe. The study included survey, mystery shop calls, detailed analysis to identify areas of improvement leading to increasing CSAT
· Principal and Lead consultant for multiple clients in emerging markets including US and Australia. Key Projects completed whilst leading teams of cross functional consultants include:
· More than 25 projects with high net worth for DIRECTV (Such as-Low Risk Customers, Mover's Evaluation, Direct Sales, Reconnect Support, Lifesheild, Alt Media etc.) successfully handled and delivered 5% growth overall .
·  Insights on opportunities to improve retention rate and lower cancellation rate for Guthy Ranker and recorded highest growth rate(10%) for the Quarter (Oct-Dec 2011)
· Ensuring customized full-service consulting to help outsourced contact centres improve the customer experience, AHT, increase sales, up sells, improve retention rates etc.	
· Specialized in process improvement / standardization and advanced modelling and analytics.
· Providing Cross Training to Process Associates to handle High Volume Situations and reduce Idle Time. Analysing customer feedback reports and corrective measures to be taken for the smooth running of the project there by ensuring all the quality tools and procedures are adhered.
· Leading, mentoring & monitoring the performance of 20 team members (including language resources such as Russian, Japanese, Chinese) to ensure efficiency in process operations 
Experience	Executive; GE Capital
July 05’ – Feb’09

· Servicing all customer requirements by building trust and understanding with customer to ensure SBI Credit Card is at the top of their Customer Services
· Mapping client’s requirements and ensuring rendering of effective solutions in line with the guidelines specified by the clients’ on Operations Shop Floor.
· Taking escalations for resolving critical issues; ensuring CTQ Delivery & Business Continuity.
· Customer Retention to build long term relationship by giving value added features and  up sell SBI Credit Cards products such as Balance Transfer, Insurance, Flexi-pay, Personal Loan etc.
· Prepared presentation on detailed Quality Achievement Parameters for new recruits.
Earlier Employment History 
Oct 04’ – July’05
Customer Care Executive; Spanco Telesystem
.
Education & Professional Qualification: - 

· B.COM (Pass) from University of Delhi in 2003
· One Year Software Diploma course from NIIT.
· Six Sigma Black Belt on the job training from HyperQuality
Professional Achievement 

·     Awarded as WOW performer by CPO – Bharti Foundation in 2020
·     Awarded as WOW performer by CSE – Bharti Foundation in 2019
·     Awarded as Diamond performer by V.P – HyperQuality in 2015 
·     Awarded as Platinum performer by V.P – HyperQuality in 2014
·     Awarded as Gold performer by HOD – HyperQuality in 2013
·     Awarded as Star of the Month for sterling performance in 2012
·     Won Quality Caller for the Quarter in GE Capital
·     Appreciation calls from customers & the constant feedbacks from coaches in GE Capital
