




SOUROV BHATTACHARYA
                                                        Mobile : +91-8335956386 Email: rana.cad@gmail.com
Assignments in SALES & MARKETING / BUSINESS DEVELOPMENT with a growth oriented Organization.

QUALITY IS NOT TO FIND THE FAULTS BUT TO FIND OPPORTUNITY FOR IMPROVEMENT. TRUST ME IT WORKS





“IT’S POSSIBLE”

                                                                                 A BRIEF SYNOPSIS


MCA with specialization in Management Information system with experience in overall 11 years in Customer Support, Sales & Marketing, Business Development along with Customer Relationship Management. Currently associated with Cognizant Technology Solutions as an Incident Management Analyst. I have a fare understanding in increasing sales revenue, developing profitable and productive business relationships, co coordinating with the decision makers, building an extensive client base, and market development. Experienced in interacting with the International and domestic clients, implementing procedures and service standards for business excellence. Been proactive as a student and professional. Possess excellent organizational, relationship management & analytical skills. 
                                                                                                 ORGANIZATIONAL SCAN

                                   Since March 2020 till date Scorg International Pvt Ltd, Kolkata as 

                                                               Incident Management Analyst

· Call quality monitoring I am working as a “Incident Management Analyst” with “COGNIZAT TECHNOLOGY SOLUTIONS PVT LTD”. I am a part of a reputed retail store chain business based out of US, CANADA, Europe & Australia.
· Optimal use of technology. Detail drill down of Service NOW Portal, ERICOM accessibility to take a remote control (RDP and VNC)of client’s laptop/desktop for troubleshooting supports and real time resolution for various corporate application usage including outlook email, Azure portal, Oracle Applications
· Quality assurance As a part of the the quality assurance team needs to understand the exact requirements as per SLA(Service Level Agreement), find the best fit solutions and implement that technology to ensure the smooth functioning and deliver exceptional customer satisfaction.
· Up-gradations of business processes. The 21st Century business model, business processes are being revamped very quickly. With such rapid change coming in form all the given quarters, businesses need a dedicated team of professionals to anticipate requirements and suggest relevant up-gradations.

This is where the quality assurance team comes in, and proud to be a part of the same.
                                                                                                 ORGANIZATIONAL SCAN

  Since December 2018 to December 2019 EDWARD FOOD RESEARCH AND ANALYSIS CENTRE LTD, Kolkata as 
                                                   Sr. Executive Business Development. 
· Sales: Taking care of the sales with focus on achieving predefined sales target and growth across Eastern & Western zone of India. Forecasting and planning monthly & quarterly sales targets and executing them in a given time frame.

· Marketing: Analyzing latest marketing trends and tracking competitor’s activities and providing valuable inputs for fine tuning sales & marketing strategies initiating market development efforts.

· Business Development: Executing the long term business directions of the region to ensure maximum          profitability in line with organizational objectives.

Notable Achievements':

· Successfully achieved the sales target for the Western and Eastern Zones with over 40% of the Zonal Sales.

Efficiently managed key accounts like - PEPSICO, Coca cola, Nestle, Nescafe, Metro and Indian Dairy Feeds, pivotal in     acquiring customers such as Eastern Condiments, Hetero Drugs, Sun Pharma and GSK.

Significant contribution in countrywide "Sales Force Automation" projects - an automated system for Area Managers to track their sales target, daily activities and ongoing deals with potential customers.

· Accountable for commissioning the depot operations in Mumbai and Kolkata location including finalization contracts for space, materials, logistic, excise and tax related activities single handedly.

· Played a key role in generating the sales volume of Mumbai and Kolkata Region from a weight range of 200 to 5000 samples, achieved business growth by 114% in a span of 6 months. 
                  From May 2015 till December 2018 CONCENTRIX DAKSH INDIA PVT LTD, Kolkata as 

                                                      Customer Experience Analyst
Key Deliverables:
· Business Development: Executing the long term business directions of the region to ensure maximum profitability in line with organizational objectives.

· Operations: Managing activities pertaining to negotiations and finalization of deals (both the technical and commercial aspect) for smooth processing of sales and order processing requests.
· Customer Relationship Management: Managing customer centric operations and ensuring customer satisfaction by achieving delivery timelines and serve quality norms. Giving presentations and demonstrations to customers on customer e - sales portal for online review of dispatch. 
· Supply Chain Management: Managing the entire flow of Materials starting from Material Request till bill registration for a particular product booking and reflecting the inventory stock. 
Notable Achievements':
· Determining and tracking the audit coverage done from NICE Tool.

· Responsible for Weekly MOM with the clients for the area of improvement in the business process.
· Identifying the defect of any process and make a data flow diagram in order to arrest and minimize the defect.
· Sending and collating the process recommendation for improvement in the Knowledge Management article to meet customer’s needs. E.g.  Informing the data balance and validity in the IVR by dialing Toll free number from the JIO Mobile Number.

· Implementing the Upper Control Limit (UCL) and the Lower Control Limit (LCL) for any process deviation.
· Determining the improvement percentage of frontline population in terms of AHT (Average Call Handling Time),

· CFA (Call/Script Flow Adherence) and CSAT(Customer level Satisfaction) scores.

· Responsible for Graphical representation of the area of improvement for every quarter. Displaying the process deviation and area of opportunity with improvement through Bell Curve Analysis.

· Conducting the FMEA (Failure Mode and effect analysis) for any process deviation and identify to minimize the defect percentage.

· Conducting the mystery chat/call for any new product launch to gauge the information dissemination across the floor.

· Sharing the area of improvement for any process failure with the clients on a weekly basis.
                          From Jan 2015 till May 2015 WIPRO LTD (BPO Division), Kolkata as 

                                                                   Senior Associate
Key Deliverables:

· Customer Relationship Management: Managing customer centric operations and ensuring customer satisfaction by achieving delivery timelines and serve quality norms. 
Notable Achievements':
· Responsible for taking Inbound calls for BT Accounts in PSTN, Broadband services.

· Responsible for providing resolutions against SR (Service Request) raised within timeline.

· Raised SR (Service Request) for customer complaints and assigning Service Engineers at customer’s premises as per available slots.

                                 From May 2011 till Dec 2014 Larsen & Toubro Ltd ECC Division, Kolkata as
                                                                  Stores & Purchase Supervisor
Key Deliverables:

· Operations: Managing activities pertaining to negotiations and finalization of deals (both the technical and commercial aspect) for smooth processing of sales and order processing requests.
· Customer Relationship Management: Managing customer centric operations and ensuring customer satisfaction by achieving delivery timelines and serve quality norms. Giving presentations and demonstrations to customers on customer e - sales portal for online review of dispatch. 
· Supply Chain Management: Managing the entire flow of Materials starting from Material Request till bill registration for a particular product booking and reflecting the inventory stock. 
Notable Achievements':
· Responsible for Material mobilization during project commencement.

· Responsible for tracking& Accounting of Mobilized items/Assets from different job sites.

· Responsible for Maintenance & Accountability of Incoming and Outgoing items in Stores.

· Looking after the Electronic Material Request from Concerned Department.

· Materials follow up with the selected vendors to meet lead time at project sites.

· Making of GRN/MRN after proper material inspection and physical quantity check point.

· Generating Material receipt reports for project site at quarterly basis.

· Generating Material issue reports for project sites at quarterly basis.

· Co-coordinating for generation of Material input Cost incurred statements on a monthly basis.   

· Overall responsibility for controlling of store stock inventory.

· Tracking of Vendors/Suppliers Outstanding detail list on every Month.

· Generating monthly report for group code wise items booked in the respective recon/asset code.

· Supervision for controlling of Quality records & documents abiding ISO Norms.

· Maintaining Master list of Quality Records as per ISO norms. 

· Generating Reconciliation statement report for daily consumable items, capital, non-capitalized and project items.

· Generating monthly report for group code wise items booked in the project. 

· Supervision for document handling abiding ISO QMS norms.

· Creating Material request for surplus items at project sites.

· Creating Dispatch report statement for each items.

· Creating report for item code wise materials dispatched to other project sites.
                              From October 2009 till March 2011 Arora Matthey Ltd, Visakhapatnam as

                                                                  Purchase Supervisor
Key Deliverables:

· Operations: Managing activities pertaining to negotiations and finalization of deals (both the technical and commercial aspect) for smooth processing of procurement and order processing requests.
· Supply Chain Management: Managing the entire flow of Materials starting from Material Request till bill registration for a particular product booking and reflecting the inventory stock. 

Notable Achievements':
· Maintaining the Inward and Outward Material Register for any product purchase.
· Floating the quotation for any product procurement.

· Rate negotiation done with vendors as per the products techno commercial specification.

· Following up with the vendors and logistics team for timely delivery of the ordered product in the project site.

· Responsible for generating local Purchase Order by comparing with minimum 3 quotations. 

                               From March 2008 till October 2009 MREL, Kolkata as

                                                          Data Entry Supervisor
Key Deliverables:

· Operations: Managing activities pertaining to negotiations and finalization of deals (both the technical and commercial aspect) for smooth processing of procurement and order processing requests.
Notable Achievements':
· Responsible for making the Stores Indent and Issue Slip in the Company Database.

· Maintained the Inward Register and the Outward Register for Material incoming in the different Manufacturing units.
· Responsible for maintaining the Daily store stock inventory and register. 

                                                                                           ACADEMIC ACHEIVEMENTS

1. "SIXSIGMAGREEN BELT CERTIFICATION ON QUALITY ASSURANCE" FROM INDIAN STATISTICAL INSTITUTE NEW DELHI in 2018.

2. “LEAD AUDITORS COURSE” on ISO – (9001: 2008) Quality Management System in the year 2009.
                                                                       ACADEMIC CREDENTIALS

Master in Computer Application  from West Bengal University of Technology in the year 2007 with 78.4% marks.
B.Sc (Econ, Stat, Math) from Calcutta University in the year 2004 with 49% marks..
I.S.C (Phys, Chem, Maths) from ST. Xavier’s Institution in the year 2001 with 60% marks.
I.C.S.E from ST. Xavier’s Institution in the year 1999 with 69% marks
                                                                         BEYOND CURRICULUM

· Actively participated in the School Cricket Tournament conducted by CAB during September 2000 and led the team from the front in the bowlers spinning department.

· Participated in the North Bengal Trekking Expedition conducted by YHAI in the year 2011.

· Represented the college team as football captain in the inter - college tournament. 

· Headed the office Volleyball tournament in the year 2015 - 16. 
                                                                          PERSONAL DOSSIER

Date of Birth: 16th of June 1982.

Communication Address: 1/12 Rabindra Nath Tagore Road Apartment 3B, 3rd Floor Kolkata - 700056.

Linguistic Ability: English, Hindi, Bengali.[image: image1.png]




