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PROFESSIONAL PROFILE 

Highly efficiency oriented process improvement manager with five years of hands-on experience in managing teams and demonstrably improving operations in very high-pressure environments. A quick learner of issues with proactive problem solving approach demonstrated the ability to drive process change and cultural transformation with positive impact on the business performance. Currently completed an MBA and is keen to move further into Service delivery/Operations environment and role.

SIGNIFICANT ACHIEVEMENTS
· Had an enriching and successful career and have a grown exponentially as a result of my efforts and capability. 

· Has been facilitated with an award for meeting the highest Service Level ever in a process with ASA of 20 seconds

· Successfully designed & implemented PATO (Pre approved time out) ensuring maximum utilization of resources

· Has been given a “Founder Member” award for Transitioning and Hiring

· Given a Bronze award for training & efficiently ramping up the process to 130 associates (LEAN)
· Devised and implemented downtime policy(LEAN)
PROFESSIONAL EXPERIENCE

GENPACT, India & USA, Jun 03 – Nov 07

Responsible for nearly five year in managing processes and big teams for major external clients, devising and introducing a series of process improvements that resulted in consistently exceeded targets, improved team performance and won various productivity awards. 
Talent Manager, GENPACT Software, S. India, Jul 06 – Nov 07
Promoted for third time to assistant manager grade and my second rotation on the in-house emerging manager programme:
· In this central shared services role within the HR division, was part of a team responsible for the selection, interviewing and allocation of IT staff for some 20+ internal GENPACT globally dispersed divisions including GE Healthcare, GSK and Ceridian with a span of 350+ resources and reported to the VP of the business.

· Managed the MIS, developed expertise in Strategic Resource Planning and Competency Mapping.  

· Responsible for ensuring resource continuity and allocation to tight cost, quality and profit margin targets for each client.

· Analysed recruitment reports for each client division, monitoring resource/project headcount, expenditure vs budget, and resource deployment on client projects to ensure no over-deployment on project against target.

· Vendor management of extensive database of recruitment consultancy suppliers in different countries, conducting on-going vendor appraisal and assessing vendor quality and conversion rates.

· Lead a team with a focus to drive down overhead administrative costs maintaining end to end process quality.

Duty Manager, Nissan Consumer Affairs Account, GENPACT, S. India, Jan 05 – Jun 06 
Promoted to GENPACT in-house emerging manager training programme, with first rotation managing the critical or ‘red’ account for Nissan Consumer Affairs:
· Leadership responsibility of service delivery of stringent service levels set by Nissan, including answering 75% of calls in <20 seconds. The span in this role was 75 resources. Single point of contact from the resource, leadership and project management team standpoint for the business unit.

· Handled a team of 30 associates and SME’s and was responsible for their career development, performance feedback, coaching, mentoring and performance appraisal. Got every resource LEAN trained and ensured that every resource attends 1training in 2 months based on their competency needs.

· Developed expertise in training and development, orientation and integration programs. 

· Proactively work on PIP cases - with Service Line Leader and ERM 
· Handled resource allocation, personally directing calls to call handlers via a call monitoring system, plus preparation and analysis of productivity reports for management and the client.

· Responsible for managing business performance and maximising utilisation of resources; this I did by introducing a pre-approved time-out system for callers, ensuring technology support was physically available on the calling floor 24/7, linking attendance to monthly appraisals, and working with team ‘influencers’ to effect culture change in the team; the result was a reduction in absenteeism from 10% to 1.5%, an increase to 92.4% service level from as low as 30% when I took over, plus an award for achieving the highest-ever service levels for a process with an average ASA of less than 20 seconds.

Process Developer, Nissan Collections, GENPACT, India & USA, Jan 04 – Dec 04 
Promoted due to process knowledge and call handling performance to lead a team of call handlers on the new Nissan corporate debt collection account:
· Seconded to client site in the US as head of a team of five to ‘transition’ the Nissan debt collection process to GENPACT; at the end of the transitioning process, beat the in-house Nissan team in an unofficial call handling ‘competition’.

· Created call structure to maximise process effectiveness and efficiency while maintaining client-set call quality and time targets; developed a ‘lean’ process improvement plan that reduced average training time of three months to move call handlers onto production floor within one month thus adding to the revenue.

· On return from the US, was responsible for hiring, training and managing performance of a team of 30 call handlers, and for ramping up the process to 130 call handlers. Ensured that every team member was LEAN trained and were provided with monthly one on ones, call monitoring feedback and setting target for the future.

· 20+ new hires in my team got their first promotion within 8 months on the basis of their performance and few of them were chosen for onsite training from the client. 

· Devised a downtime policy to identify and manage issues that impacted on productivity (including process abuse) and close looped revenue leakage situations, a policy that was adopted by GENPACT and is still in use today.

Process Associate, JC Penney collections, GENPACT, N. India, Jun 03 – Dec 03 
Outbound call handler on this major GENPACT client account, handling on average 1000 debt collection calls per shift:

· Trained and skilled in customer and call handling techniques such as assumptive opening, establishing rapport and negotiation skills.

· Consistently surpassed $ targets set while maintaining call quality and operating within GENPACT’S productivity and performance metrics; as a result, was promoted to the small, 10-strong ‘High Risk’ customer accounts team focusing on customers most likely to default, and won company call handling achievement award in Nov 04.

EDUCATION & PROFESSIONAL QUALIFICATIONS

MBA, Kingston University Business School, Feb 08 – Feb 09

Conducted project on ‘The Role of communication during downsizing in TATA Steel SBU’ based on primary research in a manufacturing conglomerate in India.

Awarded commendations in Managing People & Organisation, Operations Management, Strategic Operations Management, Strategic Management, Management of Change and Services Marketing.

Six Sigma & Lean Management, GENPACT in-house programmes, 2006

BA Hotel Management, Inst. of Hotel Management & Catering Technology, Bangalore, 
Jul 99 – May 03

First level French from Alliance Francaise De, Bangalore, 2001

Training

Successfully completed LEAN training; six sigma trained and tested; Presentation skills; developing self excellence; Effective Coaching skills; Hiring the Right people; Recruiting skills; Entrepreneurship.
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