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BIJU BABU                                   

__________________________________________________

Objective, Career achievements & Key Skills: 

Intend to build a career in a management role with leading corporate with commitment & dedication, which will help me to explore myself fully and realize my potential. Willing to work as a key player in challenging & creative environment. I am Team Player & Manager with a wide range of experience in the Call Center Customer Support/Technical Support services with almost 8+ Years of Experience and 4+ years in leadership and Management. Capable of undertaking any assignment individually & along with the team. Proven leadership skills involving managing, developing and motivating teams to achieve their objectives and SLA’s. First class analytical, design and problem solving skills. Dedicated and committed to maintain high quality standards. Ability to identify and solve problem areas effectively. Worked with both Customer Support and Technical Support, sales driven process, Transition and also involved actively in the business development.
Professional Experience – 8+ Years
	Organization:
IQOL Contact Center, BAHRAIN


Designation:
Operations Manager/Business Development Manager
Duration:
Feb 09- Till Date

Clientele: Zain Bahrain, BMI Bank, Bahrain Saudi Bank

Job Responsibilities:   

· Handling a team of 32 Agents & 2 Asst managers, 3 Team Leaders, IT Dept and Business Analytics Dept.

· Responsible for the management of a 24x7, customer service operation (Inbound & Outbound Support)

· Was Involved in Setting the Technical Infrastructure of the company.

· Responsible for prospecting new business opportunities from local and overseas markets, presenting company services and assisting in closing contracts.

· Represents the company in client presentations, development of potential contracts, understands customer’s goals/objectives and communicate opportunities in a timely manner.

· Prepares and presents proposals to customers including customer follow-up; answering questions, closing projects. 

· Managing multiple client engagements - Interacting with clients at all levels of the organization acting as a channel of service between the company and the client.

· Plan for upcoming organizational needs and implement strategies in a proactive manner.

· Resource planning and scheduling.

· Scheduling, staffing and volume allocation analysis on a weekly and monthly basis and take necessary measures. 

· Process performance management including process review, direction & feedback, performance and escalation with direct reportees.

· Performance Appraisals for the Team Leads and Team Managers.

· Daily, weekly and monthly reviews of all statistics and action plans with the client
· Measuring, reporting on and performing to Service Level Agreements (SLAs).

· Responsible for SLA and meeting all KPI, bonus and penalty clauses.
· Analyze performance results and implement best practices.

· Good project management skills, Works well in team environment, with sound negotiation and people solving skills.

· Transitioned project managing the process right from signing of contract through pilot phase, till process became productive. Managing all work streams including service, financial, and contract management; and unit operations.

· Assisted in costing, preparing training plan and operation readiness documents.

· Defined delivery methods for transition of various health and life science projects. 

· Delivered on functional areas of the project including Recruitment / business continuity / over all project management / Metrics / Steady state monitoring.

· Aided HR department with recruitment by off
	Organization:
6 Pence Corporate Solutions, BAHRAIN


Designation:
Manager – Sales & Operations

Duration:
Oct 08- Feb 09

Job Responsibilities:   

· Handling a team of 18 Sales Executives & 10 Telemarketing Executives.
· Preparing Monthly Forecast for the team and driving the staff to meet the Targets.

· Ensuring the best practices are shared and implemented by the team for better results

· Monitoring the Sales Agents on a daily basis to ensure adherence to the policies and procedures.

· Mentoring and coaching the non performing agents Executives.
· Collect, collate and analyze statistics on attrition control, also manage manpower through adequate staffing based on process requirement, attrition trends, process complexity and there by achieving personal/SLA targets.
· Training the staff on telephone etiquettes for Quality  of Service and better Sales Results
· Training the team on Time Management. 
· Co-facilitate employee satisfaction and motivation through incentives and floor-wide activities.
· To generate presentation material reports etc. to clients to showcase relationship on regular basis.

· Responsible for the team’s performance in productivity and quality.

· Hire new staff as per the project requirement.

· Mentor new hires.

	Organization:
INFOCALL WLL, BAHRAIN


Designation:
Team Manager - Operations

Duration:
Feb 08- Oct 08
A Team Manager for InfoCall W.L.L, an Outsourced Contact Center & Event Management company which draws on relevant disciplines in contact center solutions for both Inbound and Outbound call centre services for various business activities including lead generation, inbound customer service, Technical help-desk, appointment scheduling, market research, surveys and client retention. In addition InfoCall also provides services like SMS, Email, Fax, Chat, Back office & Fulfillment support. InfoCall is the first outsourced contact center in Bahrain and was founded in 2003.
Job Responsibilities:   

· Handling a team of 30 members & 2 Team Leaders.

· Managing multiple client engagements - Interacting with clients at all levels of the organization acting as a channel of service between the company and the client.

· Assist in the preparation of budgets forecasting and undertake analysis of client profitability and where appropriate formulate recommendations.

· To generate presentation material reports etc. to clients to showcase relationship on regular basis.

· Collect, collate and analyze statistics on attrition control, also manage manpower through adequate staffing based on process requirement, attrition trends, process complexity and there by achieving personal/SLA targets and implement developmental programs Designing a Call centre solution and proposing the same to prospective customers.

· Define KRAs and maintain team statistics for appraisals.

· Involved in driving motivation and appraisals across the team and Queue by designing competitive process sessions, contests, aligning incentives to metrics.

· Interact with the client on a regular basis to determine the level of satisfaction & ascertain areas of potential dissatisfaction.

· Co-facilitate employee satisfaction and motivation through incentives and floor-wide activities.

· Provide operational floor management by monitoring service levels, making appropriate decisions, responsible for daily monitoring of quality and production of the outbound/inbound status group and manual processes.

· Act as a central point of contact to reporting and escalating system issues to technology.

· Responsible for the team’s performance in productivity and quality.

· Hire new staff as per the project requirement.

· Mentor new hires.

· Responsible for arranging retraining and up training when required.

· Preparing the roaster for the agents shift schedule

· Ensure availability of adequate agents at all times.

· Conducting performance appraisals and feedback

	Organization:
IBM Global Services Pvt Ltd – BANGALORE – INDIA.


Designation:

Operations Manager – CRM (Operations)
Duration:

Feb 2007 – Jan 2008

Job Responsibilities:


· Responsible for the management of a 24x7, customer service operation (Inbound & Outbound Support)

· Hiring and administration of leads, supervisors, domain specific trainers and customer support staff.

· Plan for upcoming organizational needs and implement strategies in a proactive manner.

· Planning and execution for staffing, automation of tools, infrastructure and processes.

· Measuring, reporting on and performing to Service Level Agreements (SLAs).

· Responsible for SLA and meeting all KPI, bonus and penalty clauses.
· Analyze performance results and implement best practices.

· Resource planning and scheduling.

· Scheduling, staffing and volume allocation analysis on a weekly and monthly basis and take necessary measures. 

· Process performance management including process review, direction & feedback, performance and escalation with direct reportees.

· Performance Appraisals for the Team Leads and Team Managers.

· Daily, weekly and monthly reviews of all statistics and action plans with the client
· Ongoing communication with indirect reporters for the purpose of sharing information, motivation & team building. To interact with all the support functions of the organization for providing support for smooth operations.

· To co-ordinate the Reward and Recognition and Internal job posting programs for the team & ensure that they are executed in a fair & transparent manner & have the desired impact on employee motivation 

· Good project management skills, Works well in team environment, with sound negotiation and people solving skills.

· Demonstrates a desire to continually learn and grow - motivated by successes.

· Maintains a strong sense of loyalty to the achievement of the organization.

· Able to combine aggressive initiative with professional discipline and demeanor to accomplish difficult tasks through other people. 

· CSAT & Red flags – Determination & Research on the factors influencing CSAT and Red flags. Implemented CSAT focus Group at Bell Canada Process.
· Part of the transition team, implementing inbound repair (611) service type operations for a Canadian based Telecom leader.

	Organization:
IBM Global Services Pvt Ltd – BANGALORE – INDIA.


Designation:

Team Manager – CRM (Operations)
Duration:

Oct 2004 – Feb 2007


Main Purpose of Job: 


· To effectively and efficiently manage a team of 40-45 Agents (3 teams) and 3 Team Leaders. 

· To have excellent man-management skills to ensure that team/site goals are met & proper coaching is provided to associates by being a product specialist

    Job Responsibilities:
· To ensure that daily reports are executed diligently as per client & process requirement. 

· To ensure adherence to schedules/rosters. To be acknowledged as a product specialist 

· Expertly handle queries/concerns when required

· Resolve escalated calls when required

· To be on top of all the latest updates & changes for effective co-ordination between Client, process & Quality.

· To co-ordinate the Reward and Recognition and Internal job posting programs for the team & ensure that they are executed in a fair & transparent manner & have the desired impact on employee motivation 

· Achieve qualitative & quantitative targets & work in accordance with client requirements

· Provide inputs to improve work procedures that will enhance overall team performance Work in accordance with the organization's Quality Standards.

· Recruited staff, mentored newly hired frontline managers as well used BPI (business process improvement) as a strategic tool to execute projects that will have a positive financial impact

· Maintained, managed and ensured compliance to the specified quality criteria for the team.

· Aided HR department with recruitment by offering client perspective of processes & the required skill set.

	Organization:
America Online (AOL)  Pvt Ltd – BANGALORE – INDIA


Designation:

Team Leader - MAS (Operations)
Duration:


 25th Mar 2004 to 05th Oct 2004
Job Responsibilities:
· To effectively and efficiently manage a team of 13-17 Agents
· Achieve Team targets. 

· Reporting to the Assistant manager.

· Negotiating the targets with the Assistant manager. 

· Fix targets for the SCSE/CSE. 

· Maintaining a Performance tracker for the respective team. 

· Framing proper Performance Improvement Plans. 

· Manage attrition and absenteeism.

· Daily/Weekly monitors of calls for Quality Assurance.

· Resolve escalated calls when required.

· Identified and recommended process improvements and enhancements.
· Ensured delivery of results as per pre-defined quality parameters and customer satisfaction metrics. This involved the right kind of data analysis that in turn leads to close ended action plans. 

· Motivated Consultants to continuously raise the performance bar in a commoditized business environment.

	Organization:
America Online (AOL)  Pvt Ltd – BANGALORE – INDIA


Designation:

Sr. Customer Care Consultant (Operations)
Duration:


 03rd September 2003 to 23rd March 2004
Job Responsibilities:

· To ensure the quality of output and accuracy of information is maintained.

· To Handle Escalated calls from the frontline (Tier1)

· Floor walk and sharing of best practices to the new agents.

· Meeting high volume KPI standards.
· Meeting required standards of service.
· Was Point of Contact for escalated calls(2nd Level). 

· Assisted the process Trainers (TA) for the team that transitioned to the floor.
· Complete ongoing training to stay abreast of product, service and policy changes.
· Reduced the number of escalations to the 2nd level Support by Consistent coaching of agents.

· Evaluating calls and sharing the feedback with best practices to improve the Quality of Service.

	Organization:
America Online (AOL)  Pvt Ltd – BANGALORE – INDIA.


Designation:

Customer Care Consultant (Operations)
Duration:


 15th August 2002 to 02nd Sept 2003
Job Responsibilities:

· Handling customer queries in the MAS department.
· Meeting high volume KPI standards.
· Meeting required standards of service.
· Deliver world class customer service and build customer satisfaction and loyalty.
· Provide effective and timely resolution of a range of customer inquiries.
· Strive for one-call resolution of customer issues. 
· Complete ongoing training to stay abreast of product, service and policy changes.
· Strike a positive and cooperative tone with both customers and coworkers.
· Demonstrate best judgment in the disbursement of adjustments and credits.
· Increase the customer experience by providing information on new products, rate   plans, and services through up selling opportunities.

Achievements & Awards at AOL:

· Awarded “Kudos” for the best trainee in the department in the month of Sept 2002
· Awarded “Roaring Tiger” for the month of Dec 2002, Mar 2003, Apr 2003, Aug 2003. Part of the Rewards and Recognition Team for Best performance from Bangalore Site. 

· Awarded “Best Contributor” for Team” – March 2003.

· Awarded the best “Process flow Consultant” by the Onshore US Quality Management Team.
· Awarded “The Best Trainee Assistant” for the in the department in the month of Nov 2003.

· Awarded the “Best Performer” for the team for Improving the Quality of Service of calls.

Certified on “Member Connect” by Outsell Training Corporation, USA

       Certified on “Quality Measures and Metrics” by the Onshore Quality Dept, USA

Skills

· Ability to withstand pressure and work within stringent deadlines.

· Excellent people management skills.
· Excellent project management skills.

· Ability to identify underlying issues and patterns

· Strong problem resolving and decision making skills

· Excellent communication and analytical skills including negotiations.

· Ability to work with cross-functional and diversified groups

· Well developed time management, organizational, communication and interpersonal skills

· Track record for significant improvements and innovative solutions.

· Excellent communication and analytical skills including negotiations.

· Excellent client development and relationship building.

· Great ability to function well within multidisciplinary teams. 

Qualifications:

Graduated in Engineering (Telecommunications) from S.S.I.T, Tumkur, India.

Pre-University course: Christ College, Bangalore, India


10th Standard: Navodaya Vidyanikethan, Bangalore, India
Knowledge of Computers encompassing the following: -

· MSDOS, Windows/2000/NT/98/XP, MS Office

· Languages – C, C++.

· MS Access/ Lotus / MS Office/ CorelDraw / Photoshop

· Design Languages: Microprocessor 8086, VHDL, DSP and Embedded Systems.

· Database: SQL 2000/2005,MS Access
· ERP Solutions
· CRM Solutions.
· LAN/WAN Technologies.
Languages known 

· English / Hindi/ Tamil/Kannada and Malayalam

Personal information & Positive traits

Sex: Male.

Fathers Name: Babu Yohannan

Nationality: Indian. 

Permanent Address: Rose Nilayam, # 71,2nd main, 2nd cross, Dinnur,

                                 R.T. Nagar, Bangalore, Karnataka, India. Pin-560032

Date of Birth: 13th Nov 1980. 

Marital Status: Married 
Passport Number: G0581194

Place of Residence: BAHRAIN

