Shiju Sukumaran

	OBJECTIVE 


To work in a challenging environment, in a position that employs my skills, emphasizing my experience and qualifications. To Define and clarify all aspects of Customer Relationship Management, from strategic vision to process re engineering across a wide range of large multi location and multi-national contact centers. Skilled at building communication technology, e-commerce and e-business prospects, to maximize company potential.

	SKILLS


· Management

· Communications

· Interpersonal Skills
· Presentation
· Public Relations

· Client Relations
	PROFESSIONAL    EXPERIENCE


A total of approx. 9.5 years in the field Customer Service, production in the following companies: -

Tech Mahindra (Hutchison Global Services)                                    August 2011 till date

Team Leader Operations
Key Responsibilities:

· Currently into the merger and the acquisition of a new Back office process [Collections, Retention & Billing]
· Also looking at improving the efficiency for the Backoffice process.

· Have handled Handling OJT with a Span of almost 100 FTE’s for more than 1 year.
· Responsible for FCR/OSAT and Productivity for the Span.

· Ensure Meeting all metrics/certification with the agreed SLA.

· Responsible for Making Process related changes/updates in OJT Module
· People and Performance management
· Managed Sales

· Handling the up selling targets for the skill set and also managing the budget for the same 
· Preparing the reports and publishing on a daily basis for the process for Upselling
· Monitoring real time tool to manage the SLA

Initiatives:
· Managed OJT with new ideas to reduce the learning curve

· Worked closely with the training team and reduced the LC from 12 to 8 weeks for OJT

vCustomer Pvt Ltd                                                   October 2009 – February 2011

Sr. Delivery Mentor [Acting Operations Manager] 
Handled an inbound process end to end of Videocon d2h west circle.

Key Responsibilities:

· Target Management: Monitor the process targets such as service level, AHT, answering capacity and make appropriate decisions to achieve the set SLA targets set by the internal and external clients.

· Client management: Understanding the expectations of client and driving the process to achieve the same.

· Quality:  Ensuring high quality deliverance in compliance to the client’s expectation considering all quality parameters. 
· Hiring: Conducting interviews for TL’s and advisors from operations perspective

vCustomer Pvt Ltd
                        


Sep 2006 –Sep 2009
Team Leader & Sr Delivery Mentor (Operations)

Key Responsibilities:

· Floor Management: Monitor service levels and make appropriate decisions to achieve the set SLA targets set by the internal and external clients.

· Coaching and Counseling: Provide performance feedback to team members through various counseling and coaching sessions. Conduct training on soft skills and escalation call technique to handle irate customers, on a regular basis. Assist training and identify training needs within the process and provide feedback. Conducting debrief sessions before and after the shift.

· Handling Outbound Sales: Taking care of a outbound sales process and training for the same
Workforce Management: 

· Roster Design - Catering to all aspects in terms of demographics and staffing pattern to optimize seat utilization and maximize productivity
· Forecasting - Use historical data to allocate human resources and optimize Output.

· Dashboards and MIS: Responsible for data management in terms of dashboards and sending reports to clients. Proficient on CMS reports.

· Client Communication and Liaison: Constantly communicating with the clients on updates and the promotions happening in the process. Directly responsible to the client for process specific SOP’s and involved in dissemination of the same to the internal processes.

Initiatives:

· Initiated the concept ‘Cool Guru’. In this, the OJT associates are handled by a set of skilled SME’s to up skill their performance during the OJT period so that they are perfect before they are handed over to the Ops team

· Driven the AHT project involved in a time and motion study to understand the defects and further correct the same.
Mahindra Ugine Steel Company
                        

March 2003 –March 2006
Shift Manager (Production)

Key Responsibilities:

· Handling Entire Shift: Monitor production of heat (Steel production) and managing the workers to put the correct amount of required chemicals
· Reporting: Daily reporting of the heats produced mapping their weight with the required output

	EDUCATION & Personal Details


Graduate in Bachelor of Commerce Degree

Email Id: shiju.sukumarans@gmail .com
Mobile:
  07738736230
  Other Skills 

Six Sigma Yellow Belt Certified

Current Salary: 7,50,000 INR [CTC]
Expected Salary: as per company norms

Notice Period: 60 days

Best Contact Number to reach me: 7738736230

Best Email Id to reach me: shiju.sukumarans@gmail.com

Current Job position: Permanent

Current Location: Mumbai

Nationality: Indian

