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A seasoned business transformational leader and proven innovator having established self-image as Think Tank with pioneering success in Process Re-engineering/ Improvements. Demonstrates high proficiency in Collections & Customer Life Cycle Management with an experience of working with major telecom operators and BPO Companies across India & Myanmar.


PROFESSIONAL SUMMARY:


An enthusiastic leader & a result-driven Business Management Professional with 18+years of rich experience in directing large-scale transformation & improvement projects in various domains like Collections, CAF Collection & Management , BPO Operations, Churn Management, Customer life cycle Management & Retail Operations. Aspiring for leadership assignments in a fast paced business environment where my learning’s, experiences & expertise in Business Transformation, Collections & Churn Management, Portfolio/Project management with intense Customer Centricity can be leveraged for setting newer customer benchmarks.
Collections & Sales : Extensive experience across Retail Sales, Cross selling of Telecom Products, Marketing and Business development, Relationship Management and Channel Management. Shouldering responsibility of Circle broadband/ Fixed Line/ Lease line & Retail collection, Bad debts & Bad debts data management & MIS.
Recovery & Operations: Dexterity across Operation Management, Recovery management. Proven expertise in analyzing and understanding business requirements, customer-value maximization and developing new business processes and revenue streams.
Document Collection Process: Successfully handled end to end CAF collection and processing operations. Proven expertise in document collection and end to end processing including warehousing and retrieving. Handled CAF process in both India and Myanmar for different telecom operators.
BPO Operations: Extensive experience of BPO operations. Expertise in setting up and running Contact Centre operations including Call Centre, Social Media Management, QRC, Sales Lead Generation & Back  Office process organization for different type of business streams.
Customer Life Cycle Management: Experienced in implementing the recovery strategies in case of payment defaults; understanding the reasons behind the default and accordingly providing options to regularize payment. Strategizing and managing churn control activities, both proactive and reactive.
Team Management: Leading, mentoring & monitoring the performance of the team members to ensure efficiency in process operations and meeting of individual & group targets. Creating and sustaining a dynamic environment that fosters development opportunities and motivates high performance amongst team members.



EMPLOYEMENT DETAILS :


(A) Organization: Mascon International Business Services Co. Ltd.
Duration: Mar`18 – Dec’18

Profile: Head of Operation & Business Development

Mascon International Business Services, Myanmar is leading Business Process Services provider in Myanmar
· Service delivery as per company standards and delivering excellent world class services to our clients.
· Setting up 24 X 7 Call Center, Social Media operations and QRC cell for new clients. Successfully done such setups for MPT, Canal+, ViU Myanmar, Huawei etc. in Myanmar.
· Responsible for Learning and development of all the team members including employee engagement thus manpower retention.
· End to End responsibility including customer onboarding, data collection, market analysis, manpower onboarding, Quality and Training.

· Skill enhancement of Local resources to deliver quality results as per client’s expectations
· Handling Audits and Business reviews taken by clients
· Delivery of Quality work with SLA adherence

(B) Organization: ISON BPO INDIA Ltd.	Duration: Dec`16 – Feb’18 Profile: Head of Operations -Yangon, Myanmar
ISON BPO is a leading Business Process Outsourcing firm having operations in around 10 Countries with strong manpower assets over 12000. Handling Call Centre operations for telecom giants such as Airtel, Idea and MTS etc.
In Myanmar we are operating with the Brand name iSON BPO Myanmar Ltd. handling DMS Process of Telenor and Wave Money. CAF (Customer Application Form) one of the Major processes of any telecom industry, ISON taking care Prepaid & Postpaid processes.

· Telenor Myanmar Customer onboarding process owner (Postpaid, Prepaid & Mobile Financial)
· Service delivery for operations spread in Myanmar majorly in Yangon and outer Yangon area
· Responsible for P&L and profitability of Myanmar company center
· Business development and farming existing accounts
· DTR and POS visit for process awareness, training and audits etc.
· End to End responsibility including manpower onboarding, Quality and Training.
· Delivery of Quality work with SLA adherence
· Skill enhancement of Local resources to deliver quality results as per clients expectations
· Warehousing of CAFs as per company norms
· Handling Audits and Business reviews taken by client
· Manpower Retention

(C) CRM Head (Sr. Manager) with Quadrant Televentures Ltd. (CONNECT A subsidiary of Videocon Tel.) Mohali. (Dec 2009- Dec 2016)
(June 2015 Onwards)
· Heading CSD function for Emerging Business, under this project we launched International Call Center, data and voice services in the states of India I.e Haryana, Himachal, MPCG & Gujarat for corporate clients.
· Handling Retail operations and assuring achievement of sales targets through field team.
· Managing Collection process for high profile corporate clients for both money and assets.
· Responsible for process development for new launches and coordination with different departments for system integration and IT development etc.
· Involve in AOP and Business case Preparation/Approvals for new products and areas
· Getting manpower on board in new circles to drive sales.
· Working on cost effective operational models
· Responsible for end to end operation for customer activation and document collection and management.
· Organizing Customer engagement activities for corporate clients

(Dec 2009 to June 2015)
· Handling Customer Relationship management function for Corporate and Retail customers of Punjab circle, having core KRAs of Churn Management of all products, Retail Operations, Material recovery, Collection from 60-90 Bucket etc.
· SPOC for Emerging Business Project for all new Circles.
· Strategic planning for Annual Operating Plan (AOP) in terms of all parameters
· Looking after retail outlets of Connect & Customer care of entire product range including Data, DSL, Voice, PCO, GSM, Toll Free & Wireless Broadband Etc.
· Responsible for Life Cycle management of customers including monitoring relationship activities. I try to learn more about customers' needs and behaviors in order to develop stronger relationships.
· Driving collection for 30-90 bucket and material/asset recovery through in-house team and agencies.
· Document & streamline existing as well as new processes.
· Ensure retention and growth of the sub base as per AOP targets and same by maintaining cost effectiveness.
· Retail Outlets, DTR and POS visit for training on new processes and audit etc.
· Planning & organizing events to know my customers so that we can provide them best services as per their expectations & need based tailor made solutions.
· Planning & organizing different schemes to enhance revenue by cross selling and up selling.

· Taking care of Quality management at our customer touch points and field operations. Emphasize on training & development of entire front force.
· Organizing loyalty programmes for all different segments of customer base.
· We are expanding our services in other circles now, so taking care of smooth launch of new cities and end to end CSD operations in all new launched circles. Recently Haryana and Himachal launched successfully.
· Working on cost reduction projects and revenue generation projects to make CRM a revenue generating stream rather than a liability on the organization.

(D) Retail Lead with Reliance communications Jalandhar. (April 08.. Dec 09) Job Responsibilities:
· Taking care of retail sales channels and driving them to achieve sales targets for mobile and FWP sales.
· Responsible for Life Cycle management of Retail and Small & Medium Enterprise (SME) customers including monitoring relationship activities and retention with best value plans.
· Implementing	quality	improvement	measures	for	continual	improvement	in	services,	identifying improvement areas and implementing adequate measures to maximize customer satisfaction.
· Running the campaign of MY CUSTOMER by allocating the HNI customers to all departments leads reduce the churn and further giving a confidence to the High Value Customers of the company.
· Opened and taking care of operation of special control room for the high value and higher plan customers.
· Responsible for Voluntary Retention of Postpaid customers wanting to churn or move to prepaid.
· Taking care of 60-90 bucket of collections both value and count.
· Have done Grace Management & Revenue Earning Subscribers for Prepaid Customers.
· Organizing customer engagement / Retentions Programs / Service camps for customers to enhance build brand loyalty and customer longevity.
· Execution of proactive Retentions models including health Check for customers with close-looping of customer complaints received during health Check.
· Organize & roll-out Program with Retained customers (e.g. Hot Monitoring for 90 days)+ detailed Win-back for churned Customers.
· Organizational feedback on what customer is saying during exit for organizational learning and improvements.
· Did customer handholding & quality of service at the Customer touch point.
· Responsible for identifying training needs across CSD function and get the training organized.

Achievements:

· Continuous growth in profits of retail channels.
· Brought down postpaid churn from 2.5% to <1.75% in 6 months by using diff proactive methods of churn control vis-à-vis retention tools and proactive calling of expected churn and running the diff churn control programmes.
· HVC churn reduced from 1% to <0.5% and now management expecting ZERO HVC churn.
· Postpaid to prepaid migration reduced from 2% to <1.25%.
· Consistently highest Collection (25% to 30%) in 60-90 bucket.

(E) Sr. Officer-Customer Operations with HFCL Infotel Ltd. (CONNECT) Mohali. (June 05.. March 08) Joined HFCL as Officer in Customer Operations for Retail Operations, Later on promoted as Sr. Officer & given additional responsibilities of retention & PCO Business.

Job Responsibilities:
· Handling retail sales channel for broadband and cyber café sales for the state of Punjab.
· Supporting and driving Retention teams at zonal level to achieve retention targets.
· Sales lead closure at front desk for walk-in prospects, enhance customer delight & CSAT.
· Managing win backs through field retention executives.
· Organized various Customer Service Camps in all the Zones including Peripheral towns to enhance sales and to retain the customers, and driving initiatives to enhance collection in current bucket.
· Analyzing trends in Revenue and Churn in various products like PCO & DSL.
· Planning & organizing events to have maximum customer awareness in different locations
· Handling Operations & all customer care activities, including retention, sales, services, customer complaints & enquiries, of Branded Showrooms Planet Connect & Connect Cares Pan Punjab.
· Exploring all franchisee & DMA outlet in Punjab for Branding & other requirements.
· Running different schemes to enhance revenue & walk-in at showrooms.

· Visiting zones for assessing training requirements, coordinating with Training Dept for carrying out trainings.

Achievements:

· Overachievement of targets month on month.
· Over tenure of 6 months Vol churn reduced from 1.75% to 1% months by using diff proactive	methods of churn control and running different churn control programmes.
· Churn of high revenue products like PCO & DSL further reduced.

(F) Showroom Manager at Bharti Airtel Ltd. Chandigarh	(June 2004…June 2005) Job Responsibilities:
· Handling all the operations of Showrooms. (Five in Chandigarh, Three in Patiala Region)
· Managing Team of FOS and FEEs, monitoring the performance of both sales and customer care executives.
· Running different schemes and promotions to enhance walk-in and voluntary collection at showrooms.
· Conducting the training programmes for entire team to  make them aware of all	the old and new processes and policies introduced by the company.
· Handling the corporate clients walking in to Showroom.
· Responsible for achieving the pre-defined targets of sales, Collection and Retention.
· Handling all the customers with major problems and accelerating their problems to head office to find the solution to the customer satisfaction with maximum FTR.
(G) Assistant Store Manager at Reliance Web store Pvt. Ltd., Chandigarh	(March 03… May 04) Job Responsibilities:
· Handling all the operations of an independent profit-making unit- Web World.
· Handled Broadband services at the outlet and ensuring that the targets for BBC are achieved by way of getting targeted walk-ins.
· Promoted cross selling of products to my customers.
· Keeping moral of the team high and to ensure that they deliver the required results. .

(H) Marketing Manager at Aptech Computer Education Centre (part time) (Nov 2002…. Feb 2003) Job Responsibilities:
· Coordinating business development activities for Corporate and Institution tie-ups etc.
· Overall Management of all aspects of business in the Institute.
· Responsible for overall maintenance of Education Standards in the Institute.
· Looking after the Visual Merchandising of the centre.

(I) Computer Instructor with Kendriya Vidyalaya & Air Force School (Aug 1999 to April 2003)

· Taking care of Computer Education for reputed Government educational institutions Kendriya Vidyalaya and Air Force School starting from class 1st to 12th.
Personal Data:
Date of Birth	:	09th March, 1977 Sex	:	Male
Marital Status	:	Married
Languages Known   :	English, Hindi, Punjabi

Academic / Professional Background:
Year	Inst / University

	* PGDBA
	           2008
	
	Symbiosis Centre for Distance Learning PUNE

	* PGDCA
	1998
	
	Regional Computer Center, Chandigarh

	* B.A.
	1996
	
	Punjab University




Date: 07th June 2021
(CHARANJIT SINGH SAINI)	Place: Chandigarh
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