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[bookmark: _GoBack]CAREER OBJECTIVE:
To strive and achieve excellence in functional areas, constantly strive and create value, and attain higher benchmarks. In a team of professionals to achieve organizational goals through teamwork, focus, motivation, clarity and direction.

PROFESSIONAL SUMMARY:

· An accomplished and result-oriented professional with a dynamic 14+ years career path in Sales & Operations with Customers Service with rich experience of TELECOM INDUSTRY & FMCG having a wide experience of Operations Management as well as Channels Operation Management.
· Excellent interpersonal, communication and organizational skills with proven abilities of team building,   team management and planning.

PROFESSIONAL EXPERIENCE:

1. Working with Patanjali Ayurved Ltd.,
Designation: Manager  
Duration: 7th March 2017 to till Date.
           Current Location: Haridwar

Job Description:

· General Trade (Food Dept.) Secondary Sales Nationally.
· Distribution Management etc.
· Channel (Super Distributors & Distributors) Sales Management.
· New Distributors Appointments process etc.
· Branding planning & process.
· Incentive schemes process.
· Grievance Redressal.
· New Retail & Distribution extend process & planning.
· Implementation a customized software for all Sales Channels across India.


2. Worked with B2X Service Solutions India Pvt. Ltd.,
Designation: Center Manager  
Duration: 16th April 2015 to till 28th March 2017.
           Current Location: Varanasi

· Provides all types of Services for Apple Products (IPhone, MacBook, IPad etc.) to Gorakhpur, Allahabad & Varanasi zone.

3. Worked with InterMesh Shopping Network Pvt. Ltd. (Indiangiftsportal.com)
Designation: Operations Manager
Duration: 1st July 2013 to till 13th April 2015.
Current Location: Lucknow

Job Description:

· Multiple positions in marketing & customer services.
· Manage overall eCom product assortment for standard price list offering.
· Development of promotion plans, execution and analysis.
· Liaison between the customers, sales and internal department.
· Promotions sales at special occasions.
· Promote sales from inventory which goods are not selling for long time.
· Vendors dealing/ Management.
· Manage the product in suitable place at Website.
· Images of the products updation at website
· Customers’ complaint closure. 

4. Worked at Patanjali Ayurved Limited,
Designation: Data Analyst National Level.
Duration: 1st March 2013 to till 30th June 2013
Location: Haridwar

Job Description:

· First time maintained the database for all the outlets in PAN India (Arogya-Kendra, Chikitsalaya & Distributors etc.) into in system.
· Daily basis MIS preparation like, Primary, Secondary & Tartary with mapped with Super Distributors, Zones etc.
· Maintained and Tracked the Daily Sales Report as well as Daily Visits report by ASM and TSI in PAN India.
· Maintained all the Inventory Stocks of Super Distributors in PAN India.
· Tracked the Item-wise sales which are dipping and high sale.

5. Worked at Sistema Shyam Teleservices Ltd.(MTS),
Designation: Specialist (Assistant Manager).
Role: Activation, New Acquisition, CAF Management, VTM Audit, Customers services, Retentions, Zonal SPOC for Mobile Number Portability etc.
Duration: 1st September 2010 to till 28th February 2013.	
Current Location: Lucknow

Job Description:

· New Activations for Post-paid and Pre paid connections. 
· Responsible for first three bills collections.
· Database management for zonal base customers.
·  MIS preparation for daily basis activities.
· Credit and Address verification for Post-paid and Pre paid customers. 
· To ensure correct Data is captured w.r.t customer details. 
· CAF Management ensure documentation and minimize barring of services. 
· Responsible for first 3 Billers Non Paid Customers for Lucknow.
· Organize Distributors and Retailers Meet. 
· Policy implementation and Fraud control as per TRAI guidelines. 
· Co-ordination with VTM team regarding CAF's and verification reports. 
· Market visits to ensure customer satisfaction.

5.  Worked at Tata Teleservices Ltd.,
     Designation: Senior Executive
Role: Head-Retention for PCO business of UP-East Circle.
     Duration: 1st March 2007 to 31st August 2010
Location: Lucknow

Responsibilities from the dated 1st September’2009 to 31st August for entire UP-East circle:

· Retention Head (PCO & Rural Customers):
· Database maintain for PCO active/ in-active customers.
· Responsible for the entire Customer Care & PCO retention operations of UP East Circle.
· Ensure enhancing the revenue enhancement activity (U & R) for entire customers of PCO which are in Zero usages.
· Ensuring SLA adherence of Nodal Officer complaints /escalated complaints.
· Supporting 85 (PCO) channel partners in the Circle.
· Responsible for Grace Management & Revenue Earning Subscribers for PCO & Rural Customers.
· Organizing customer engagement / Retentions Programs / Service camps for customers to enhance build brand loyalty and customer health.
· Organize & roll-out “In-touch” Program with De-active as well as retained customers.
· Responsible for identifying training needs across CSD retention and distributors’ team and get the training organized.
· Responsible for customer handholding & quality of service at the I-Care center / Customer touch point / Distributors end.
· Monitoring health of acquisitions zero usage recharge.
· To provide requisite business inputs and trainings to channel partner staff.
· Regular Monitoring the SR closure and to take corrective actions.
· Escalation Handling of PCO and Rural Customers.
· Define Retention Strategy - these strategic insights the operational teams to reduce churn. In-depth analysis of behavior of churning customers, and identify the pertinent issues / business practices that lead to churn. 
· Accountable to circulate and coordinate S1 & S2 with sales team for recharge.
· Handling 6 seats at outbound call center for better performance and revenue enhancement.
· Responsible to coordinate and for USO Govt. audit for Rural business and to achieve subsidy.

Responsibilities from the dated 1ST November’08 to  30TH August ’09 for entire UP-East circle:

Acquisitions Support For Postpaid Subscribers:

· Responsible for ensuring smooth acquisition of customer through the defined process.
· Responsible for Satisfaction at all customer interface areas for the circle.
· Responsible for regularly monitoring and analyzing the activities of all the functions and maintaining the defined service standards for Customer Care and building processes to deliver the same functions.
· Ensure processes to measure customer satisfaction with respect to number blocking, order fulfillment order accuracy, order cycle time and quality audit.
· Login acceptance as per documentation policy, defined by DoT and TTSL.
· Order-entry completion within SLA (4 hrs.).
· Scanned the CAF within SLA (24 hrs.).
· CAFs’ warehoused management.
· Number management system.
· Retrieval of CAFs as VTM audit requirement.
· Retrieval of CAFs as BE audit requirement.
· Audit the CAFs which are accepted for login.
· Correction of information if input is wrong entered.
· Value Added Services (VAS).


Responsibilities from the dated 1st September’07 to  31st October’08 for entire Haryana circle:

Bills Printing & Delivery Management:

· Action plan on the reason of Bills Not Received (BNR) like address not found, wrong address, shifted subscribers and lots.
· Management Information System relates to daily basis bills delivered not delivered status.
· Responsible for Bill Period Closure in time.
· Deals and maintained coordination with more than six vendors who are relate with postpaid bills print, dispatch and Stationery supplies.
· Make cleared the bills of vendors who give work and supply.
· TRAI and other MIS reports.

Responsibilities from the dated 1st March’07 to 30th August’07 for entire Delhi & NCR circle:

Bills Printing & Delivery Management:

· Action plan on the reason of Bills Not Received (BNR) like address not found, wrong address, shifted         subscribers and lots.
· Management Information System relates to daily basis bills delivered not delivered status.
· Responsible for Bill Period Closure in time.
· Deals and maintained coordination with more fifteen vendors who are relate with postpaid bills print, dispatch and Stationery supplies.
· Make cleared the bills of vendors who give work and supply.
· TRAI and other MIS reports.


6.     Worked at Bharti Airtel Limited.
(Broadband & Telephone Services), (North Region) New Delhi.
Role: Billing of Postpaid Landline & Bills Delivery.
Duration: 4th August 2006 to 28th Feb’2007.

Bills Delivery Management:

· Bills Printing & Dispatching for North Region (U.P. East, U.P. West, West Bengal, Punjab, Rajasthan, Haryana). 
· Management Information System relates to daily basis no of bills have been printed and dispatched in respective billing cycles and locations.
· Management Information System for Revenue Tracker.
· Management Information System for Printing Allocation Breakup.
· Management Information System for Printing & Bills pickup by courier agencies.
· Management Information System for Daily Delivery Report received track by courier agencies.
· Management Information System for bills returned to office track.
· Responsible for Bill Period Closure in time.
· Deals and maintained coordination with twenty Five vendors who are related with postpaid bills print, Courier (Dump delivery & Local delivery both) and Stationery suppliers.
· Make cleared the bills of vendors who give work and supply.
· Action plan on the reason of Bills Not Received (BNR) like address not found, wrong address, shifted subscribers and lots.
· Database Management for billing data.
· TRAI and other MIS reports.


7.  Worked at Tata Teleservices Ltd (At APEX Role, an outsourced division).
      Role: Bills Processing, Printing & Delivery.
     (For entire U.P. circle (East & West).
     Duration: 17th January 2005 to 3rd August 2006.

· Process the bills at “Report Suit”, Sorting and Merging.
· Ensure for Dispatch & Delivery the bills within TAT.
· Action plan on the reason of Bills Not Received (BNR) like address not found, wrong address, shifted subscribers and lots.
· Management Information System relates to daily basis bills delivered not delivered status.
· Responsible for Bill Period Closure in time.
· Deals and maintained coordination with more five vendors who are related with postpaid bills print, dispatch and Stationery supplies.

CERTIFICATE COURSES:

 i) A Certified course on Hardware, Networking and Troubleshooting from TATA   InfoTech, Lucknow. 
ii) One year Diploma in Computer Application from Capital Computers Ltd., Lucknow.
iii) One year Diploma in Programming and Computer Studies from Institute of Software and Hardware Technology, Lucknow.

CRITICAL KNOWLEDGE & SKILLS :

1 Analytical abilities and the ability to plan and organize
2 Good Communication Skills
3 Experience in handling team
4 Initiative and drive
5 Knowledge of MS-Office applications and ability to learn new applications
6 Ability to understand the needs of customers, both internal and external




ACHIEVEMENTS:

1 Scored 76 % in IInd National Customer Care Knowledge Evaluation Test Organized by Tata Teleservices Ltd.
2 Awarded Spotlight for achieved within benchmark for DBR & CNRB.
3  “Scroll of Honour” awarded recognized as a “Super Star” in Feb’10 to successfully completed the 100% audit in Sahabad, Distt. Hardoi (U.P.).
4 “INSPIRATION TO BE A DOER” a Value Award achieved in March’11 by Sistema Shyam Teleservices.
5 Achieved a Certificate for “Yoga Instructor” from Pradhan Mantri Kausal Vikas Yojna.
6 Achieved a Certificate for Process Champion from “GoFrugal Software Services”.




DETAILS OF POSTGRADUATE (M.Tech.) STUDY:


	YEAR
	 PERCENTAGE
	SEMESTER GRADES
	CUMALATIVE GRADE
	Year

	First
	70
	B+, A
	A
	2004

	Second
	70
	B+, A
	A
	2005





ACADEMIC QUALIFICATION:

1 Session -1997-2000, B.Sc. (Computer Science) from Lucknow University.
2 Session 1996-97, 12th Standard from Government Inter College, Lucknow.
	Stream- PCM with UP Board.
	3      Session 1994-95, 10th Standard from Government Inter College, Lucknow.
   Stream- PCM with UP Board.



PERSONAL DETAILS:
	
Date of Birth			:	October 24, 1980.
	Nationality			:	Indian.
	Passport No.			:	J2691747
Status				:	Married.
	Permanent Address		:	C-1423/4, Indira Nagar, Lucknow-226016.
	Language Proficiency	:	English and Hindi.

INTERESTS:

1 Reading, Making new friends.

Declaration:

	I declare that all the particulars & information given in the vitae are true, correct, complete & up to date in all respects & I have not with held any information.

2 Testimonials to be provided as / when required.



Date:
Place: 										(Mohit Gaur)
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