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A competent professional with over 20 years of rich expertise across After-Sales, Customer Service and Project & Warehouse Management Operations
Location Preference: Kolkata

Career Summary
· Presently associated with T.P.S infrastructure Ltd  as a Service Manager

· Acted as Hydraulic expert in Hyva India Pvt. and managed heavy  machine  installation , commissioning and provided operator training; successfully managed Hook Loader, Truck Mountain Crane and Garbage Compactor 
· Hands-on experience in managing warranty operations with focus on profitability by ensuring optimal utilization of resources: Acted as trainer at TATA Motor Ltd., Jamshedpur (hydraulic system)
· Gained hands-on experience in operations, safety & quality assurance and in enhancing the production process operations and streamlining processes/procedures to facilitate smooth production process & enhance productivity
· [bookmark: _GoBack]Expertise in managing all service related issues, attending customers, providing sales & after-sales services 
· Proven skills in coordinating with all levels of management and executing projects within the set parameters 
· Skilled in administering customer service operations for rendering & achieving quality services and providing first line customer support by attending & resolving their issues
· Proficient in organizing, planning & controlling aspects of service leading to customer delight through speed of service 
· An effective communicator with relationship management skills with the capability to relate to people at any level of business and management
· Proficient in managing the entire gamut of service related issues and managing workshop operations with focus on improving operational performance, top line & bottom line growth and higher sales revenue 
· killed in managing all warranty related matters including processing & authorization of warranty claims, verification of warranty and service contract coverage and explaining provisions & exclusions
· Hands-on technical experience in diagnosis and root cause analysis of design mistakes based on customers’ feedback 

Key Skills
After-Sales Services Operations				Maintenance & Support  
Product Management					Process Improvement  
Customer Satisfaction					Training & Development
Dealer Development					Team Building & leadership
Service Strategy Planning				Workshop Management
Failure Identification, Testing, Analysis, RCA and Troubleshooting 
 

Orgaanization Experience 
 Mar’18: Capital Equipment Service Ltd. (MT and T Group), Ghaziabad as Sr. Service Engineer & Team Leader

Oct’08 to Feb’18: HYVA India (Pvt.) Ltd., as Service Engineer (After-Sale Service) 

Key Result Areas:
· Conceptualizing & implementing customer oriented service policies, systems and SOPs for accomplishment of business goals; defining process and standard job hours for all job segments
· Maximizing profitability of service business by strategically planning & executing utilization of manpower and material resources; facilitating business growth by promoting innovative service product offerings to customers 
· Managing end-to-end workshop operations including resource planning & management and support for equipment troubleshooting, deployment, installation, commissioning & servicing, 
· Ensuring timely procurement of spares and general consumables, raising purchase requisitions & indents and maintaining optimum inventory level
· Implementing new warehouse operative shift pattern, managed training and multiskilling of staff to achieve greater flexibility across all functions
· Capturing customers’ voices and identifying scope of service performance & technical improvements; tracking results of visits at customer's end to evaluate their issues and identify scope of performance improvements
· Conducting self-warranty audit before summiting the warranty claims by insuring that the final job card contains all information required for warranty process
· Administering and managing service operations with focus on implementing policies and procedures
· Formulating service budgets, forecasts & operational plans and implementing cost saving measures while maintaining the profitability
· Supervising service operations for rendering and achieving quality services; providing first line customer support by answering queries & resolving their issues, ensuring minimum TAT
· Assessing the customer feedback, evaluating areas of improvements & providing critical feedback to the associates on improvements and achieving higher customer satisfaction matrices
· Communicating product feedback from the field to principals with focus on effectuating modifications in products and improving product performance
· Managing and executing projects within the preset parameters to achieve operational efficiency
· Identifying areas of improvement and suggesting measures to improve processes & achieve organizational objectives
· Developing and sustaining long-term relations with the customers to ensure long-term business retention
· Leading Warehouse Team & obtaining timely delivery of materials at favorable terms to ensure smooth warehouse operations 
Previous Experience 
Jul’08 to Oct’08: ‘URAL’ – India Ltd. At Ural Project at Haldia (W.B.) as Service Engineer     
Highlight:
· Managed company’s warehouse ensuring all items were collected from the goods clearance location, received at the warehouse, handled, stored and preserved properly 
· Ensured physical verification of the items received for quality and quantity as well as of the warehouse stock and statutory registers 
· Prepared discrepancy reports for the submission to the warehouse and distribution department 
· Ensured submission of proper documentation associated with warehouse transactions, deliveries and invoicing to customers and in-house departments 

Mar’06 to Jun’08: Volvo, Bihar as Technician 
Highlight: Managed heavy commercial Volvo & Tata vehicle

Feb’01 to Feb’06: Rudra Hyundai, leading Dealer of Hyundai Motor India Ltd. West Bengal as Technician
Highlight: Managed Passenger Car & Dealership Development

Jun’99 to Jan’01: French Motor Car Co. Ltd., West Bengal as Mechanic (TATA Diesel Vehicle)
Highlight:  Acted as Service Advisor 

May’97 to Apr’98: Maruti Service Center, West Bengal as Mechanic- Engine Expert

Apprenticeship 
· Apprentices training under the Apprentices Act, at C.S.T.C. Thakurpukur Depot. from 01.06.1998 to 31.05.1999

Trainings Attended
· Special training on TATA Cummins Diesel Engine 
· Technician Training from Hyundai Motor India Ltd. 
· Special Electronic and Electrical Training from Volvo India Ltd. 

Academics
 B.Tech. in Mechanical Engineering from W.B.U.T with 78 percent
2012: Diploma in Automobiles from C.M.J University with 80.22%
1997: AITT from NCVT with 71.2%
1995: ITI from NCVT with 76.5% 


 
Personal Details
Date of Birth: 8th May 1972
Languages Known: English, Hindi and Bengali
Address: C/O. – Sri Anil Mishra, Vill. – Godi Bero, P.O- Bero, Dist. – Purulia– 723133 (W.B)
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