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PROFILE 

A versatile and results focused Senior Level Manager with the knowledge and extensive expertise on heading complex MIS projects; providing business solutions and streamlining with BI tools (Power BI), SQL Server. Also, extending the help to client/operations in providing a forecasting model to predict the future in a smooth manner. A proficient strategist, UiPath RPA certified, with a deep understanding of business needs and an adept facility to manage the whole project life-cycle; capturing, analysing and documenting requirements whilst supporting effective communication through different mechanisms of DMAICR and LEAN. An adept communicator, thrives at the interface between the business and the world of process excellence.

A `hands on` leader and a team player, with valuable problem solving and decision-making skills and the ability to influence and negotiate with senior leaders, stakeholders and regulatory bodies to ensure needs are identified, prioritised and addressed. Structured and methodical, and with extensive experience of delivering complex projects across different LOBs: Now seeking a related role, where diverse strengths, experience and genuine commitment will bring immediate value. 

Career History

PRESENT STATUS
TELEPERFORMANCE (Mohali) - Dec'19 till Date

Working as Manager for WFM/MIS Department - (DEC19 Till Date)
Hired as Manager-WFM/MIS for clients in Mohali site which has a headcount of 500+ approximately. Handling a WFM/MIS team of 10+ people including AMs, and Analysts.

Headcount reconciliation, Strategic planning for training and hiring with client and operations, Effective and optimized scheduling by trend history, Streamlining and automating reports as per client requirements, Billing ( FTE or Transaction based ), RTA and basic Lean implementation are the primary deliverables currently. Usage of IEX, ASPECT eWFM, CMS tools for scheduling, reporting, monitoring. Capacity Planning, analysis for forecasting, billing, invoicing, measuring scheduling influx, resource optimization are the key deliverables, overseeing the planning on the basis of the proactive analysis through pareto, waterfall, scatter plot and distribution analysis.

For MIS, automation using VBA basic and advanced forms to obtain required details from Ops team which reduces redundancy of work and data. Using scripting through VBA excel model for analysis and data obtaining from Ops.
PREVIOUS STATUS

TELEPERFORMANCE (Gurgaon) - Jan'19 till Sep’19

Working as General Manager* for WFM/MIS Department - (JAN19 – SEP19)
Hired as GM-WFM/MIS for the Gurgaon site and Jaipur partially which has a headcount of 2000+ approximately. Handling a WFM/MIS team of 80+ people including AMs, Managers and Sr. Managers.
Streamlining manual reporting of MIS into an automated one which do not have a database yet. Preparing the diaphragm of the same and replicating it towards the real-time implementation. The humongous data of both organizations are streamlined first by allowing all Line of Businesses to follow the same pro forma and abide by it. However, the metrics are put into same format for all LOBs and accordingly the table is created into the new database. Now, RDBMS created and all data is at sync with SQL Server and the repository is being made for the upcoming times. Prior to it, VBA Macros were used to publish the same through HTML page.
Led the UI path bot projects to get the daily reports of MIS streamlined.

Headcount reconciliation, Strategic planning for training and hiring with client and operations, Scheduling, Report Streamlining, Billing ( FTE or Transaction based ), RTA and basic Lean implementation are the primary deliverables currently. Usage of IEX, ASPECT eWFM, CMS tools for scheduling, reporting, monitoring. Planning, forecasting, billing, to measure scheduling influx, resource optimization are the key deliverables.
Trained team on new tools as and when required.
FAREPORTAL 

Worked as Manager in WFM/MIS & BA Department - (JUL16 – JAN19)
Automated projects are handled and analysis of the Billing and Refund team are done on the basis of MS Excel,

VBA Macros, MS Access. This is handled by my MIS team. Streamlining of the reporting infrastructure and standardising the dashboards and presentations. The qualitative check is also incorporated to publish 100% validated reports. Able to implement DMAICR methodology to convert LEAN project to a Green Belt Project by reducing redundancy of data and streamlining most of the reports from 150 odd reports to 50 reports.
Extensive usage of Power BI, SQL Server to help in streamlining MIS reporting without any manual intervention. This helped in cutting off on redundancy from reporting and data perspective. 2 Green Belt projects of these similar types are led from the front and completed
Alongside, handled RTA/SCHEDULING/FORECASTING team for both the sites, Gurgaon and Pune.

Streamlined the reporting, monitoring through MS POWER BI which also helped to stop the redundancy of data and work which in turn helped to use the avail time of WFM resource into analytics.

Trained team on new tools as and when required, specifically Power BI, SQL Server and English (accent and grammar)

HSBC 
Worked as Assistant Manager in HBEU Risk MI & Reporting Department - (AUG12 – JUL16)
Effective Business communication through business meetings to drive business objectives/reportings for the EUROPE region. Publishing internal Descriptive & Inferential analytical reports through MI using TM1, VBA and QlikView.

Administrative reports for COO (Chief Operating Officer) team in Europe Region.

BASEL II monthly reports for COO team in Europe region.

Worked as Assistant Manager in HBME EWFM/MIS Department - ( SEP11 – JUL12)
Effective Business communication through business meetings to drive business objectives for all Middle East regions.
Publishing internal Descriptive & Inferential analytical reports through MI.
Forecast & Analyze customer service center workload through various statistical methods.
Preparing weekly service performance for various programs using Power point with graphical representation, Trend Analysis, Gap Analysis, What-if-Analysis & Management reports for keen study of trends to identify deviations of metrics.
Ad-hoc campaigns like (Credit card campaigns, Direct Channels, Segmentation with customer base, change in financial procedures, limit criteria changes etc) are monitored thoroughly to provide ad-hoc performances and escalate the show stoppers to entity owners.
Identify areas of concern and under performance of the process and take corrective measures
Multi Skilled Work Force Scheduling to ensure higher productivity with optimum utilization of available resources as per the key performance indicators
Preparing Team based & Skill based Roster Allocation, relocation & movement of multi-skilled staff across various workgroups to maintain adequate staffing
Highlight the opportunities to improve performance in all areas of the Operation - Reducing costs, improving service levels, optimizing customer satisfaction, up-skill training recommendation & multi skill recommendations
Testing BCP at regular intervals for different processes and suggesting measures to improve and stabilize functions through BCP.

DELL (Dell International Services) - (May'03 - June'11)

Worked as BUSINESS ANALYST for DELL ARB (Asset Recovery Business). - ( Dec 2010 - June 2011 )
. Predictive Analysis for different line of computer products
. Preparing MI through Excel macro automation
. Setting up Consolidated Scorecard for different sales channel
. Weekly & Monthly Deck Presentation to Director on a remote location.

Worked as Business Analyst in WFM/MIS Department - ( June 2006 - Nov 2010)
. Capacity Planning - Gurgaon.
. Planning, Scheduling and Forecasting for different Line of Businesses.
. Predictive analysis basis current run rate and pipeline of the business
. Variance analysis over last year, last quarter and its years outlook
. Understand and explain the key drivers of the P&L thereby improving Production/SL
. Maintaining and Planning HC with business as and when required
. Quarterly forecasting closure and daily reporting
. Reporting and analyzing key metrics like SL, AHT, Shrinkage to maintain the hygiene on floor
. To analyze, used SQL server to fetch data from telecom server and used advanced excel including macros.
In earlier role, as Resolution Expert, DELL BANGALORE - ( May 2003 - May 2006)
. Follow up with the customers to provide proper resolution and customer satisfaction.
. Handled a team of 15 people, acted as a Virtual Team Lead.

PROFESSIONAL EXPERIENCE
Worked with Standard Chartered Bank as Direct Sales Associate (Aug 1999 - Jan 2000) handling
. Delivering personalized service to customer enquiries
. Cross-selling of various financial products of the bank.

Education Qualification

	Degree
	Year        
	College/University                          
	% Marks

	B.Sc
	04-2003
	People Education Society (P.E.S)
	55%

	ISC
	05-1999
	Elias Meyer School, Kolkata          
	59%

	ICSE
	04-1997
	Elias Meyer School, Kolkata          
	65%



COMPUTER SKILLS

Network/Wireless/Desktops/Laptops Support

SQLSERVER, VBA(MACRO), HTML, XML.
Proficient in Excel, Access, Front Page Editor and PowerPoint.
Knowledge of Data Warehousing/reporting tools, ASPECT, EWFM, CITRIX.

JMP.
MS POWER BI.
TM1 – COGNOS.
UI Path (RPA) certified.

PROJECTS AND CORPORATE TRAININGS

Yellow Belt trained.
DMAICR/Lean project (Reduction on Average Handle Time, - helped a particular LOB's AHT to 

reduce it by 5  mins).

Automation of reports for different Line of Businesses(LOBs).
AHT reduction project for 2 LOBs (helped Customer Sat % to move up by 2-3%).
Reduction of 150 reports to 50 reports – 2 Green Belt projects


ACHIEVEMENTS

CERTIFIED FROM Dell Computer Corporation AS BEST CUSTOMER EXPERIENCE EXECUTIVE

BEST OPERATIONS ANALYST from DELL GURGAON SITE DIRECTOR – Site Level Award
Handled an LOB of 300 people as an individual with more than 100% of production rate and SL within the goal.
Reduction of 150 reports to 50 reports – Green Belt project.

PERSONAL DETAILS
Date of Birth: February 5th, 1981
Languages Known: English, Bengali and Hindi
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