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Contact: +91 98208 67179/ 9930125434
Email- Ladhani.rajiv@gmail.com
 Professional Summary
· 14 + years of experience in Operations /Customer service /sales & Project/Program Management 
· 9 years of experience in Team Management & Project Management in ITES industry.

· Expertise in Project management/Process designing/implementation, Client Servicing, Account management and Learning & Development 
· Well versed in management of cross-functional teams, deep understanding of quality management in a services environment, 

· Leadership in designing of creative solutions aimed at maximizing customer satisfaction.

· High-level leadership and mentoring ability. 

· Effectively handled Complaints, Sales in Inbound& Outbound Operations
Core Competencies 
· Project/Program management

· Client servicing /Onboarding 
· Customer service (B-B & B-C)
· Quality assurance
· Learning & Development 
· Customer satisfaction

· Customer Success 
· Team management
· Complaint Handling
· Training/Mentoring

Achievements 
· Successfully completed delivery of implementation and content projects since the year 2009, for companies like Pfizer, Abbot Labs, Avon, Kraft, Boehringer Ingelheim, Medtronic, Viacom, New York Times   UTC, DELL, Kellogg’s, Dupont etc. 

· Was recommended to travel to USA for transition of new solution developed by LRN.

· Awarded with LRN Leadership Framework Award in 2010 and 2014
· In SPANCO was recognized for lowest Attrition rate <3% annually from 9%.

· Was awarded 2nd best sales team in SPANCO for consistently 9 months. 

· Was responsible for Business expansion in Whirlpool inbound customer service from 2 to 8 seats in SERCO basis past performance.
Career Profile

Program Manager- -Department Project Implementation 
 LRN technologies and content solutions
(Jul ‘2009 till date) 
Job Profile:

· Develop and execute implementation projects
· Provide proactive strategic implementation guidance to the customer's 

· Own the relationship with each of his/her assigned customers and ensure complete customer satisfaction

· Manage a multi-function internal implementation team (7-8 people) throughout the process.

· Interact with senior and middle-management executives

· Management of requests related to website customization, including creation of specifications, test cases, delivery documentation and detailed project plans based on requirements. 

· Coordinate with Vice President Compliance/Compliance managers & customers to help define their program lifecycle rollouts, including tracking of results. 

· Function as single point of contact between LRN customers and internal stakeholders in execution of requests, projects, issues and changes. 

· Monitor project progress & issues and create ongoing status reports using defined and/or ad-hoc tools for internal and external customers. 

· Focus on compliance to delivery schedules and other SLA parameters. 

· Successfully executed the entire transition of a Survey tool from US to India 

Manager Ops SERCO BPO Info Vision Group
 (Jun 2007 – Jul 2009)- 2 yrs
Job Profile:

· To handle a team of 100+ executives, 8 TL’s and 3 AM’s across various processes like HSBC-Credit card sales, Whirlpool Inbound customer care, American Express- Credit card sales,(INBOUND/OUTBOUD PROCESS)
· Handle operations for Complaint handling, Customer service & SALES 

· To handle recruitment and billing process.
· Integrated various support functions viz Quality, training, technology and compliance & HR.

· To Conduct cross training sessions for Process Associates aimed at optimum utilization of available resources.
· Mapping & implementation of client requirements in the processes, identification of improvement areas and maximizing customer satisfaction. 
· Escalation management aimed at prompt resolution of critical issues and business continuity. Regular customer interaction aimed at improvement of service levels.
· Rate calls on random basis and discuss updates, problems different methods to improve Quality and   
· Also attending weekly calibrations with different States on con call 
Highlights: 

· Was instrumental in process expansion of Whirlpool and Amex Corp cards
·  Developed and Implemented in-house verification process for Amex cards resulting in     considerably reducing card cancellations and fake sales

· Represented Whirlpool at PAN India vendor meets 

Project Leader
Spanco Tele Systems 
(Jun 2003 – Apr 2007)-3 yrs10 months 
Job Profile:

· To Handle Outbound Mortgage process called Metro & Amerifirst, involved in generation of leads based on specific parameters and providing home owners having mortgage with better refinancing rates.

· To handle a team of 30+ including 3 team leaders and executives with accountability for target accomplishment, lead generation and database enhancement aligned to set SLAs.

· Coordinated with support staff departments like quality assurance & compliance and conducted joint calibrations with client to ensure uniformity in rating process.

· Highlights: 
· Was promoted to the level of Project Leader in 2 years
· Played key role in simplification of verification process used on calls
· Awarded for the 2nd highest number of sales done consistently
Sr. Customer service representative 

Wipro Spectramind

(Mar ‘2002 – May ‘2003) 1 yr 2months
Job profile:

· Handling Inbound Customer service for AMEX Credit cards

· Managing Floor, Customer Escalations, Helping in Certification of New joiners on the floor

· Product training for new joiners 

Educational
· B. Com, Madurai University, 2003
· Certification: Prince2 Practitioner & Lean Six Sigma Green Belt Certification 
