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                                                                                  Sanctions and Fraud processes and        
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SUMMARY

Exceptional Operations/ Quality Assistant Manager (voice, chat, mails) understands how to motivate, plan, track, and monitor achievement of operational goals. Possesses seasoned abilities with identification of operational issues and the methods to address them. Brings a Bachelor’s degree in Economics and Management along with 6 years of operational management experience.
A detail-oriented Quality Team Lead (Process Excellence) with 5 years of experience in analysing and improving quality control processes. Skilled in conducting audits, implementing quality management systems, and facilitating training programs. Adept at identifying process gaps and recommending solutions to improve quality and productivity.
PROFESSIONAL SKILLS                                                             TECHNICAL SKILLS
Service Delivery                                                                         Data Analysis

Operations Management                                                        Power Bi Dashboards 

Customer Management                                                           MYSQL  Database                                        

People Management / Team Management                        VBA Automation
Attrition control / Shrinkage                                                  Advance Excel

Leadership                                                                                  Macros
Problem Solving                                                                        Minitab      
Adabptability                                                                             Hypothesis Test
Risk / Compliance and Fraud Management                        
Quality Management
Process Excellence                                                              
Business Intelligence                                                                
Quantitative Analysis / Qualitative Analysis                       
AML, KYC, PEP, Chargeback Disputes, 
Transactions Monitoring, Fraud Analyst, Sanction Screening
Critical Thinking

Communications

Decision Making

Tools that I used : IEX, Verint, Avaya, Nice on Call, Amazon Connect etc.

ACADEMIC QUALIFICATIONS

· High School
                            :     Shiv Modern Secondary School C.B.S.E Board (1988 -1998.
· Sr. Sec. School
                                          :         C.B.S.E Board in the year (1998 – 2000).
· BA (Business and Economics Hon’s)    :         University of Delhi (2000 – 2004).

Assistant Manager – Payment, Fintech, Fraud investigations, Chargeback disputes, AML, Sanction Screening
Concentrix, Gurgaon                                                                                                              02/2017 - 06/2024
·     A Seasoned and Skilled professional offering over 17 years of experience in the field of Service Delivery Management, Fintech, AML, KYC and Payment Operations, Chat Process, Quality assurance, People management, Risk and Compliance.

In 2017 promoted as an Assistant Manager and managing a team of 30 FTEs. Managing the operations seamlessly and timely SLA delivery along with maintaining high levels of employee and customer satisfaction. Demonstrated abilities at NPS, CSAT, CPH, Shrinkage, Attrition, efficiency and performance management, bottom Quartile management and customer experience management projects. Stakeholder management, client management, change management. Prepared meaning full MIS and Data insights reports by using Power BI, Advance excel. Assisted in data validation, contributing to data accuracy improvement by 10%.
·    Guided business in restructuring their operations of Fintech, Credit / Debit cards Chargeback disputes, Analysing and adjusting staffing to maximize efficiency and SL. Staffing Monitoring - If staffing is not proper, then following intraday changes to be done thru consensus with OPS team, Week off can be changed, Overtime, Real Time Post-mortem (Service level / Abandon). Which on average increased profits by 35% within one year.

·    Successfully led and worked on various Green Belt Projects of remote quality monitoring, back office and chat projects for Telecom, Healthcare, e-commerce, BFSI, Fintech and insurance accounts. Also worked on improvement of existing projects in organization. .

·    Have always been tremendous in seamless transitioning of new processes and closing the required projects with in time defined by Stakeholders and Clients. Transitioning of new processes and closing. Collaborated with cross-functional teams to revamp a client's e-commerce strategy, boosting business by 30%. Have been a part of capacity planning, strategic planning and tactic planning.
Achievements and Green Belt Projects
Increased Business by 20%

I led a team initiative that analysed customer business trends, which resulted in a strategic product placement plan, boosting business sales by 20% over six months.

Reduced Operational Costs

I implemented a new inventory management system that decreased operational costs by 15%, by reducing waste.

Improved Customer Satisfaction

I restructured the customer service process, which led to a 30% improvement in customer satisfaction scores within one year. 

Team Lead Quality (Six Sigma Green Belt and Strategic Projects) – Voice, Chat and E-mails
Concentrix, Gurgaon                                                                                                   04/2012 – 02/2017

· Managing a span of 10 matured and intellectual Quality auditors.

· Managed end to end processes as well as monthly and annual audits, successfully facilitate client audits.

· Black Belt Train and lead various improvement projects along with process excellence team.

· Increase process efficiency resulting in revenue growth with implementation of effective and optimum prime team utilization; initiate process to generate new business ideas within the process to seek improvement ideas.

· Led, motivated and trained team members to ensure high efficiency and quality as well as maintained positive relationships with customers.

· Identify customer needs and oversee service delivery within the business context; determine ways to reduce costs without sacrificing customer satisfaction.

· Manage conflict, and ensure the team's processes and tasks are carried out efficiently; remain organized and meet deadlines.

· Assess customer feedback and using your creativity to establish, improve, and refine services.

· Build partnerships and liaison with team leaders to determine the company's services, delivery criteria, and solutions for issues that may arise.

Joined IBM Daksh (Concentrix) in 2005 as a process associate of Customer Service.                                          12/2005 – 03/2012

Solved the queries of customers regarding billing and networking issues over mails and by processing transactions.

Forecasting and Data Analyst – Delhi University College internship                      2004 - 2005
·    During college internship as an Economics hons graduate worked with Hero Honda motors. Did research on the sales trends of Honda motors used Delphi, Regression, Time Series Moving Average analysis and find errors with cost and expenditure which was impacting total sales.

·    Used Regression and Time series analysis in market and latest for gear and clutch tools which resulted in increase the Honda motor sales by 20% and customer satisfaction by 50%.

CERTIFICATIONS AND ADDITIONAL QUALIFICATIONS (IT AND DATA ANALYTICS)

Have done certification in Data Analysis from Aptech institute. Have sound knowledge of various latest IT applications like Advance excel, Power BI for data presentation, MySQL database, Macros.

Knowledge of IT languages :  Python – Numpy, Pandas, Matplotlib, VBA work automation, Dax Query, MySQL.

PROJECTS

· Created VBA project of combining data work on different sheets to a single sheet made it easier to track, sum and combine work automation. Reduced the time of combining and sum the data and increase the accuracy by 50%. Also data is completely safe for integrity and compliance purpose as we could track what work is being happened on all sheets.

· Created a project of enter data on user form swiftly and accurately for the team and speed up the work by 30%

STRENGHTS
· Good listener and quick learner.
· Adaptive to new technology.
· Resilient to difficult work conditions / Stress Management, Change Management.
· Optimistic and always create positive moral.

PERSONAL DETAILS
 Date of Birth

:     12-08-1983
 Language known
:     Hindi, English, Punjabi. 
