
KRISHAN KUMAR




Mobile: 9990006636, 9911005293                                                                      E-Mail: kumarkrishan6522@gmail.com








         Krishan.kumar2@vodafoneidea.com
Seeking professional enrichments in Operations Management / Collection / Sales with an organization of repute preferably in Telecom / Software/ Retail / ITES / NGO or any Sector
Location Preference: Delhi / NCR
SNAPSHOT

· A Dynamic Professional with 18+ years of  comprehensive experience in steering techno-commercial functions in Telecom/IT industry in Customer Support, Service Delivery, Collections, Retention, Sale, Opex/EBITA Management and Team Development. In-depth exposure to Process Engineering with more focus on making the Store profitable  with a view to enhance efficiency of business systems and thereby helping the Business to achieve targets and monitor day to day business activities. Exposure to different CRM systems with hands on expertise technically as well as from business point of view. Well conversant with Advanced Excel and MS-Access with focus towards development of business systems. Currently employed with Idea Cellular Ltd, Delhi as a part of Integrated Customer Operations Team in Service Delivery, Service Assurance, Churn and Collections. Good analytical, interpersonal & organizational skills with proven abilities in team management with Self-driven and result focused problem solving skills.

EMPLOYMENT DETAILS
Vodafone Idea Ltd., New Delhi – VIL(Company Retial Store) Manager
  

       Since Feb’11 

 (Service delivery) – MIS, Analysis, Verification and field operations (Collection 0-30 / 30-60 bucket), Retention, Channel management, Salse, Opex/EBITA management).
Role:

· Handling Company Retail Store Manager profile, managing the Opex, Sale, Retention, PIB Audit, end to end customer support, collection for 0-30 and 30-60 bucket.
· Handled SD field operation process with zonal team, Idea showroom management, collection, retention. 

· Handled CPV (customer point verification) process for new customers for DL Circle (Agency handling/Audit and visit on COCP (big) accounts).

· Handled the Retention process for MNP, Loyalty base and Safe custody and making the reports.

· Handled CAF Re-Verification process for entire base of Delhi and Haryana, Day to day activity like barring, Precall, sms, and tracking with field team and agency, and reporting to management.

· Tracking the Service Centre performance. Maintain the dashboard for MY Idea’s all activities like collection, retention, sale, staff sheet, score cards in post-paid and prepaid for Delhi and Haryana. 

· Handled entire Data Analysis in Customer Services & Operations Management encompassing for all verticals: - Post-paid, Prepaid, CIM and Service Excellence and reporting to the SD HOD.
· Making the presentations for Circle Operation review of SD head, Circle head and MD review.
· Supporting to HOD by having the inputs in MOM’s, projects and coordinating with other functional.
Significant Contribution;

· Driving operational process, managing showroom (profitability, team management, resolving customer issues, on supott team support and other showroom activities like hygine, QMS, AWT and autits), designing the tools to derive the collection at next level and churn reducing.
· Streamlined the processes for customer verification.

· Streamlined the processes for Service Centre & CAF Re-verification for MIS and coordination.

· Developed Automated Reports System in MS-Access and MS-Excel to generate different reports related to Service Delivery and managing day to day and administrative activity for HOD.

Reliance Communications Ltd., New Delhi






March’08- Feb’11 

Process Manager (Broadband ICO)
Key Deliverables
Role:

· Handled entire gamut of Data Analysis in Customer Services & Operations Management encompassing Faults Closure, Service Delivery, Collections, Retentions, Telemarketers Registration (NDNC) and Pre/Post Sales processes.

· Generating MIS reports and handling the information transition of ICO-Integrated Customer Operations Department with other department’s viz. FA (Fixed Access) and RA (Revenue Assurance) for HOD.

· Handled Escalations related to Broadband Customers’ issues in areas of Service Assurance and Service Delivery and ensure that necessary Corrective and Preventive actions are taken to increase the CSAT.
· Handle Outbound Agency for Address / Credit Verification of New Customers in the System.
Significant Contribution;

· Streamlined the processes for Faults Closure & Service Delivery for MIS.

· Developed Automated Reports System in MS-Access and MS-Excel to generate different reports related to Faults Closure and Service Delivery.

· Steered initiatives towards establishing a Call Center in Delhi Region to handle all these activities through an Inbound and Outbound Call Center.

· Received appreciation from senior management for preparing MIS reports and supported different departments to monitor the Faults Compliance (SLA adherence), Customer Satisfaction, Faults Category Analysis and Repeat Faults. 
Bharti Airtel Ltd., New Delhi







Jun’06- Mar’08
Sr. Executive – MIS and Product Development (U & R) 
Role:

· Handled the backend operations for Prepaid and Postpaid Customers encompassing the MIS Reports related to Activation Analysis, Churn Analysis and Revenue Generation. Instrumental in supporting the Network for the launch of New Products and facilitating the activities to improve the Retention. 

· Managing Telecalling Agencies with focus towards business generation through telemarketing and promoting new launches.

· Handled teams to promote products and manage processes to retain the customers by virtue of SMS’s, Auto Dialers and other available resources.
· Prepare MIS Reports related to Prepaid and Postpaid Customers’ Base (MOC, MTC, MOU, etc).
· Retention through constructing new products and schemes for the same. 
· Vetting the financials of the new product launch to the customers or retaining existing customers with added features.

Significant Contribution;
· Instrumental in designing processes related to Pre-paid and Post-paid Customers for Revenue Generation.
PRECEDING ASSIGNMENTS           
Organization



             Designation


    Tenure      
Techbooks Electronics, New Delhi
               Data Analysis Expert              
DEC’00-FEB’02

Solutions Integrated Marketing Ltd., New Delhi
MIS and Data Management
MAR’02-NOV’04




Galaxy Commercials Ltd., New Delhi

Collections TL   

              DEC’04-MAY’06









Education 

· Bachelor of Arts (Hons.) with English from Rajasthan University in 2000.
Professional Credentials 

· Post Graduate Diploma in Marketing Management from ICFAI, Delhi in 2008.
· Diploma in Computer Applications from Delhi College of Computer Education, Delhi in 1998.     
· Certificate in Computing from IGNOU, Delhi in 2000
IT SKILLS 

Tools


         :
MS Word, MS Excel, MS Access, MS SQL and Business Intelligence 
Operating Systems
         :
Windows

Languages

         :
C & C++, COBOL
Miscellaneous

         :
Advanced Excel & Internet Applications (SAP, Arbor-OM, Arbor-BP)
Personal Details

Date of Birth                         :
3rd September, 1977
Address

           :
121-N, Sector-4, Pushp Vihar, New Delhi – 110017
Public


