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MANJIRI KAVATKAR

BRIEF OVERVIEW-



· Professional having 10 years of experience in areas of HR Service Delivery aligned to Global Payroll Administration, 
US Payroll, HR Services Transactions (Employee Data Management), Transition Projects, Vendor 

Management, Reporting Analytics & Project Management. Quick Learner with problem solving skills having 
exposure across business, Operations & Technology.
· Proficient at managing & leading teams for running successful Payroll Management, Process Operations, 
develop strategic plans, procedures and service standards for business excellence. Possess excellent 

Interpersonal, communication and organizational skills with proven track records & abilities in Client Management,

SLA Management & Service Excellence.

· Expertise in working in fast-paced, high-tech environments requiring skills in scheduling, Management and 

team building.

	Work Experience
	
	    S


TATA Teleservices Limited: Assistant Manager - Operations                                         Jan 2016-Till date

TATA Teleservices Limited is an organization which deals into wide range of services into telecom sector. 
A brand name built with trust and confidence.

· Managing and Leading Service Operations of Enterprise Segment for PAN India.

· Manage and reporting of Credit Control Activities laid down to ensure operational processes are compliant as per regulatory requirements.
· Managing and supporting end to end external quarterly audits & monthly internal process audits.

	· Responsible for controlling Risk Exposure for Time Based Dunning across PAN India. 

· Presenting Operations Monthly Performance reviews for the TBD activities to Senior Management.
· Drive and Implement Operations Projects/Process improvements through automation & simplification of process.

· Conduct regional reviews and reporting SLA’s to the region as per the contractual agreement.
· Managing performance reviews, Support compensation planning, talent assessments/discussions.

· MIS Data required for Weekly and Monthly Reports and Activities. Good knowledge of MS Excel and MS Access.
· Keep a periodic track of the activity flow and accordingly manage resources and Keeping a check on the Inbound AHT to Email TAT SLA.

· Ensuring customer satisfaction within the stipulated time frame.

· Weekly interlocks with different operational teams to make process smooth and serve better customer service.

· Chair Bridge calls for affective service restoration and complaint resolution
· Roistering people across shifts to manage teamwork and managing seat utilization as per scheduled hours.

· Working on Applications like Oracle CRM, Outlook Office 365, Skype and Tallyman.



Aon Hewitt: Advanced Team Developer                                                                          Aug 2006 to Dec 2015   
Hewitt Associates is a global Human Resources outsourcing and consulting firm  delivering a complete range 
of integrated services to help companies manage their total HR and employee costs, enhance HR services, 
and improve their workforces with  Corporate Headquarters at Lincolnshire, Illinois.                                                             


· Managing Operations of service delivery which involves processing payroll for active employees by ensuring adherence to policy & regulations and data privacy norms as laid by local authorities of the locations & EDM.

· Smooth Project & Service Management by optimizing productivity & Service Delivery for Payroll, EDM & Shared Services.

· Managed third-party relationship to ensure offshore deliverables are met.

· SLA management, cross training & Training need identification for team. Responsible for employee engagement for team size of 20 associates.

· Monitoring Payroll jobs and Coordinate with onshore for successful pay run.

· Effectively handled Year end projects for Payroll, EDM & Shared Services.

· Handled Severance and Workforce Administration (WFA) which is mainly responsible for processing Severance Pay & Updating Employee Data Management.

· Responsible for driving Quality Initiatives to ensure increase in productivity to save cost effectiveness & keep a check on continuous process improvements to maintain Quality Standards & Customer Excellence.
· Calls with onshore team/client for planning, identifying and resolving service delivery issues

· SOP Updating, error trend analysis, escalation handling & publishing team metrics and performance score card.
· Provide ongoing feedback during one-to-one and conduct annual performance assessment’s.
· Worked on year-end activities, UAT Testing, SOP updating, Sharing process updates during team huddles.
· Preparing MOM for Team meetings conducted in absence of OP’s Manager.
· Responsible for development of team members by conducting New Hire Orientation Program, Process & Refresher trainings as per the client requirement.
· Prepare Individual Scorecard & Productivity Dashboard for Management to review on daily basis.
· Queue management; optimize productivity, maintaining the Service Level Agreement for EDM processes like Job Data, Personal Data, Employment data Verification, Relocations, Transfers, Tuition reimbursement, Terminations, Data Corrections and provide accurate & timely service.

· Managing employee life cycle from Hire to Termination & Performing daily process audits.
· Part of training team to get new hires acquainted with the applications and procedures of the company. Trainings given for applications like Siebel 8.1, PeopleSoft 9.1, BOUI, Outlook and Excel.

· Has knowledge for end to end payroll and has handled pre payroll and payroll effectively with smooth running of pay confirms, running defensive queries to ensure error free reports. Know the oncycle and offcycle reports.

· Handling Compensation and Benefits, Taxation, Garnishments and Deduction Reports.

· Analyzing MIS reports on Quality and Productivity in order to capture trends and cater to Process Improvements and Training Needs.
· Has worked for a client with employee base of more than 50,000 for an insurance process. Dealing with General Insurance.
Convergys India Limited: Customer Care Officer                                                     Feb 2006 to Aug 2006   
Convergys is an Inbound Customer Service (International BPO) dealing with inbound calls for 
Australian Telecom processes.                                                             


· Handling inbound calls for an Australian based Prepaid Mobile Project for ‘YES OPTUS’. Needed to provide online solutions to queries related to mobile bills, mobile handset complaints, network related issues, etc.

· Providing Floor support to the new hires as and when required and training them giving On Job training.

TATA Teleservices (Maharashtra) Limited: Customer Care Executive                         Aug 2003 to Feb 2006   

TATA Teleservices Maharashtra Ltd. is an organization which deals into wide range of services for telecom.                                                             


· Working for the Leased line Corporate Helpdesk and handling inbound calls and working with internal team to fix the complaints.

· Preparing the internal reports to the customers for the Leased line or Board Line complaints given by them. Handling escalations and Training the New hires.

· Online Technical Support for Customer’s Queries and performing quality audit and tracking errors in the Daily sheet.

	Transitions               
	                                                                                                               


· Transitioned virtually for the Prudential Reimplementation project from October 2014 to June 2015 for 
the tool called BOUI (Back office User Interface) which links my HR to PeopleSoft and loads the data automatically.
· Liaised with onshore/client team to review process, prepare Process Flows, Sops, ensure streamlining & 
stabilizing the process for smooth operation from Mumbai.
· Partnered with US-SME to get trained on payroll processes, taxes, deductions related processes,

Including deliverables, expectations, risks, scheduling, certification and coaching. 

· Captured all discussion points on the transition and monitor progress of training plans. Has done UAT,

IAT, Script testing, etc for the processes.
· Defining and finalizing service level agreements in consultation with onshore/client.

· Regular reviews on Operations readiness and coordinate with technology team to implement transitioned processes and regular discussions on Adherence to transition plan / go-live dates.
	Other Initiatives
	


· Working as an internal trainer for new hires conducting induction process in AON Hewitt, giving information about the company and about various other process related things.
· I was a Quality Auditor for the Prudential WFA and Severance process. Preparing the Letters, Waivers and Separation Data for the Prudential Severance employees. Has acquired Virtual Transition for the Severance process. 

· FTE Analysis which resulted in proper FTE utilization and allocation of work.

· Cost saving for the organization by planning/identifying processes improvements which can be worked in day shifts and Work life Balance to move 25% of the team in day shift.

· People Soft Application Training across AON Hewitt Operations.

· Training Need Identification across AON Hewitt Operations.
	ACCOLADES
	


· Extra Miler Award in Jan 2009 won in Aon Hewitt.

· Champion of the month in 2012 in Aon Hewitt.
· Won One Quest Award for creating Knowledge Base in Excel where the New Hires can get trained and review it as 
· a guide while processing the requests.

· Won Spot Awards for excellence in the process.
· Certified in UK Payroll. A training program for the basics of UK Payroll.
· Won Quest Idea awards for implementing process improvements across Payroll and EDM.
	Trainings 
	


· Six Sigma Awareness.

· Lean Concepts.

· Communication Effectiveness.
· Power Train.

· US Payroll Certification – Level 1 and Level 2.

· UK Payroll Basics.

	CERTIFICATIONS
	


· Successfully completed US Payroll Level I and II Certification (2007 and 2009).

· Completed UK Payroll Basic Concepts Training in AON Hewitt in June, 2012.
· Diploma in Human Resource Management from Welingkar Institute of Management from January 2010 to February 2011.

	ACADEMIC CREDENTIAL
	


· Graduate, Bachelor in Commerce, Mumbai University in 2003.

	Software PROFICIENCY
	


· Microsoft Office 2007 & 2010-Microsoft Word, Power Point and MS Access.

· Outlook , Lync and Skype Applications.

· Share point & ERP- HRMS modules for PeopleSoft, PeopleSoft 8.8 & PeopleSoft 9.1 (web based).
· SAP 7.2, Multi Client Siebel 8.1, BOUI (Backoffice User Interface), IBM Content Manager & Ticketing Tools 
like Siebel, WQM, and CRM (Customer Relationship Management).
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