Sachin Rathaur
Contact: 09811919297 ( E-Mail: sachin.rathaur2014@gmail.com



~ In pursuit of career enhancing opportunities in the field of Process Training / Transition / Quality / Operations with a leading organization ~ 

Industry Preference: Telecom & Service

CAREER OUTLOOK



An astute and result oriented professional with over 10 years of experience in Process Testing & Development, Customer Relationship Management, Operations Management and Team Management. Demonstrated abilities in planning, migrating, transitioning and managing several successful processes with involvement in technological updation. Proven abilities in reengineering processes wherever needed, monitoring transaction specialist, validating process before it gets implemented and organizing data template workshops for business. 

Excelled in developing and providing training end-to-end solutions for various processes spread across induction, pre-process, process, behavioral, culture specific, transition and migration trainings. Proficient at managing & leading teams for running successful processes & experience of developing procedures, service standards for business excellence. Highly creative and self-motivated with innovative ideas and concepts for increasing the transference of learning from classroom to the job and in motivating employees. Excellent understanding and ability to accommodate individual learning styles. 

ORGANISATIONAL SCAN



Since Oct’12 with Vodafone Mobile Services Limited, Delhi 

Details across the tenure

Since Mar’15 to 12thFeb’19
Assistant Manager- Customer Experience/UAT & Projects Team Lead (Frontend & Backend)
Key Deliverables
· Handling End to End Service Delivery of entire Prepaid Subscriber Base for the circle. Approach of root cause analysis to share key issues, their causes and action plans to address the root cause & thus minimize customer complaints

· Developing strong knowledge with respect to the business and the verticals in which process operates and accordingly managing the business results & KPIs

· Complaint Management of Prepaid related issues and service experience.

· Supervising customer service operations for rendering and achieving quality services as well as optimizing client satisfaction levels and generating additional avenues for business

· Takes care of end to end M -Pesa Service Delivery and back office operations.

· Conceptualizing and executing strategies to optimize operations within all functions of the organization to enhance SLAs & ensuring qualitative response to customers

· Handling Trade Back office end to end and responsible for Retailer and distributor service experience
Notable Attainments: 

· Proficient at analyzing market trends to provide critical inputs for customer service initiatives
· Have introduced lot of empowerments in the process for customer ease.

· Segmented service delivery experience.

· Effective communicator & leader with proficiency in managing people. Accomplished high employee satisfaction; thereby achieving highest organizational goals
· Have been a part of IN migrations and involved in end to  end UAT’s  and roll out


Oct’12- Feb’15





Senior Executive-Customer Experience (Network)
Job Profile

· Complaint Management of Network related issues and service experience

· Co-ordination between Network engineers and customers for complaint closures

· Attending the Call Centre issues raised & closures on real time basis
· Providing Frontend Empowerment and ensuring 100% compliance on utilization

· Ensuring the timely revert on mail sent by users on Network issues and arranging the engineers visit at their premises

Achievements: 

· Established the Network L2 process for better customer experience

· Identified the agents and trained them basis on the requirement of Network dept.

· Prepared the training module and being used PAN India as a best practice
· Have been a part of Spectrum reframing activity in Delhi & NCR and ensured minimum impact on customers life

· Nominated for lunch with CEO and received award

· Promoted to senior executive

Oct’08 – Oct’12
Back office Executive (Associate Role)  




UAT & Projects Team
Job Profile
· Define the scope of testing within the context of each release / delivery.

· Extensive experience in Planning, deploying, and managing the testing and development effort for any given engagement / release.

· Coordinating the work of test and development teams and monitoring their performance. 

· Following up any outstanding open risks / issues. 

· Compiling test / development metrics for management. 

· Reporting to senior managers on progress and issues. 

· Identify test approaches that optimise the delivery schedule. 

· Planning and estimating. 

· Arranging team meetings and workshops. 

· Advising clients on Testing best practice.

· Daily status update/sync up with customer & Stake holders

· Responsible for resources on Project recruitments
· Ability to guide, train and assist team members in carrying out their tasks effectively

Achievements:

· Have been a part of project Sunrise- Siemens HLR migrated to Nokia HLR, complete End to End testing done and ensured smooth migration of 60 lac customers from one system to another

· Project Unify- Migration of prepaid customer base from EMG to UPSS, have been a part of core team from Delhi circle, testing of all the existing products done and ensured no customers complaints post system migration

· 3G & RECC system introduced, completed the overall UAT

· Comverse migration- Siemens IN migrated to Comverse and 10 million subscriber bases migrated from an existing system to new one without any issue
· Awarded twice for IMAD.

· Got opportunity to be payroll on Vodafone

Apr’07 – Sep’08

Frontend Executive (Intouch Solutions) – HUTCH inbound Call Centre 

· Worked as an front-end executive (Hutch Inbound process ) 

Technical Skills

· Office Packages: MS Office, MS Excel, MS- PowerPoint. 

· CRM Packages: Oracle CRM (Functional), CIBIL CRM

· Billing Software: BSCS 5.2 and 6, AMDOCS

ACADEMIC CREDENTIALS



· BA Pass Course from Agra University in 2012.

PERSONAL DOSSIER



Date of Birth:

1st July, 1987
Address:

1/830, SF-1, Vasundhara Sector-1, Ghaziabad

Linguistic Abilities:
Hindi & English

Location Preference:
Delhi/NCR 
