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Contact No. +91-9958599134
PROFESSIONAL PROFILE
· A dynamic professional with more than 3 years experience in CRM and after sales Operations, Client Servicing and Process Management.  
· Currently designated with Maruti Suzuki India Ltd, Gurgaon as Asst. Manager – Service (Domestic & Exports).
· Extensive background in complex and challenging environments with proven ability to represent the company with Customers and Partners.
· Expertise in handling large group of fast moving customers with the ability to deliver vehicles on time and with 100% customer satisfaction.
               Core Competencies Evolved

Abilities in harmoniously managing tasks with a talent for Customer Relationship Function involving Channel Management, Training, Handling Fleet customers and After Sales Service Operations in line with industry best practices.

BROAD PERFORMANCE AREAS
Service Operations
· Managing Service Operations with focus on implementing policies & procedures; developing / streamlining systems; heading Workshop Operations, Warranty, Logistics etc.

· Adhering to service procedures with focus on optimizing operational effectiveness and reducing the vehicle downtime at workshops/ service outlets.
· Specializing in handling Express bay customers, whereby delivering vehicle in minimal time.
· Focusing on generation of revenue through sales of Services and Parts; governing inventory of Spares to enhance storage conditions, reduce expenses and wastage.
Business Development

· Analyzing business potential and developing the service activities /outlets as per company norms & industries best practices to provide effective after sales. Also launch of new schemes / service marketing activities to increase workshop turnover & profitability. 

· Monitoring competitor activities & devising effective counter measures.
Client Relationship Management

· Ensuring speedy resolution of queries and grievances to maximize client satisfaction levels.
· Monitoring post service activities like follow up with customers, service reminders etc.

· Developing and ensuring customer satisfaction by maintaining excellent Turn around Time (TAT) for delivery & Standard Service Quality Norms.

· Handling the planning, execution and evaluation of Customer Campaign Programs.
Technical Services

· Conducting Training Programs for in-house Sales & Service Teams, Channel Partners, Clients etc. to enhance product knowledge.

· Communicating Product feedback from the Field to Manufacturing / Design Teams with focus on effectuating modifications in products and improving product performance.
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DOMESTIC

· Spearheaded After Sales Activities, Training, Technical Services to dealer workshops and in Delhi NCR region on Product Complaints, Service Campaigns, Warranty cases, Trainings, Technical feedbacks & queries as Technical Service Manager
· Imparted training to technicians at dealer workshops on Newly Launched models / existing products.

· Organized / Participated in Camps (Mega camp, A/C check up camp, PUC camp, Locality camps) in Delhi NCR region

· Recall management for dealer workshops on New / Existing products / parts recall and monitored the recall status for timely completion / zero customer dissatisfaction.
· Effectively managed spare parts inventory at dealer workshops and reduced the back order days from 15 to 7 days.
· Analyzed Warranty Cases from Dealer to keep a watch on failure trends & inform / discuss with Dealer accordingly.
· Efficiently monitored Technical Feedback / Queries being received from Market & analyzed with QA & Engineering for failures in Market as well & to provide countermeasures & remedies to monitor feedback.
EXPORTS

·  Facilitated Trainings for Distributors either at their place or at MSIL, India for Newly Launched Products / Existing products.

· Visited the overseas Distributors for collecting feedback on Market i.e. Fuel Specifications, Emission norms, Govt. Rules & Regulations, Environmental Conditions, Safety Norms, Road Conditions, Distributors Infrastructure, Training requirements, spares availability, PDI at Dealers end & location specific conditions for product customization. 

· Extended support for launching / exporting the product to new market (Pilot Trials).
· Provided support to distributors for warranty settlements / Goodwill claims / Revision of warranty norms as per competitors & Suzuki’s norms in the country & Sales potential.
· Pivotal in imparting Guidelines / Supports to Distributors for Infrastructure Development / Layout Designs / Workshop Development / Customer care & service marketing activities per MSIL norms to increase workshop service load (vehicle inflow) & profitability.

ACADEMIC PROJECTS/INTERSHIPS

· Six Months in-plant training at Maruti Suzuki India Limited Gurgaon, Special areas of insight during the 6 months included:

· Implementation of Vehicle Routing System & Warehousing Improvement in parts by parts Warehouse.

· Line Balancing of Assembly Shop using MOST & Process Designer.

· Case Study on implementation of Theory of Constraints.

· Application of Value Stream Mapping in Machine Shop.

· Underwent a project on Process Planning and Scheduling in Cooper Automotives Ltd, Derabassi as a part of curriculum.
TECHNICAL SKILLS

· Technology

:  MOST, Auto-Cad, Unigraphics & Pro-E.

· Operating systems
:  DOS, Windows 98/2000/NT.

· Software Skills
: MS office, MS access, Adobe Professional, Adobe Photoshop, Adobe                                                      Framemaker, Adobe illustrator, Adobe Pagemaker.
ACADEMIC QUALIFICATIONS       

	Qualifications
	Board / University
	% age
	Year  of passing

	B.E. Production Tech.
	Punjab Engineering College, Chandigarh
	69.10%
	2008

	XII
	C.B.S.E.
	82.00 %
	2004

	X
	C.B.S.E.
	83.80 %
	2002


ACHIEVEMENTS AND AWARDS
· Secured 1st Division throughout the academic curriculum.

· Awarded Certificate of Excellence for securing First position in the Interactive Session of College

· Awarded 1 Gold and 1 bronze Medal in 4*100 mts relay race.

· Participation in inter year football tournament, finishing as runners-up.

· Active Member of Corporate Social Responsibility for NGO in Gurgaon
· Organized many events during professional (Service Convention – 2009, 2010, Engg. Conclave – 2010) & college (PECFEST 2007,2008)
PERSONAL INFORMATION
	Date of Birth
	27th Aug 1986

	Contact Details
	K.No. 134, Sec – 70, Mohali (Chandigarh)

	Languages Known
	English, Hindi, Punjabi


