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Senior Program Manager, Program Management
CAREER SYNOPSIS

Highly motivated and result oriented professional with over 18+ years of total work experience in the areas of Operations, Process Transition, Project Management and Process Improvement in processes in E-commerce, Utilities& Telecom Service Industry, currently working with Amazon as Sr. Program Manager, Program Management.
· Stakeholder Management, People and Performance Management.

· Transactions Monitoring and Customer Lifecycle

· Project management, Relationship management, Collaboration & Team building skills.

· Process Re-engineering, Change Management and Content & Product Management

PROFESSIONAL AFFILIATIONS

· Certified for successfully completing ACES Certification from Amazon.com
· Certified for successfully completing EDGE training from MDI Gurgaon for Emerging Leaders
· Certified for successfully completing Decision Making & PROFESSIONAL THINKING training 
· Certified CDP and First Time Leadership Orientation (FTLO) in 2008 from EXL Service.com  

· Certified for successfully completing Platform skills and Train the Trainer module                   

· Certified for successfully completing ASSET, LEAN and Six Sigma Green Belt from Motorola Solutions.
GREEN BELT PROJECT (Motorola Six Sigma Green Belt Methodology)
· Flex Improvement for Cross OU for CS India March 2021.
· OT Bank project for CS India in October 2020 at Virtual Customer Service at Amazon.

· Schedule Adherence Project for CS India July 2020 at Amazon.
· Commits vs delivery project for VCS IN May 2019 at Amazon.
· Repeat Contact Rate (RCR) Reduction Worldwide Program- May 2016 at Amazon.
· Efficiency Improvisation for TBP Process 2012-2013 for leading utility at EXL.
· Credit Balance Project 2013 -2014 for a leading UK client at EXL.
PROFESSIONAL EXPERIENCE
1. Amazon.com (June 2015 – Till Date) 

Senior Program Manager, Program Management, Amazon.com (May 2021- Till Date)
· Create, develop and drive solutions that lead to a richer end to end customer and operations experience while enabling selection expansion for worldwide transportation integration and operations.

· Lead large initiatives, coordinating the work of internal and partner teams. Responsibilities include program scoping, design, data collection, fieldwork and site visits, data analysis, proposal of new standards, communication of results to senior management worldwide, business action follow-up, and subject matter expert (SME) support for implementations of recommended improvements.

· Lead execution of end-to-end operational analysis programs that resulted in standardization of classification processes and implementation of best practices.

· Develop and drive scalable end-to-end process improvement across worldwide manual classification related processes, leveraging lean management and Six Sigma or similar methodologies or approaches. 

· Establish process management and governance and Obtain and maintain required safety or regulatory certification. Improve the Standard Operation Procedures for the Compliance Operations teams.

· Lead an expanding team responsible for developing, maintaining, evaluating and enhancing the processes that enable final classification for Dangerous Goods. 
 (Apr 2019 – May 2021) Ops Site Lead, Virtual Customer Service India Operations, Madhya Pradesh, Amazon.in with a team of 2000-2500 FTE’s with 15 Group Managers and 92 Team Managers and was instrumental in setting up of the new site of Amazon.in in Indore and Bhopal. Manage a team of 00-2000 FTEs with a direct reporting line of 12-15 Group Managers who cumulatively facilitate end-to-end CS operations on Amazon India. Operations Lead for Amazon Development Center in Madhya Pradesh.
· (Apr 2017 – Apr 2019) Group Manager, Amazon.in, to set up Amazon first non-tethered Virtual Customer Service Site at Madhya Pradesh in 2018 with a headcount of ~750 FTE’s in the very first year of launch.

·  (Jun2015 – Apr 2017) Customer Service Manager, Amazon.in Hyderabad managed team of 100-150 FTE’s with 4-6 Team Leads
3.  EXL SERVICE.COM (I) LTD (Mar 2006 – Jun 2015)

Operations Manager, Billing & Energy Balancing Vacants, EXL Service.com (I) Ltd. ( May 2012-June 2015)
· Managed Utility client operations with a team 250+ head count with 2 LAM’s and 9 Asst. Managers’

· Operations Lead for leading utilities service provider in UK delivery out of Pune and Noida centers of Exl.

· Coach, guide & mentor AM’s /Lead AM’s on performance, competency & employee engagement initiatives.

· Managed team budgets for staff incentive program and bell curve fitments within pre-allocated funds.

· Adroit in handling Forecast vs. Capacity Planning and implementing change requirements basis requirements.

· Meeting business revenue targets, preparing & analyzing potential revenue opportunities & achieving KPIs.

· Identify, agree and implement operational strategies to include workflow management, resource utilization, productivity, quality, competency enhancement and P&L to ensure smooth operations & business transitions.

· Identifying improvement areas & implementing business Insights to maximize Customer satisfaction levels.

· Successfully driven reward & recognition activity on the floor, encouraged participation & created enthusiasm on the floor though various activities Leap Ahead, BTCTL, YOTC & Service Excellence Year.

· (Nov 2009 – May 2012) Deputy Manager (LAM), managed team size of 80-100 head count with 5 AM’s.

· (Mar 2006 – Nov 2009) Assistant Manager (AM), managed team size of 25-30 head count.
3.  E2E SERWIZSOL PVT LTD, PUNE (TATA INDICOM BROADBAND) Customer Care Executive (Jan 2005- Mar 2006).
4.  SARC ENTERPRISES PVT LTD, PUNE (BPL CELLULAR) Customer Care Executive (Sept 2004-Dec 2004)

ACHIEVEMENTS 

· Awarded “Employee of the Year 2020-2021” for the best Ops Manager in Customer Service India.

· Awarded “Employee of the Year 2019-2020” for the best Ops Manager in Virtual Customer Service India.

· Awarded “The Diamond of the Year Award” for the best Group Manager in Virtual Customer Service India. 
· Awarded “The Commander Award” for being the best GRPM at the site in Customer Service India.
· Awarded Best Manager of Amazon Post Peak 2015-2016 for exceptional performance at 2015-16 Peak.
· Successfully Driven Amazon Peak ART event and Connections event at Hyderabad locations
· Awarded Best Debut Manager of the Year 2014 for exceptional performance at EXL Site Credit Ops level.

· Successfully migrated Credit Balance Project worth 40 FTE’s and additional 10 FTE’s in High Value Bills.

· Migrated SAP Exceptions work from Cardiff (UK) of 28 FTE’s to India delivery centers

· Won Best Lead Asst. Manager of the Year 2012 & Year 2013 for exceptional performance in M2C portfolio.

· Awarded Best Asst. Manager of the Year award for the Year 2009, 2010 & 2011
· Awarded Retention & ESAT Champion for the Year 2009, 2010 & 2011 for exceptional scores in Gallup Survey.

· WOW Award by client in Jan 2006 for conducting excellent outbound session of HPPT at VSNL Dighi 

· Awarded two Gold Medals for Best leaders in N.S.S in the Year 2000 at Birla College, Kalyan.
· Awarded S.A. Pai Prize for standing First at Birla College. Awarded by Rotary Club, Giants Group, Student Islamic Organization, Varishtha Nagrik Sangh and Lions Club Kalyan for standing First in Kalyan City at H.S.C. Exam 2000.
ACADEMIC QUALIFICATION

PGDBM (IT) from Symbiosis University in the year 2008 with 58%
B.M.S in the Year 2003 from Mumbai University with 70% Distinction.
H.S.C. in the Year 2000 from Mumbai with 72%, 1st Rank in Kalyan Dombivali, Thane, Mumbai. 
S.S.C. in the Year 1998 from Pune with 59%

PERSONAL DETAILS

Date of Birth


10th June 1984

Sex



Male

Languages Known


English, Hindi, Marathi.

Hobbies

 
                
Cricket, music and reading
Passport Details


Valid Passport available

SUMMER PROJECT

1. IMS LEARNING RESOURCES PVT. LTD. THANE Worked as Project Research Trainee for research project ‘DISHA’ in Year 2002 for period of two months. On the basis of research, a seminar called ‘DISHA’ was organized in the Year 2002.
2. ALARD INDUSTRIES LTD. PUNE Worked as Management Trainee for marketing of sugar mill machinery and equipments in the Year 2001 f or a period of two months.
Location: 
Indore
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Sunil Kumar Yadav
