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OPERATIONS & PEOPLE MANAGEMENT PROFESSIONAL
Target Role: Manager – Operations | Location: Bangalore


PROFESSIONAL SUMMARY
Dynamic and result-driven operations leader with over 23 years of experience managing high-performing teams, optimizing workflows, and delivering consistent operational excellence. Proven ability to lead 24x7 operations, develop SOPs, conduct workforce planning, and drive cross-functional collaboration. Adept in people management, cost control, and performance monitoring. Recognized for ethical leadership and delivery excellence.
CORE COMPETENCIES
Operations Strategy & Execution
Team Leadership (100+ workforce)
Service Delivery & Escalation Handling
Workforce Planning & Scheduling
Performance Management & Coaching
SOP Development & Compliance
Process Optimization & Cost Control
Client Relations & Stakeholder Communication
MIS Reporting & KPI Analysis
PROFESSIONAL EXPERIENCE
Senior Operations Manager
DeliverHealth / MModal / CBay Systems, Bangalore | Jul 2003 – Present
- Managed 100+ staff across shifts, ensuring productivity, TAT compliance, and workforce planning.
- Developed and implemented Standard Operating Procedures (SOPs) to improve consistency and quality.
- Handled end-to-end operations including shift planning, capacity analysis, absentee tracking, grievance resolution, and team coaching.
- Led new client/volume transitions and conducted performance reviews.
- Collaborated with HR, MIS teams, and senior management on staffing and process metrics.
Key Achievements:
Led night shift operations independently for 6+ years without escalations.
Received multiple awards including Best Support Staff and Star Performer.
Delivered seamless transitions and improved SLA performance.
EARLY CAREER PROGRESSION
Held various roles from Analyst to Assistant Manager (1999–2003) focusing on team mentoring, process standardization, staff induction, and business performance management.
EDUCATION
Diploma in Computer Science Engineering – Vasavi Jnana Peetha Polytechnic, Bangalore (1995–1998)
Pre-University (Science) – Karnataka Board of Pre-University Education (1994–1995)
TECHNICAL SKILLS
MS Office Suite – Excel, Word, PowerPoint
Windows OS
Workforce Planning Tools and MIS Reporting
PERSONAL ATTRIBUTES
High-integrity leader, committed to continuous improvement and people development. Thrives in fast-paced, volume-driven environments. Excellent communicator with strong analytical abilities.
