Ajay Thirth
449 Chukker Court, Wheeling, IL 60090 ( ajay.thirth@yahoo.com (  (847) 850-9764 / (847) 229-9368
Professional Qualifications

· Results-driven Program Manager with numerous years of hands-on experience in business process analysis and improvement, as well as solid  background in international sales and customer support

· Excel in defining, developing, and executing targeted process improvement strategies to substantially boost level of client servicing
Demonstrated ability to collect and analyze complex data to provide meaningful insights to the leadership team

· Proactive team player equally effective in independent and collaborative settings; coordinate with on-site and off-shore teams
· Dynamic communication, presentation, negotiation, and relationship management skills; capable of translating technical concepts for non-technical stakeholders

· Sharp technical proficiencies including Microsoft Office( Excel, Outlook, PowerPoint, Word, Visio, Project); e-Workforce Management Certified
· US Permanent Resident authorized to work for any employer
~ Key Achievements ~
· Recognized for ability to synthesize complex contracts with Xerox's top-tier clients  and partner with interdisciplinary experts to improve efficiency, automate manual processes, and facilitate optimization 

· Achieved superior scores on performance, quality, and customer service at Dell; team received 86% CSAT and 90% XPR while maintaining attrition levels well below 20% and working towards 90% CE goals
· Successfully coached and developed team at Dell resulting in 3 promotions and 6 lateral moves within the company

· Generated approximately $1.2M in initial orders within the new market for Crompton Greaves 
· Grew service revenues by 150% month-over-month and recognized as a top performer nationwide at DSS

· Increased sales by 200% in less than 2 years after launch of new DSS service offerings through innovative vendor discount programs and creative financing options

Professional History

Process Analyst - Back End Processes, XEROX, Rosemont, IL
2012 - Present
· Perform a broad scope of process analysis and optimization functions; presently working on major tactical meters and billing portal UAT project as part of a comprehensive process migration across state lines
· Assess and model existing processes, gather requirements from internal and external sources, document findings, evaluate potential to integrate with existing IT environments, and determine how to manage legacy issues  

· Pinpoint disconnects/discrepancies, collaborate with management and quality team members on issue resolution, make recommendations for process improvements, and implement changes as necessary to ensure SLAs are met
· Prepare backup reporting and ensure accuracy of reporting
Program Manager, Customer Support Business Process,  North America & Latin America, Unisys Global Services, Bangalore, India
2010 - 2011
· Proficiently managed diverse portfolio of clients comprising 120 contracts generating $17M in service revenues across the Telecom, Banking, Retail, Traffic Management, and Airforce Management sectors across North and Latin America

· Mapped business processes to track all corporate information through various data models and enable instant access to information by senior management
· Identified new processes and breaks in current processes; discussed status, issues, problems, options, and feedback with stakeholders, management, and internal teams

· Prepared monthly financials for leadership and developed annual revenue/cost plans; analyzed client target v. actual, as well as gross margins associated with each client
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Real Time Operations Analysis & Subject Matter Expert, US Region, Dell, Bangalore, India
2004 - 2009 
· Led highly effective 10-member team of technical support representatives in delivering courteous, knowledgeable, and efficient customer service in a busy call center providing 1st level technology and process escalation support for all lines of consumer business for the US region
· Diligently tracked real time trends and performance metrics, conducted root cause analysis of performance issues, identified areas for improvement, and provided ongoing training and guidance to increase quality audit scores and bridge the gap between communication satisfaction scores and CE
· Managed workflow and staffing levels for 24/7 coverage, GSD Tech Daily Assignments, call allocation, interval adjustments, routing, and balancing of workload among contact centers
· Provided daily and real-time updates on service levels, call / transfer volume, scheduling adherence, occupancy, abandon rate, transfers in queue, and anomalies in actual volume compared to forecasts

Professional Training and Coaching Consultant
2002 - 2004
· Applied strong background in public speaking and presenting, interpersonal communications, crisis control, team building, problem solving, decision  making, and time management towards developing and implementing training content 
Major Accounts  &  Project Analyst, Application Business Unit, Crompton Greaves Informatics, India 
2001 - 2002
· Consistently met or exceeded sales quotas ranging from $1M - $5M at this company specializing in high-end enterprise software solutions
· Worked closely with new and existing clients to continually grow revenue opportunities; negotiated conditions and closed major contracts

· Steered projects from source through completion, including  managing Project Request Forms, analyzing new work/service amends requests, and project tracking

· Acted as a liaison between external and internal business partners, project managers, technical staff, and executive leadership to ensure client satisfaction and compliance with SLAs; provided regular and ad-hoc project updates 

Business Partner , Hi-Tech Automation, India
1998 - 2001
· Gained strong practical sales, marketing, business administration, and client-vendor relations experience at this growing telecomm company 

· Sold a wide range of telephones, telephone systems, and fax machines from Syntel India Ltd.; authorized business partners for mobile services
Senior Executive, D.S.S. (Dalmia, Samsung, Sunkyong) Mobile Communications Ltd., India  
1995 - 1998                                                
· Developed and implemented business expansion and  market penetration strategy for this provider of premium paging services; hired, trained, and managed 10-member staff

· Identified and qualified new markets to establish franchisees, dealers, and distribution network

· Conducted extensive business development functions, including telemarketing, direct mail campaigns, trade show participation, and vendor relationship-building

· Presented winning proposals, negotiated pricing and contractual terms, and developed optimized channel partner base 

Education
Master's Certification in Business Process Management (BPM), University of San Francisco
  2012

Bachelor of Electronic Engineering, Shivaji University, India   
1992

