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N Shilpa
Result-oriented professional with a proven record of achievement in conceiving & implementing effective ideas; targeting top-level assignments in Delivery Management and Sales Operations with a leading product-based company
shi_nagaraj@rediffmail.com
+9 9019655971

Team Management
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Leadership
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Data Management
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Decision Making
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Delivery Management
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Influencing Skills
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Quality Management

Profile Summary
Dynamic career of over 10+years that reflects rich experience & year-on-year success in Delivery Management and Sales Operations in product-based companies:
· Leading all delivery management, customer relationship, alliance & engagement leadership-related activities
· Building high performance team and collaborate with cross functions to achieve overall organizational goals
Received Annual award for Best Performer 2008 in Aviva Global Services
Received several appreciations from the US counterparts and won spot award for Q1 2010 & Q2 2010, top performer award for 2011 in Aviva Global Services
Led the Business Leader meet on behalf of a process trainer representing Operations team for Norwich UK
A forward-thinking person with strong communication, leadership & organizational skills; well organized with a track record that demonstrates self-motivation & creativity to achieve corporate goals
Soft Skills
Communicator
Innovator
Problem-solving
Collaborator
Strong Work Ethics
Personal Details
Languages Known: English, Kannada Hindi Telugu and Tamil

Location Preference: Bangalore (India)

Career Time

Aviva Global Services (WNS) - Customer Care Representative
line



First Advantage – Senior Operations Analyst


Jul’07 – Aug’12

Aug’14 – Sep ‘15
Mar’16 – May’21
Feb 2022 to Current
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Lead collections Analyst



Education
Bachelor Of Art

P.U.C from Vish
First Advantage – Verification Executive



s from Gitam Univer wachetana College






sity in 2019





Confidential – Oracle Internal

Confidential – Oracle Internal

Confidential – Oracle Internal

	10th Standard from Gangamma Hombegowda High School (Karnataka Board)
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Jul’07 – Aug’12: Aviva Global Services (WNS) as Customer Care Executive
Role:
[image: ]Handled End to End Customer Resolution Beginning with Sales, Customer Service which included Calls, Emails, Chats, and also Retention (Quote to Cash)Comply with operational procedures like Sales Delivery, Financial and Legal requirements
Create contracts for submission for existing and potential new Norwich union customers End-to-end contract validation

Highlights:
Ensured compliance on CRM opportunity accuracy, margin calculations, quotes and order requests Excelled in customer support and administration activities
Provided active and ongoing deal administrative support to the sales community


Aug’14 – Sep ‘15: First Advantage as Verification Executive Role:
[image: ]A managed team comprising both contractors & full-time employeesScreened, interviewed, and hired candidates as per the desired profile
Responsible for individuals & team development (coaching, performance evaluation and career development)
Maintain knowledge management resources (training and documentation), responsible for individual development to build a strong SME layer

Highlights:
Overall team engagement and motivation through various initiatives
Built strong team culture, collaborate with other teams within the shared services (resource sharing models,
project support etc…)
Built transparent operations management culture & dashboards to reflect backlog, identify issues proactively (quality assurance process), backlog management etc
Responsible for Customer Excellence Process , programs, projects, partnering and supporting global leaders with their SOP’s around specific needs, forecasting, and process updates


Mar’16 – May’21: First Advantage as Senior Operations Analyst

Role:
[image: ]Forecast Pipeline and general account Management for the APAC Region working on End to End accounts setup with sales quotation on new client onboarding
[image: ][image: ]Involved in critical realignment activity of redefining sales structure Lead Management, Order Tracking, and Opportunity Creation on Siebel
[image: ]Reconciliation of weekly/monthly and quarterly volume reports, generating sales data related achievement reports
[image: ]Involved in the Cross-sell/up-sell recommendation project of First Advantage
[image: ]Worked on different gateways (Atom, Razorpay, PayPal, Tezapp, Billdesk, etc) while collecting payments from the clients during accounts setup

Highlights:
[image: ]Led major projects for the team such as TAT management Missing Information Tracking and Sales Package follow up
[image: ]Headed the interview panel for screening candidates for my process
[image: ]Led the transition of the APAC process to India as a pilot project and trained team members along with end-to-end documentation
[image: ]Also worked in a Quality Monitoring Setup to Ensure Customer Experience is met keeping Volume Management and TAT (Turn Around Time)

Feb 2022Current: Oracle India Pvt Ltd: Lead Contact Search Analyst

Role:
[image: ]Forecast collections Management for the US Region working on End-to-End accounts setup with sales quotation on new client onboarding
[image: ][image: ]Involved in critical realignment activity of Portfolio Management
Worked on a Cloud platform to manage order queries
[image: ]Reconciliation of quarterly reports, on Accounts Review
[image: ]Involved in the Cross-sell/up-sell recommendation project of First Advantage
[image: ]Worked on different Platforms Like Cloud, and Fusion to manage client account information

Highlights:
[image: ]Led major projects for the team such as Skip tracing to research to get the right POC to help the collections team to collect payments on time
[image: ]Helped the team review the new application from Lexis Nexis to search POC 
[image: ]Also worked in a Quality Monitoring Setup to Ensure Customer Experience is met keeping Volume Management and TAT (Turn Around Time)

IT Skills
[image: ]MS Office Suite Wi-Fi Router and Dongle Setup

Soft Skills
[image: ][image: ]Good Communication Skills Training
[image: ][image: ][image: ]Problem-Solving Team Player Leadership
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