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	E-Mail
	pg10.surjodoy.ghosh@iwsb.in

	Telephone
	+91 9818655237

	Date of Birth
	05/05/1979

	Gender
	Male


Surjodoy Ghosh.

Education
	Year
	Degree
	Institute
	Percentage/CGPA

	2000
	BHM
	Inst. Of Advanced Mgmt. Kolkata
	56%

	1997
	ISC
	Boy’s High School Alld.
	65%

	1995
	ICSE
	Boy’s High School Alld.
	76%

	2010
	PGDM
	Indus World School of Business, Greater Noida
	Term 1- 7.2


Work Experience and Projects undertaken.
· June 2007 to date:

Company: Genpact

Designation: Assistant Manager Operations.

Process: Commercial Loan Services Wachovia Bank.

Overview: Back end operations for customer research and resolution for Commercial Loan Services.

Key Responsibilities: 

· Transitioning process using Train The Trainer module.

· Setting up a reporting structure and designing the management information system.

· Managing day to day operations and people.

· Transitioning of process and establishing business as usual.

· Ensuring process metrics are met while achieving the highest level of quality with Integrity.

· Ensuring compliance at all operational activities.

· Ensuring high energy and motivation levels on production floor.

· Ensuring high levels of customer satisfaction.

· Ensuring employee retention by proper career guidance, career vision and job appraisals.

· Ensuring all employee concerns are immediately addressed.

· Ensuring success is shared for stronger team bonding.

Span: 10 Process Associates / Developers + 01 Management Trainee.

· July 2006 to May 2007:

Company: Genpact

Designation: Management Trainee.

Process: Adjustments Wachovia Bank.

Overview: Back end adjustments process for check and debit copies faulty trasactions.

Key Responsibilities (other than above):

· Ensuring success of the pilot phase.

· Led a team of 06 Process Associates / Developers.

· Perform Quality checks and ensure process compliance.

· March 2004 to June 2006:

Company: Genpact

Designation: Escalation’s Specialist.

Process: Healthcare Financial Services GE Capital.

Key responsibilities:

· Ensure timely resolution on all customer escalations.

· Ensure targeted collections of late fee, property tax and insurance items in Commercial Leasing Portfolio.

· Engaging in negations and settlements to ensure end customer satisfaction.

· Ensure sharing best practices for enhanced team bonding.

· August 2002 to February 2004:

Company: GECIS

Designation: Process Associate / Developer.

Process: Sundry Collections Vendor Financial Services GE Capital.

Overview: Sundry item collections and negotiations ensuring customer retention.

Key Responsibilities:

· Meeting collection metric with high levels of customer quality.

· Rendering collection solutions / reconciliation.

· Ensuring process compliance.

· April 2001 to August 2002:

Company: GECIS

Designation: Process Associate.

Process: Initial Collections Vendor Financial Services GE Capital.

Overview: Collection on initial delinquent accounts.

Key Responsibilities:

· Achieving targeted delinquency levels.

· Rendering collection solutions and payment services.

· February 2001 to April 2001:

Company: Sercon India Pvt. Ltd.

Designation: Sr. Executive.

Process: Event Management Operations.

Overview: Managing all aspects of business events.

Key Responsibilities:

· Understanding of customer requirements and specifications.
· Matching these with available resources.

· Arranging all inputs required for the event.
· Coordinating the on site event.

· Taking customer feedback.

· Documenting the event.

· January 2001 to February 2001:

Company: Self Employed as an End to End Resort Management service provider.

Process: Front Desk/ F&B/ Travel/House Keeping and Accounting.

Overview: Managing all aspects of the above after hiring and training three supervisors and 12 service staff.

Key Responsibilities:

· Managing Front Desk/ F&B/ Travel/House Keeping and Accounting.
· May 2000 to January 2001:

Company: Hotel Kanha Syam 

Designation: Guest Relations Executive.

Process: Front Office Operations.

Overview: Managing customer satisfaction and retention for the hotel.

Key Responsibilities:

· Ensuring that all operations were executed timely and per the standard operating procedures.

· Handling customer registration and special requests.
· Taking customer feedback and working on it to improve hotel services and customer’s experience.

· March 2000 to May 2000:

Company: Oberoi Group of Hotels/ Trident Udaipur.

Designation: Food and Beverage Assistant.

Process: Restaurant, Banquet and Room Service Operations.

Overview: Working at the restaurant and room services responsible for order taking, bussing and servicing.

Key Responsibilities:

· Understanding of Guests’ needs to do suggestive selling.

· Proper order taking and communication to the kitchen representatives.

· Bussing the food when prepared to the Guests’ location (restaurant / room).

· Meet all other Guest expectations.

· Setting up layouts for banquets.

· Servicing banquets.

Extra-curricular Activities




Key Trainings

· 6 Sigma (DMAIC).

· Lean Training.

· Front Line Manager’s Training.

· Coaching Skills.

· Corporate Communications.

Skills/Interests 
Dynamic and achievement-focused leader with an established performance record. Strong analytical skills coupled with a commitment to excellence and an ability to drive efficiency and performance improvements. An ability to work under pressure, in fast-paced, time-sensitive environments. Experienced in analyzing and streamlining systems and operations to increase productivity, quality and efficiency. Proven ability to manage projects from planning to execution.

Interests.

· Cricket 

· Trecking 

· Horse Riding 

· Biking

· Drama / Theatre 

· Chess

.



