Sunny Emmanuel
Mobile: +91 - 9811171392 ~ E-Mail: Sunnyem24@gmail.com
Address: D-605 Cosmos Golden Heights, Crossing Republic, Ghaziabad, UP -201016, India


MATERIALS MANAGEMENT

SYNOPSIS

Have a vast experience in various disciplines related to IT Business Processing, People Management, Customer Service, Knowledge, Operations Services and Delivery. A competent professional with over 16 year's experiences in Outsourcing, Software Licensing Industry, Procurement and Vendor Management. Demonstrated abilities in leading and motivating teams, organizing training programs for enhancing the personnel skills. An effective communicator with exceptional relationship management skills, assist in business growth. Experience in Team Management, Quality/Compliance, Training and Recruitment.
KEY SKILLS
	· Vendor Management

	· Team Management 

	· Training

	· Quality/Compliance
	· Outsourcing   
	· People Management

	· Process Excellence
	· Service Transition
	· Customer Service

	· Sourcing / Procurement

	· Recruitment                                             
	· SLA Management

	· BPO Operations                  
	· Team Leader                                            
	· IT Procurement

	
	
	

	
	
	


CAREER CONTOUR


Team Lead – Vendor Management & Procurement
                                                                           March 2019 – March 2024                                                                                 
· Oversaw Sourcing of Local, Regional & Global Vendors for 3PS Services EMEA & Middle East.

· Was responsible for setting up primary and Secondary Vendors per IT Asset product, IT staffing & professional
     service.

· Review Vendor Payments - Coordinate activities between Sourcing, Finance, and Vendors to ensure all invoices are
     raised & paid in accordance with vendor agreements.

· Support sourcing strategy, negotiations, and performance management.

· Provided customer service support to address all vendor addition and maintenance related questions and resolve
     issues. 
· Was responsible for Vendor Onboarding & Contract Management which included NDA Agreements, Commercial
     Agreements, Contract Management and Negotiations of agreements such as MSA, SOW & Similar legal

     subcontracting agreements.
· Worked on weekly, monthly and quarterly performance figures for the various projects handled.
· Coordinated with different cross functional teams and develop enhancements to EMEA region-specific programs.
· Plan, directed and managed procurement activities (including sourcing strategy, RFP/bid review, supplier
    management)
· Delivered regular and customized training to teams within the business.

Operations Manager                         















          Aug 2016 – Sept 2018
· Lead a team of 60 individuals in operations process of technical support for Microsoft.
· Maximize revenue generation to reach long and short-term financial projects (i.e. data collection for billable/nonbillable hours, forecasting, budgeting, etc.)

· Managed and reviewed operational reports (Attendance Adherence, Agent Scorecard, Sales report etc.).
· Conducted regular 1:1 with the agents to review individual performance, the performance of the team and offer developmental coaching. 
· Managed human resource task as well which includes determining needs, hiring employees and planning employee development plan.
· Was responsible for recruiting candidates, which included Profiling, Coordination with the HR and Consultancies, Conducting Interviews and Finalizing the candidate.

· Provided various training which included process knowledge, communication training etc. for the new joiners.
· Created a positive work environment through employee engagement, resolve employee relations issues in a professional and timely manner.
· Managed technical service-related operations, identify potential problems, technical gaps and other obstacles with trouble shooting and problem solving.

Team Leader – MDM (GSDC)    
















          Jan 2012 to July 2015
· Lead and motivated a team of 30 individuals in Master Data Management (MDM).

· Worked globally with all Global Countries for data maintenance for all software giants like: Microsoft, Adobe, Symantec, VMware etc.

· Was responsible for providing trainings which included product knowledge, communication of the process.
· Lead/ Represented team meetings and presentations of the services along with the progress and stats with other departments.
· Involved in the transition of all the MDM services to different federations with success.
· Coordinated with the transition team to get the service live globally which included: SSP Creation, Creation of SLA’s/KPI’s, Headcounts etc.

· Created Business Cases for all the MDM services. Example: Item Creation, Price Update, Cross selling and Up selling etc.
· Represented MDM in various occasions like President Award, Global Leadership Meets (GLM), and New Hire Training (NHT). 
· Tested, configured and implemented the Service Now Ticketing Tool (SNC) within GSDC, and managed the transition with different teams.
· Updated and maintained the escalation and SLA documents that define the working.

· Provided Level 2 support for all the issue escalated by the team, keeping internal customers and Management informed of critical issue. 
· Managing ticketed query system and ensuring comprehensive database of queries and resolutions is kept up to date.

· Preparing maintenance plans and upgrading schedules for the organization’s systems.


  Quality/Compliance Auditor


















Jan 2006 to Dec 2011
· Prepared and published trends and score of quality and compliance for the complete process on regular basis i.e. Daily, Weekly and Monthly.
· Preparation of quality and compliance deck for client reporting and monthly reviews regarding the progress.

· Prepared various management reports related to customer fault management and service improvement for the betterment of the process.
· Complied, Analyzed and Distributed Platinum and SSR Report with detailed analysis on daily, weekly and monthly basis.

· Responsible for Call monitoring, Email and Chat quality check (Call barging, side jacking and reviewing recorded calls) of the agents on daily basis. 

· Provided regular feedback and coaching to the agents on their performances on various parameters. 
· Made developments plans for the agents according to the requirements and needs for the improvements of the agent and as well as the process.
· Conducted Internal and External calibrations with the clients and agents to discuss the Root Cause Analysis (RCA) of calls for improvement.

· Regular team briefs on quality updates, process updates and observations.

· Got the responsibility of handling various new batches of agents/executives and prepared them for the process.

· Conducted QA meetings whenever required to discuss on the process/ issue and areas of improvement for the process.
                                                                                                 PROJECTS
· Successfully completed an X-Serve Project on Client Perception on Quality Report.
· Part of successful Lean Project for Quality Improvement and Fatal Error Reduction for the process.

· Successfully completed Green Belt Project on Time and Motion to improve the AHT of the process.

· Worked on Six Sigma Project to improve the RR CSAT for the process.

SCHOLASTIC

· Completed MBA from Swami Vivekanand Subharti University (Distance Education) 

· BBA from Manav Bharti University, Himachal Pradesh, India.
· Senior Secondary Schooling (12th) from Karim City College, Jamshedpur.
· Secondary Schooling (10th) from ST. Columba’s School, New Delhi, India.
· CELTA English Language Course from Uxbridge College, London. 

TRAINING & CERTIFICATIONS
· ITIL V4 (Foundation Certificate in IT Service Management) Certified – January 2020

· Successfully completed Microsoft Project Online Training from Koieng.
· Completed training for Proactive Leadership for 21st Century.
ACHIEVEMENTS
· Awarded best QA of the Month and QA of the quarter on several occasions.

· Awarded as the Best QA of the Year (2010)  
                                                                                             PERSONAL DETAILS

· Date of Birth 

      – 24th July 1984
· Nationality


      – Indian
· Languages known 
– English & Hindi

· Marital Status 

      – Married
· Hobbies



– Travelling, Movies & Sports.
Iron Systems India Pvt Ltd 


C-56A/13, 4th Floor, Sector – 62 Noida – 201301 UP 


� HYPERLINK "http://www.ironsystems.com" �www.ironsystems.com�

















Heli Technologies Pvt Ltd


Building# 33 Najafgarh Rd, DLF Industrial Area, Moti Nagar, New Delhi - 110015


� HYPERLINK "http://www.helitechnologies.com" �http://www.helitechnologies.com�

















SoftwareONE India Pvt Ltd


Corporate Office: SoftwareONE AG Corporate Headquarters Riedenmatt 4, CH- 6370 Stans, Switzerland


� HYPERLINK "http://www.softwareone.com" �www.softwareone.com�	








Wipro BPO Ltd.


                                            Corporate Office: Doddakannelli, Sarjapur Road, Bangalore – 560035, India


� HYPERLINK "http://www.wipro.com" �www.wipro.com�
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