RAVIE CHANDER.N                                          ( raviechander@gmail.com
                                                                        ( +91 98403 56234
 
· Quality Control , Assurance & Improvement, 

· Six Sigma Black Belt Certified, 
· VSM expert,
· COPC Certified Registered Coordinator,  and

· Certified Auditor - ISO 9001, ISO 14001 & OHSAS 18001 

Objective:

       To work in a professional organization, strive for the collective growth of the organization always keeping the organization goal as priority.
Summary:

Quality Professional with 18+ years Business services experience and 13+ years of experience in the field of Quality with a sound knowledge in Quality Concepts, Six Sigma, Data Analytics, COPC, FMEA and CAPA. 
· In depth knowledge of COPC Standard, thus improving process capability by 
Simultaneously reducing cost in the process.
· Change Management

· Professionally trained in Six Sigma Concepts, and having in depth understanding of

DMAIC phase and practical application in real time problems
· Expertise in VSM exercise & Lean Methodologies
· Expertise in FMEA & CAPA


· In depth knowledge in Quality Assurance activities for the offshore process transitioning,

thus ensuring best in class approach.
· Instrumental in handling Customer and client complaints, developed a standardized work
 flow methodology with mistake proofing to improve the process.
· CSAT Analysis, Involved in Bi yearly CSAT survey co-ordination and analysis. Also
Coordinate action plans based on the findings with process delivery heads management team.
·  13+ years of People Manager experience.
Professional Memberships / Certifications:
1. Registered Coordinator for COPC 

· Certified Coordinator for COPC by Quality Analyst of India – Nov 2006
· Was taking care of COPC activities for a facility. This involves preparation of Table F, documentation, setting up of Table F in new processes, conducting internal audits, coordination with certifying authority and facilitating certification audits.

2. Six Sigma Greenbelt  

· Have successfully completed the Greenbelt training and the project for a Research process, titled “Improving the Resolution” – The project involved increasing the resolution percentage of the issues raised by the Customers.
3.  Six Sigma Black belt

· Delivering Yellow belt and Green Belt training sessions.
· Mentoring Green Belt and Lean Projects
4.  ISO14001 Lead Auditor

· Certified Lead Auditor for ISO14001 by BSI – Nov 2007

5. ISO 9001 Internal Auditor  

· Certified Internal Auditor for ISO9001 – Nov 2007

6. OHSAS 18001 Internal Auditor

· Certified Internal Auditor for OHSAS 18001 by TUV Rheinland – Jan 2008.
7. PMP trained.
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Work Experience:
1. Source HOV services (Oct 18, 2012 – till date)

i. From Mar 01, 2014 to till date – Senior Manager – Quality
ii. From Oct 18, 2012 to Feb 28, 2014 – Dy. Senior Manager – Quality

· Driving global projects & organization wide initiatives. End to End process automation – RPA (Robotic Process Automation) 

· Meeting SLAs as per client requirement

· Lead, Assist, Mentor and Track performance of Quality Analysts for process improvement

· Handling a team of 66 members
· Change management, ensuring that any changes related to people, process and system are finally validated and signed off before deploying the change. 
· Identifying the improvement / automation opportunities and projecting the same. Also responsible for replication of the improvement across all the accounts.
· Transition - Responsible for set up of Quality activities in new processes and for ensuring compliance to early stage audits for new processes.

· Transition audits based on the COPC standards. 2 day – 2 week & 2 Month audit.
· Driving global projects & organization wide initiatives. End to End process automation – RPA (Robotic Process Automation)
· Ensuring compliance and adherence to prescribed to the standards
2.  HP Global Business Services. (Oct 13, 2010 – Oct 17, 2012)
i. From Oct 13, 2010 to Oct 17, 2012–  Quality Program Manager
· Working closely with Operations to identify Opportunities for improvement through extensive use of Value stream mapping and other tools.
· Projectising the identified opportunities and driving the projects
· Mentor GB and other improvement projects and ensure timely closure

· Deliver GB, lean and other quality trainings.
· Effective FMEA & CAPA
· Actively supporting the tower in the improvement programs rolled out across global business services.

· Internal auditor for ISO 9001 and Charisma audits.

· Driving idea generation in the Operations and bringing it to closure.

· Transaction monitoring.
· Metric management - Identifying areas of improvement
· Improving the Quality DNA at the grass root
3.  HCL Technologies BPO Services LTD. (Jun 16, 2003 – Oct 12, 2010) 
i. From Jul 2010 to Oct 12, 2010  –  Associate Manager, Quality
ii. From Jan 2006 to Jun 2010       –  Team Leader, Quality
· Driving quality initiatives in the organization (for achieving Quality certifications), responsible for COPC Certification for the entity (facility) as a whole and part of the ISO 9001, 14000 and 27001.

· Provide consultation and perform end-to-end audits as a part of COPC and ISO standards.
· Mentoring Green Belt Projects 

· Meeting SLAs as per client requirement

· Lead, Assist, Mentor and Track performance of Quality Analysts for process improvement

· Monitor and improve the quality of the operations with 

1. CSR Monitoring, coaching and Feedback Process

2. CSR Evaluations

3. Transaction Monitoring System 

4. Calibration Process 

5. End-user and Client satisfaction Surveys – Analysis and action plans for the same
· Generating Monthly reports and Perform weekly / monthly analysis based on Pareto analysis, Trend analysis, Correlation analysis, Fish Bone Analysis, Second level analysis for Process performance improvement 

· Implement plans to bring about an improvement on the Quality scores and Perform scheduled and random audits for Process Compliance
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· Conduct Calibration Sessions with Clients and the Quality associates regularly and ensure that the team is calibrated.

· Driving towards “Zero Defect” Culture
· Transition - Responsible for set up of Quality activities in new processes and for ensuring compliance to early stage audits for new processes.
iii. Phoenix Project (Technical Support, Inbound Voice): -

       From Nov 2004 to Dec 2005 – Quality Associate (Performance Improvement Coach)
· Monitoring calls for the production Agents. 
· Constant feedback given by identifying strengths, Areas of development and devising an Action plan by using SWOT analysis
· Training the team on the process updates.   
· Team Member in BS7799 Implementation.
· Conduct Calibration Sessions with Clients regularly.
     From February 2004 to Oct 2004 - Technical Support Executive
· Providing technical support for the US based customers
iii. OD Project   (Transaction process):  -

       From Nov 2003 TO Jan 2004 – Mentor      
· Providing assistance for the Production agents. 

· Was responsible for the productivity and quality for a team of 12 Members.
· Training the team on the process updates.

       From June 2003 TO Oct 2003  - Team Member
· Selected for the Pilot Team in a Transaction process for a US Client

· Selected as the “Best Employer” for the Month of Sep ’03 & Oct ‘03 by achieving the target with 100% Quality among 34 Team members.

3. I2i enterprise LTD.

       From June 2001 to June 14, 2003 - Senior Executive Call center
· Was handling a Team of 9 members.
· Coordinate with the team and ensure that the team achieves the target on a daily basis

· To conduct daily, weekly team meetings to discuss the operational, quality issues and updated client specification if any.
· To interact with client to understand the stated and implied needs.
· Ensure that the client reports are sent on time.
· Prepare presentations whenever review meetings are held.
· Conduct refresher training.
Strengths:

·  Positive mental attitude, flexible, Team handling ability and fast learning capability
Academic:

· BA Corporate Secretary Ship. Graduated in the year 2001 from D.G Vaishnav College affiliated to University of Madras.
 Personal Details:
Last Name                : Navaneetha Krishnan.

Date of Birth              : 05-05-1980.

Contact Details         : +91 98403 56234
Residential Address  :  No.83, T.S.Krishna nagar, Mogapair, Chennai – 600 037
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