Harkaran Singh
59/11 Second Floor Ashok Nagar, Near Tilak Nagar New Delhi-110018
Mob: +91-97119 19789; Email: harkaran.singh86@gmail.com
A seasoned Telecom and Healthcare industry professional offering successful experience of over 10+ years in entire gamut of activities pertaining to Client Relationship Management, Customer Service, Retail Sales, Store Operations, Channel Management & People Management. Currently serving Fortis Healthcare Limited as Head (Patient Care Service); Possess motivational management style along with proven acumen in revenue building & elevating customer satisfaction index; Resourceful big picture thinker who confidently champions business objectives






           COMPETENCY MATRIX
• Business Development • Channel Management • Operations Management • Material Management 

• Transport Roster Management • Team Management • Training • Audits • Analytical skills • Courteous 

• Sharp Reflexes • Good knowledge of Supervision • Working knowledge of computers
Abridgements 
· Associated with Fortis Healthcare Limited since April 2015; designated as ‘Head - Patient Care Services’; determining customer/patient service requirements by maintaining constant relation with patients/customers; visiting operational environment; conducting surveys; bench marking best practices
· Previously associated with Vodafone till 2015; designated as ‘Assistant Manager – Zonal Retail Head’; in-charge of entire South Delhi Vodafone stores which includes 6 exclusive Vodafone stores and 20 franchise owned Mini stores. Spearheaded a team of 75 members encompassing massive work force of Store Managers, Relationship Managers, Team leaders & frontline staff.
· A complete manager with demonstrated prowess in sales & operations in the turf of resolution of customer’s issues, branding, audits and work force training
· Excels in developing & motivating highly focused teams that successfully exceed company objectives; Excellent communication skills; adept in cementing healthy relationships at all levels
· Deft at handling allocated stores and zone with complete accountability in order to provide high-end service to customers and net worth clients including VIPs and fuel business growth

· Addressing client priorities through keen customer centric approach thereby attaining client delight and high customer satisfaction scores
Functional Skills
Channel Management: Planning & Delivering distribution depth, coverage & sales. Developing and appointing new business partners to expand product reach in the market and working in close interaction with the stores to promote the Sales.

Team Productivity: Monitoring, Training & Motivating the manpower & ensuring quality deliverables in the market. Providing direction to the sales team for ensuring optimum performance and enhancing their professional and soft skills overseeing and analyzing the performance of team members and assigning them targets on a regular basis.

Sales & Marketing: Identifying and networking with prospective clients, generating business from existing accounts and achieving profitability and increased sales growth. Forecasting sales targets and executing them in a given time frame thus enhancing clientele. 

Client Relationship Management: Managing customer centric operations and ensuring customer satisfaction by achieving delivery and service quality norms. Implementing high quality services, resulting in customer delight and optimum utilization of resources for maximum service quality 

Organizational Scan 


FORTIS HEALTHCARE LIMITED Apr’15 - Till Date
Head (Patient Care Service) 
Key Deliverables:
· Equipped with knowledge of treating and managing patients including diagnosis and administration of treatments to cross-section of patients with wide range of ailments. Regularly update and learn through reading and surfing Medical Journals

· Wholehearted in dedication towards patient care and various surgical and post-operative care procedures. Possess the merit and confidence of patients entrusted to his/her care, rendering to each full measure of service and devotion.

· Conceptualized and formulated departmental policies to ensure efficiency of hospital staff and delivery of best patient care services; look after hygiene and quality aspects and overall safety and security administration of the hospital.

· Played an instrumental role in process management including Billing, insurance documentation approval and to acquaint patient with hospital.

· Improves customer quality by studying, evaluating, and redesigning processes, establishing and communicating service metrics; monitoring and analyzing results; implementing changes.

· Maintained quality culture across the hospital while using various Quality Control Procedures and measures for Patient admission, discharge, OPD.

· Discharged duties for patient care services and daily operations of the hospital; initiate operational activities across the hospital. Maintains customer satisfaction by providing hospitality and problem solving resources.
· Proficiently handled management of Hospital Vital Equipment including Bio-Medical equipment’s while ensuring smooth working. Identifies and overcomes complacency, by constantly improving the functional abilities.
· Meeting customer / patient service objectives by forecasting requirements; preparing annual budgets; scheduling expenses. Keeps in touch with his/her entire team by regular meetings.
· Monitors the admissions and discharge process, allocate rooms and beds. Generates reports to the management regarding bed occupancy, admissions etc. 

· Takes part in the process of selecting, orienting, training, counseling and disciplining employees. Maintains sound rapport with consultants, patients and patient attendants.

· Maximizes customer service by providing help desk resources and technical advice; resolving problems; disseminating advisories and new techniques, detecting and diagnosing problems. 

· Inspires team members with drive, enthusiasm and positive energy and encourage team members to reach targets and increases productivity.

· Represents the Department or team in the management morning meeting and other employee or department related committees. Takes decision on operational and team matters that are outside the purview of subordinates.
· Updates job knowledge by participating in educational opportunities reviewing professional publications; maintaining personal networks; participating in professional organizations.
· Handled proactive customer relations. Plan and execute the operations to ensure quality service, Manage and monitor guest requests, complains and feedbacks.

· Coordinated with departments like Concierge, Front Desk, Security and Housekeeping to ensure that all the security, hygiene and aesthetic standards of the hospital are met. 

Notables:
· Endowed with ‘Winning Outstanding Performer’ for H2 April 2015 to Sept 2015.

VODAFONE Oct’08 – Apr’15

Zonal Retail Head (Assistant Manager) 


   Reporting to Zonal Head & Retail Head (Delhi)
Growth Path:

Executive- Store Manager – Oct’ 2008 - March’ 2009
Senior Executive- Store Manager – April’ 2011 - March’ 2013
Zonal Retail Head (Assistant Manager) - March’ 2013 till March 2015
Key Deliverables:   
· Adroit in driving overall Vodafone business, which includes Sales of Postpaid/Prepaid/Handsets/ Data cards/Data Plans and recharge vouchers

· Play a stellar role in increasing revenues of the stores by Data plans and Data products upselling

· Accountable for smooth functioning of store operations, managing employees, forecasting manpower /material /Stock requirement
· Deft in Franchise management; dexterously handle issues/request of Mini store owners; motivate them for better results and capital investment
· Deft in achieving Qualitative Parameters in Infrastructure, Q&Q visits, Internal Audits
· Conducting demand forecasting & managing inventory, ensuring optimum inventory levels of telecom products 

· Holds the distinction of 100% close looping of Customer escalated Complaints with in TAT
· Impart training to store/mini store team members on new products and services

· Skillful in managing Profit and loss account of Stores, increasing EBITDA for stores and mini stores; Focusing on revenues/EBITDA per square ft. area

· Focus of churn reduction in postpaid customer base
· Pivotal in increasing skyrocketing revenues through bill payments

· Deft in promoting new products and services
Notables:

· Endowed with ‘Winning Circle Combat’ title as the ‘Best store manager’ for the year 2011-2012
· ‘IMAD’- ‘I made a difference award’ from Vodafone for the year 2012 - 2013
 INTELENET GLOBAL SERVICES 
(Vodafone Inbound Process)
Team Leader (May’ 06 – Sept’ 08)

Highlights: 
· Deftly supervised a Team of 20 Customer care Executives in Platinum & Gold Segment.

· Ensured smooth running of the process by achieving productive metrics like Service level, abandoned level, Shrinkage, Attrition etc.
· Provided timely resolution of unresolved escalated customer’s issues
· Co-ordinated with various departments for resolving different customer/ team members complaints

· Nimble in achieving high customer satisfaction scores
· Train/ Brief team members on new products and processes.

· Maintained Service levels

· Generated significant sales leads through upselling of new postpaid connections
    AirTel
Relationship Executive (April’ 05 – April’ 06)

Highlights:
· Played a stellar role in dealing with complaints/ queries pertaining to Chairman’s, President’s & CEO’s office of various Bharti Companies

· Deft in resolving unresolved escalations; resourceful in identifying process / product / people gaps and fixing them
· Pivotal in resolving customer’s complaints escalated at CEO’s office

· 100% close looping of Customer Complaints with in TAT

· Designated to visit / meet VIP customer base
Notables-:
· Endowed with ‘Best Relationship Executive Award’

Academia 
· B.Com. (P) from Sri Guru Gobind Singh College of Commerce, Delhi University – 2007
· Class XII  - Summer fields School, Greater Kailash, New Delhi – 2004
· Class X  - Summer fields School, Greater Kailash, New Delhi – 2002
Personal Snippets
Date of Birth

: October 25, 1986
Marital Status 

: Married
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