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TJ Banerjee

banerjee.tj@gmail.com

Vancouver, BC
(778) 863-2381

Profile
Productive change manager and customer-focused leader with a history of growing service revenues, developing action plans to improve weak areas, increasing customer satisfaction scores, opening new markets, and devising innovative solutions that eliminate technological bottlenecks.
Career Highlights

Needs analysis: Drove team to regional high average Customer Service Index scores of 92% and increased sales through proactive listening and communication with clients. (Tesla, both roles)
Customer referrals: Grew the referral business by 30% by consistently exceeding customer expectations. (Tesla, both roles) 

Customer retention: Launched and drove excellent end-to-end customer care and after-sales marketing plans for new and Signature owners which helped lead 30% of existing owners to upgrade to newer vehicles resulting in an additional $250K in quarterly sales. (Tesla, both roles)
Customer service: Resolved over 80% of customer service issues without bringing the manager into the picture. (Tesla, both roles)
Customer Service Partnerships: Sourced and built profitable and continuing relationships with several partner vendors to improve customer experience. (Tesla, Service Advisor)

Customer service speed: Improved same day vehicle turnaround to near 100% by utilizing on-board telematics to perform preliminary diagnostics and expedite the full diagnostics processes. 

Customer service scores: Drove average customer service scores to well over 80% (Midas, Kal Tire)

Strategic Opportunities, Profitable Growth: Drove 30% revenue increases by developing untapped fleet service markets. (Midas, Kal Tire)
Change management: Embraced new systems and platforms within allocated budget and regulations while working to stay ahead of the competition. (Tesla)
Coaching, Scale Out: Built systems and processes and provided mentoring that enabled a cohesive team of twelve highly motivated individuals to drive daily throughput from eight to eighty cars. (Tesla, Assistant Customer Service Manager)
Consistency: Improved team’s efficiency by creating workflows and set team accountability goals which led to closing 5% more tickets every month. (Tesla, Assistant Customer Service Manager)
Cross-functional collaboration: Opened cross communication channels (non-silo approach) to quicken problem-solving and shorten feedback loops. (Tesla, Assistant Customer Service Manager)
Professional Experience

Tesla Motors 
Vancouver, Canada
Assistant Customer Service Manager
June 2017 to January 2019
Market disrupting high tech automotive business.
Led service centre’s customer-facing team of 12 front-of-house customer experience specialists and support staff. Helped with the hiring process and coached the team to achieve outstanding ratings. Stayed current with market developments. Kept morale high during tough times.
· Met all budget targets.
· Helped pilot Mobile Fleet Service project to improve customer convenience.

Tesla Motors 
Vancouver, BC
Service Advisor 
February 2013 to June 2017 

First hired employee of Tesla Western Canada. Set up, launched, grew and stabilized the service operation in the three weeks before the Manager’s arrival. Acted as lead Service Advisor, planned and oversaw daily repair operations. 
Subaru/Suzuki Private Auto Service 
Vancouver, BC


Parts & Service Advisor 
May 2012 to February 2013
Led sales and service operation at a high volume store, Devised innovative ways of creating margin by offering service and new features. Maintained full and accurate parts inventory. Hired and trained staff.
· Grew revenue by 8% annually. 
Midas International 
Vancouver, BC 
Manager 
April 2010 to May 2012

Scaled out fleet servicing, provided performance reviews and offered coaching. Set pricing strategies, prepared customer needs and market sizing analyses for major clients including TELUS and BC Hydro. 
· Increased sales of an underperforming corporate store with very little foot traffic and enabled a sale to a private buyer.

· Increased revenue by 40%. 

· Helped manager maintain inventory and achieve a less than $5000.00 inventory write off. 

Kal Tire
Vancouver, BC
Assistant Manager 
September 2007 to January 2010
Managed 12 team members at $10 million retail tire operation.
· Added revenue stream by coaching staff to seek and deliver more mechanical repairs revenue and by negotiating better margins with parts suppliers. 
Aditya Birla Group (a unit of Hindalco Birla Copper)
Bharuch, India
Engineer
October 2002 to May 2006
Monitored operation and maintenance of the raw material handling section of a smelter plant with a team of eight technicians and trainee engineers.

· Launched preventative maintenance and proactive repairs that cut downtime to 5% from 28%.
· Suggested material transfer changes that saved $500K in repair and maintenance costs. 
Education

Simon Fraser University 
Burnaby, BC

Post Graduate Diploma in Business Administration, Management of Technology
2007
· Served as TA for Information Systems course.
SASTRA University
Tanjore, India

Bachelor of Engineering, Mechanical Specialization
2002

Computer Skills
Excellent working knowledge of Google applications and MS Office. Helped technicians with On-Board Diagnostic (OBD II) for engine light scans in new vehicles. Beginner level in Salesforce, AI and Python, Managerial Data Analytics. 
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