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TECHNICAL TRAINING | AFTER-SALES SERVICE & CX | REPAIR QUALITY | WAREHOUSE, RMA & SERVICE PARTS

Multi-functional technical-service and operations leader spanning four target families: technical training and field capability; after-sales service, Customer Experience and technical support; repair quality, refurbishment and service networks; and warehouse, inventory, RMA and service-parts operations across consumer electronics, home appliances, IT hardware and e-commerce service ecosystems.

Bengaluru, India | +91 8237043333 | srinivas.neppali@gmail.com |  www.linkedin.com/in/neppali |  neppali.com 

	
	
	PROFILE SUMMARY




· Unified Technical Service & Operations Leadership: Achievement-driven professional with over 24 years across technical training and field capability, after-sales service operations, Customer Experience and technical support, repair quality and refurbishment, and warehouse, inventory, RMA and service-parts operations within consumer electronics, home appliances, IT hardware and e-commerce service ecosystems.
· Training & Field Capability Impact: Led technical/product training and service-quality initiatives across a 5,000+ Service Technician ecosystem; trained 7,000+ technicians during Big Billion Days cycles and reduced onboarding turnaround from 7-8 days to 4 hours through LMS, digital assessments, Training on Wheel and cluster delivery.
· After-Sales, CX & Technical Support: Governed NPS, CES, Partner NPS, TAT, SLA, escalations and service-partner performance; managed a 10-15-agent multi-category Tech Help Desk delivering above 90% resolution, below 5% abandonment and average handling time below 10 minutes, supported by a 24/7 WhatsApp Chatbot.
· Repair Quality, Refurbishment & Service Network: Reduced Repeat Repair from 14% to 9% and Repeat Part Demand from 8% to below 2% through Repair Charter, RCA/CAPA, repair-content redesign, targeted training, warehouse/inventory analysis, BOM corrections, packaging improvements and service-partner governance.
· Warehouse, Inventory, RMA & Program Operations: Led a 15-member inward, outward, RMA and Test & Repair Center team covering good/defective inventory, stock audits, reconciliation, repair/refurbishment, replacement and dispatch; also coordinated Pan-India ASUS repair programs and developed a 36-page Warehouse Operations Management QMS.



		
	CORE COMPETENCIES




· Technical / Product / Service / Repair Training & Field Capability
· Learning Architecture, LMS, ToW & Digital Assessments
· Technician Onboarding, Certification & Train-the-Trainer
· After-Sales, Field, Branch & Service Operations
· Customer Experience, Service, Support & Escalations
· Technical Help Desk, Digital Support & WhatsApp Chatbot
· Service Partner / Franchise / ASC / ASP Governance
· NPS, CES, Partner NPS, TAT, SLA & KPI Governance
· Repair Quality, Repair Charter & First-Time Repair
· Repeat Repair, Repeat Part & Multiple Part Demand
· Root Cause Analysis (RCA), CAPA, BOM & Packaging
· Repair Centre, RMA, TRC & Refurbishment Operations
· Warehouse, Inventory & Service-Parts Operations
· Inward / Outward, Stock Audits & Reconciliation
· Program Management & Key Account Coordination
· SOP Development, QMS, 5S & Process Governance
· Vendor, Stakeholder, Team & Cross-Functional Leadership
	
	
	CERTIFICATIONS, PROFESSIONAL TRAINING & EDUCATION        



· AI Foundations - OpenAI Academy, Aug 2026 | Credential ID: sm6rdl3mj5  
· ITIL Certified (Foundation) – TUV SUD Akademie GmbH | 2012
· ITIL Foundation Workshop – Celtem Knowledge Solutions | 2012
· [bookmark: _GoBack]Apple Certified Macintosh Technician - Apple, 2008; Mac OS X 10.5 Troubleshooting Exam - 100% score 
· ASUS Certified Repair Engineer – ZenFone Product | ASUS | Feb 2015 – Feb 2016 | Credential ID: GT0215021503
· MCSE Windows 2003 Server Training - Zoom Technologies, 2006; Computer Hardware & Networking / TV-Radio repair training 
· Six-Month Diploma in TV & Radio Electronics | 1997
· Secondary School Certificate (SSC) | Board of Secondary Education, Andhra Pradesh | 1994

	
	SOFT SKILLS 



· Leadership & Team Development 
· Stakeholder Management 
· Cross-Functional Collaboration 
· Coaching & Mentoring 

	

	
	NOTABLE ACCOMPLISHMENTS ACROSS THE CAREER 



	Area
	Achievement

	Professional Recognition
	Earned Employee of the Year FY2017–18 recognition for overall contribution and performance.

	Festive Operations Excellence
	Received Big Billion Days Star Performer / Certificate of Excellence 2020 for contribution to large-scale festive service readiness.

	Service Engineering Excellence
	Received Best Service Engineer / Gold Coin recognition for technical service performance.

	Operational Performance
	Received Best Performance Award – Q1 2010 for contribution to turnaround time and out-of-warranty business performance.

	Premium Audio Service
	Completed specialized Bowers & Wilkins technical and customer-handling training in London and supported premium-audio service capability.

	Brand Stakeholder Recognition
	Received appreciation from OnePlus and Bose for technical training, field support, repair-training execution, and Repair Charter coordination.

	Quality Systems Development
	Authored a comprehensive Warehouse Operations Management QMS following ISO training and applied structured quality practices to warehouse operations.

	Technical Capability Building
	Developed a technical screening and learning framework supporting standardized evaluation and centralized knowledge access for service engineering teams.












	
	WORK EXPERIENCE   



 F1 Info Solutions & Services Private Limited / Jeeves Consumer Services (Flipkart Group Companies) | Mumbai & Bengaluru        Jul 2012 – Apr 2026 



Last held designation: Senior Manager I
Senior Manager I – Technical/Product Training | Jun 2021 – Apr 2026
Jeeves Training Head – Functional Responsibility | Jan 2024 – Apr 2026

Earlier Role Evolution: Sr. Manager – Training & Development → Manager – Learning → Senior Manager I – Technical/Product Training
Key Result Areas: 
· Directed technical/product training across TV, air conditioners, washing machines, refrigerators, furniture, projectors, and IFPDs while coordinating category trainers and field capability initiatives.
· Delivered repair, installation, demonstration, and customer-handling training content in 8 languages for consistent service execution across distributed field networks.
· Trained 7,000+ Service Technicians during Big Billion Days cycles and supported festive-readiness programs across multiple product categories.
· Built scalable learning infrastructure using LMS, Strider App technical libraries, virtual classrooms, digital assessments, Training on Wheel (ToW), and cluster-based training delivery; streamlined technician onboarding workflows to accelerate field deployment.
· Governed Repeat Repair, Repeat Part Demand, Multiple Part Demand, Customer Effort Score, Net Promoter Score and Partner NPS through weekly/monthly MIS, leadership reviews, structured RCA and corrective-action planning.
· Managed a 10-15-agent Tech Help Desk across TV, AC, washing machine, refrigerator, furniture, and mobile, delivering above 90% resolution, below 5% abandonment, and average handling time below 10 minutes through structured tracking.
· Executed a 24/7 WhatsApp self-service technical-support platform (WhatsApp Chatbot) and supported AI-assisted repair-troubleshooting initiatives for real-time field guidance.
· Helped reduce Repeat Repair from 14% to 9% through repair-content redesign, Training on Wheel, post-tests, targeted refresher training, fake/ZTP closure identification and service-partner governance.
· Helped reduce Repeat Part Demand from 8% to below 2% through Quality + Training RCA, warehouse/inventory analysis, packaging improvements, BOM corrections and technician training.
· Executed Repair Charter initiatives across TV, AC, washing machine, and refrigerator categories to strengthen troubleshooting capability and repair consistency.
· Earlier F1 responsibilities included training 500 service engineers across mobile, laptop, projector, and IT hardware repair, along with development of a technical screening and learning portal.
· Completed Bowers & Wilkins technical and customer-handling training in London in 2013; supported premium-audio service operations and received stakeholder appreciation from OnePlus and Bose.
· Supported IT transformation initiatives during Flipkart acquisition readiness, including licensed Windows rollout, asset tagging, endpoint security, USB/URL controls, host-naming SOPs, server/firewall support and maintenance coordination, and email migration.

Neoteric Infomatique Ltd. | Hyderabad / Mumbai | Manager                                                                                                                                                            Jun 2002 – Jul 2012


Growth Path: Service Engineer -> Branch Service In-Charge -> Assistant Manager - Service -> Manager
Key Result Areas:
· Managed Hyderabad branch service operations as Service In-Charge, covering walk-in customer processes, open/closed call tracking, TAT, out-of-warranty revenue, service coordination, and branch-service P&L tracking.
· Coordinated Pan-India ASUS motherboard repair programs (Program Management / Key Account Coordination) as Neoteric POC, working with branches, Digicomp, and ASUS on repair closure, pending cases, and reconciliation.
· Led a 15-member inward, outward, RMA and Test & Repair Center team, managing good and defective inventory, monthly/quarterly stock audits and reconciliation, Iomega NAS repair/refurbishment and replacement, Bowers & Wilkins premium-audio backend repairs, dispatch, warehouse service operations, and national repair programs.
· Restructured the Vasai service warehouse via 5S, stock segregation, brand/model-wise inventory control, scrap liquidation, and Excel-based reporting.
· Created a 36-page Warehouse Operations Management QMS following ISO training and implemented 5S/QMS practices across Vasai and Okhla/Delhi warehouse operations.
· Performed component-level diagnostics and repairs across SMPS, scanners, CD/DVD drives, LCD monitors, DLP projectors, NAS systems, and other IT hardware products.

Balaji Electronics, Cyberdyne Systems & Syberland Systems | Ongole / Hyderabad | Technical Service & Support Roles                     Jan 1998 – May 2002


Key Result Areas:
· Built hands-on expertise in black-and-white (B&W) and colour CRT TV component-level repair at customer locations, black-and-white TV assembly, electronic-parts picking/packing, installation, hardware support, and customer-facing technical service.
· Demonstrated early entrepreneurial initiative by sourcing used/defective colour TVs from Chennai's electronics market, repairing them locally, and selling them with a six-month warranty; also delivered desktop hardware support, operating-system installation, networking, and technical troubleshooting.

	
	TECHNICAL SKILLS         



· Product & Service Domains: TV, Air Conditioners, Washing Machines, Refrigerators, Small Home Appliances, Furniture, Audio/Soundbars, Projectors/IFPDs/Professional AV, Mobile Devices, Laptops/PCs, NAS and IT Hardware
· Training & Field Capability: Technical/Product/Service/Repair Training, Train-the-Trainer, LMS, Virtual Classrooms, Training on Wheel, Digital Assessments, Technician Certification, Multilingual Content, Installation & Demo
· After-Sales, CX & Technical Support: Service Operations, Field/Branch Service, Customer Experience, Customer Service/Support, Escalations, NPS/CES/Partner NPS, Tech Help Desk, TAT, SLA, Resolution, Abandonment, AHT and WhatsApp Chatbot
· Repair Quality & Service Network: Component/PCB-Level Troubleshooting, Repair Charter, First-Time Repair Quality, Repeat Repair, RCA/CAPA, BOM Corrections, Packaging Improvement, Service Partner/Franchise/ASC/ASP Governance
· Warehouse, RMA & Service Parts: Warehouse/Inventory Operations, Inward/Outward, Good/Defective Inventory, Stock Audits, Reconciliation, RMA, TRC, Returns, Refurbishment, Replacement, Dispatch, Service Parts and Repeat Part Demand
· Digital Tools & Operating Methods: Google Workspace (Sheets, Slides & Forms), Excel Reporting, Strider App Libraries, SOP Development, QMS, 5S, MIS/KPI Reviews, Structured Problem Solving, Process Governance and ITIL
TARGET ROLE COVERAGE
· Technical Training & Field Capability: Technical Training, Product Training, Service/Repair Training, Installation & Demo Training, Field Capability, Training Operations, Technical Academy, Train-the-Trainer and Partner/Technician Capability roles.
· After-Sales Service, CX & Technical Support: After-Sales/Service Operations, Field/Regional/National Service, Customer Experience, Customer Service/Support, Technical Support, Escalations, Service Excellence and approved-domain Product/Device Support roles.
· Repair Quality, Refurbishment & Service Network: Repair Operations, Repair Centre/TRC, Refurbishment, Repair Quality, RMA/Returns, warranty-adjacent service, Service Network and ASP/ASC/Franchise/Partner Service roles.
· Warehouse, Inventory, RMA & Service Parts: Approved-domain Warehouse/Inventory Management, Service Parts/Spares, RMA/Returns, Repair-Centre Logistics, Stock Control and reverse-logistics-adjacent repair/returns roles.
SELECTED OPERATING SCALE, KPI & GOVERNANCE EVIDENCE
· Leadership & Operating Scale: 24+ years; 5,000+ Service Technician ecosystem; 7,000+ festive-cycle trainees; 500 service engineers; 15-member RMA/TRC team; 10-15-agent Tech Help Desk; Pan-India ASUS program coordination.
· Service & Customer KPIs: NPS, CES, Partner NPS, Repeat Repair, Repeat/Multiple Part Demand, TAT, SLA, resolution, abandonment and average handling time governed through MIS, reviews, RCA and corrective actions.
· Learning & Digital Systems: LMS, Strider App technical libraries, virtual classrooms, Google Forms assessments, web-based screening, Training on Wheel, Excel/Google Workspace reporting, WhatsApp Chatbot and AI-assisted troubleshooting support.
· Repair, Warehouse & Quality Governance: Repair Charter, RCA/CAPA, BOM corrections, packaging improvements, good/defective inventory, stock audits, reconciliation, inward/outward, dispatch, service parts, QMS, 5S and scrap liquidation.
· Brand, Partner & Transformation Exposure: Bowers & Wilkins training in London; OnePlus and Bose stakeholder recognition; ASUS/Digicomp coordination; service-partner governance; and IT transformation support during Flipkart acquisition readiness.
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 PROFILE SUMMARY  

       Technical Training &  Service Operations Leader :  Achievement - driven professional with over 24 y ears of experience across technical training, service  operations, after - sales management, repair quality, warehouse operations, logistics, and customer service within consumer electro nics, home appliances,  IT hardware, and e - commerce service ecosystems.         National Training & Capability Leadership :  Last   associated with F1 Info Solutions & Services / Jeeves Consumer Services (Flipkart Group), leading  technical training, field capability  development, and service quality initiatives across a large - scale nationwide technician ecosystem.         Service Excellence & Operational Transformation : Expertise in technical training, service excellence, repair quality, RCA, field service operations,  wareho use process improvement, quality management, and multi - category after - sales capability development across TV, AC, washing machines,  refrigerators, audio, projectors, and IFPDs.        Operational Improvement Impact :  Successfully reduced technician onboarding turnaround time from  7 – 8 days to approximately 4 hours  by  redesigning onboarding processes and improving operational workflow efficiency .         Multi - Domain Leadership Value : Offered   a unique blend of technical training, service operations, warehouse management, logistics, supply chain, quality  systems, and IT enablement, enabling end - to - end improvement across service delivery and field operations.         

 CORE COMPETENCIES  

       Technical Training & Capability Development      Blended Learning Architecture & Training ROI      Service Operations & After - Sales Excellence      Repair Quality & Service/Repair Quality Improvement      Field Service & Service Partner / Franchise Governance      Root Cause Analy sis (RCA) & Cost Optimization      Customer Experience Survey (CES)      Net Promoter Score (NPS / pNPS)      Repeat Repair & Repeat Part Demand Reduction      TAT & SLA Governance      Customer Escalation & Complaint Management      Vendor/Partner Management      MIS & KPI Reporting      Technical Help Desk & Digital Support      RMA / TRC / Refurbishment Operations      Installation & Demo Training      Process Standardization & SOP Development   

 CERTIFICATIONS ,  PROFESSIONAL TRAINING   & EDUCATION           

     AI Foundations  -   OpenAI Academy, Aug 202 6 | Credential ID: sm6rdl3mj5         ITIL Certified (Foun dation)  –   TUV SUD Akademie GmbH |   2012      ITIL Foundation Worksho p  –   Celtem Knowledge Solutions |  2012      Apple Certified Macintosh Technician  -   Apple, 2008; Mac OS X 10.5 Troubleshooting  Exam  -   100% score        ASUS  Certified Repair Engineer  -   ZenFone Product, ASUS, Feb 2015 - Feb 2016 |  Credential ID: GT0215021503        MCSE Windows 2003 Server Training  -   Zoom Technologies, 2006; Computer Hardware  & Networking / TV - Radio repair training        6 months  Dip loma in TV & Radio Electronics   |   1997      Secondary School Certificate (SSC) |   Board of Secondary Education, Andhra Pradesh |  1994    

 SOFT SKILLS   

     Leadership & Team Development        Stakeholder Management        Cross - Functional Collaboration        Coaching & Mentoring    

   

 NOTABLE ACCOMPLISHMENTS  ACROSS THE CAREER   

 

Area  Achievement  

Professional Recognition  Earned  Employee of the Year FY2017 – 18   recognition for overall contribution and performance.  

Festive Operations Excellence  Received  Big Billion Days Star Performer / Certificate of Excellence 2020   for contribution to large - scale  festive service readiness.  

Service Engineering Excellence  Received  Best Service Engineer / Gold Coin   recognition for technical service performance.  

Operational Performance  Received  Best Performance Award  –   Q1 2010   for con tribution to turnaround time and out - of - warranty  business performance.  

Premium Audio Service  Completed specialized  Bowers & Wilkins technical and customer - handling training in London   and  supported premium - audio service capability.  

Brand Stakeholder  Recognition  Received appreciation from  OnePlus and Bose   for technical training, field support, repair - training  execution, and Repair Charter coordination.  

Quality Systems Development  Authored a comprehensive  Warehouse Operations Management QMS   following I SO training and applied  structured quality practices to warehouse operations.  

Technical Capability Building  Developed a technical screening and learning framework supporting standardized evaluation and  centralized knowledge access for service engineering  teams.  

                 

