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	CURRICULUM VITAE



	Career Objective 

Working in a prestigious organization like yours. To closely discover the mechanism of the service industry and specialization in any department would definitely increase my credibility and at the same time it promises me a more stable and a dynamic job.

Personal Strengths
· Strong leadership qualities.

· Excellent public speaking skills.

· Understand the significance of meeting deadlines.

· Result oriented.

· Fluent in verbal and written English. 

· Can work independently and have profound skills in time management and planning.

· Good Organizational skills.

· Customer service oriented.

· Social and outgoing.

Summary of Professional Background

June ’05 till date: HSBC Regional Contact Centre


Business Area Trainer/ Process Specialist
· Conducting User Acceptance Testing for migration of the call centre to Hyderabad.
· Conducting the entire product/systems training of implementation team from Hyderabad for migration purposes.

· Overseeing the training of the new joinees in Hyderabad.
· Training the Assistant Managers of Operations in Supervisor/Officer roles in Hyderabad.
· Preparing daily Health Check reports.
· Preparing Weekly migration reports giving status of the project.

· Monitoring the calls of the new agents to ensure good customer service is provided and quality is maintained.
· Handling queries and escalated calls.

· Providing feedback and performance improvement plans.

· Liasing with IT for system requirements and issues.
· Co-ordinating with the Business Area (HBME) and the Global Services Centre (Hyderabad).

· Handling approvals of HCC and HUB.

· Creation/Updation of Desk Instruction Manuals /Procedure Manuals for GSC. (Agent/AMO level)

· Conducting quizzes /exams and grading new joinees.

· Preparing learning curves and ensuring adherence by monitoring performance of the agents.

· Monitoring Aspect reports to ensure SLA’s are met.

· Preparing Service Level Agreement to be maintained between Business Area and GSC.

· Ensuring timely completion of Admin work such as issuing of swipe cards, HUB access and provision of Ids. 
· Preparing Job Aids for faster references and updation of the RCC Intranet site with current information.

· Deputising for the RCC Operations Executive.

· Ensuring Audit adherence.

· Liasing with different regions to update Areas Desk Instruction Manuals.

· Preparing/monitoring shifts of GSC team to ensure proper staffing is maintained.

· Updating Leave register/Swipe card stock registers.

· Monitoring Sales leads forwarded by GSC team to ensure sales targets are met.
Feb ’05 till June ’05: HSBC Regional Contact Centre




     Supervisor
· Handling approvals of HCC and HUB.

· Monitoring the floor in order to make sure SLA is maintained.

· Handling queries of agents and taking escalated calls.

· Receiving customer requests through internet and ensuring timely reply.

· Liasing with corresponding departments in the bank for customer requests.

· Handling written and verbal complaints.

· Preparing/monitoring daily reports.

· Preparing break lists and ensuring adherence to the same. 

· Ensuring that replacement agents are called in case of shortage of staff.

· Providing feedback to agents and forwarding the same to their team leaders.

· Ensuring awareness of new campaigns / products among agents.

· Deputising for the team leaders. E.g monitoring calls, monitoring sales MI.

· Conducting refresher courses. 

Jan ’04 till Feb ‘05: HSBC Regional Contact Centre




    Telephone Service Representative. 
Additional work experience:
· Also worked in HSBC Collections department as a collector. Job included calling customers and reminding them of their payments. Also handling general loan and credit card enquiries. 

· Worked as Data entry operator in Cupola Investments. Job also included market research. (Summer job)

· Worked as an assistant to the Marketing Manager in IBC Gulf Conferences. Job included coordinating between sales team and customers. Handling printing of brochures and flyers. (Summer Job)
Educational Qualification

    Qualification






Institute
          

         Year

Bachelor of Commerce




   Bombay University



         2003
Higher Secondary (CBSE)                                          The Indian High School
 Dubai
         1999

General Skills

Knowledge of computing software – Microsoft Windows, Microsoft Office, Hong Kong Universal Banking (HUB), HUB Credit Cards (HCC), Customer relationship management system (CRMS), Lotus Notes, CACS (Collections), EChamps. 




