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OBJECTIVE: 

A position with responsibilities inclusive of problem solving, planning, organizing, and along with that being a part of a progressive and learning organization where my experience in the field of customer service can add value and result in visible growth mutually. 

COMPETENCIES:


Customer Service


Coaching and Training


Telemarketing / Tech Support


People Management

WORK EXPERIENCE:

WORKED AS SENIOR BUSINESS PROCESS EXECUTIVE IN HONEYWELL TECHNOLOGY SOLUTIONS LAB.

TWO YEARS AS CUSTOMER SUPPORT REPRESENTATIVE IN HEWLETT PACKARD.

SIX MONTHS AS CUSTOMER SUPPORT EXECUTIVE IN VITEOS.

KEY RESULT AREAS:

As a Senior Business Process Executive in Honeywell:

► Achieve the 90 minutes TAT as per the SLA document and targets set. (Whichever is applicable?)

► Achieve 95% C-sat scores.

► Identify ways to use Six Sigma Plus to solve problems and improve processes.

► Identify issues or potential problems and mobilize the right people in the organization to address them.

► Challenge the status quo and creatively identify opportunities for improvement.

► Understand the need to balance productivity and quality to meet customer requirements while furthering Business Growth.

► Build relationships across boundaries and with key stakeholders by developing informal and formal networks

► Anticipate the informational needs of diverse audiences and tailor communications appropriately.

► Remove performance barriers by providing systems, information, tools and resources people need to do their jobs.

► Tracking, recording and sending appropriate data for daily, weekly and monthly reporting.

► Cross Training on other sub-processes.

KEY RESULT AREAS:

As a Customer support executive in Hewlett Packard:

► Significantly met and exceeding all expectations throughout the tenure.

► Customer satisfaction by providing Out of Warranty support options & transferring to the related department.

► Maintained very good quality scores by adhering to quality norms.

► Constant positive trend with respect to meeting targets.

► Mentoring and assisting the new recruits in understanding the process.

KEY ACHIEVEMENTS : 

► Rated to be amongst the top five from the entire process.

► Recognized by the client for outstanding performance in quality. 

KEY RESULT AREAS:

As a Customer Support Executive in Viteos:

► Excelled in both training as well as on the floor and was awarded for being “best agent of the month”.

► Assisted the quality department by auditing calls for a period of one and a half month in the absence of a quality analyst.

► Awarded for generation of highest revenue for a quarter. 

EDUCATIONAL QUALIFICATIONS:


Graduation in English Literature from M.G. University Kerala.


Advanced certification in Air cargo.

PERSONAL DETAILS:


Date of Birth  : 26th September 1981


Place of Birth  : Ajman ; U.A.E


Email              : 

