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Objective
To work in a challenging position within a leading organization which would enable me to unleash my potential to the optimum level and thereby ensuring professional growth and development carefully aligned to the organizational goals and objectives.


Profile

A systematic, committed and detail oriented professional with 6+ Years of experience in the Customer Service Industry. 

A professional empowered with exceptional leadership skills, excellent communication skills, presentation skills and strong team handling skills with an unswerving belief in continual learning, proactive participation and contribution towards efficient knowledge management and sharing.


Work Experience
May’ 08 to Till date         Du Telecom, Dubai, UAE    
Technical Support – Fixed Business Service

Profile: Handle technical queries for the Fixed Business Service unit, SME (Subject Matter Expert) and SPOC for national 800 toll free service.
Key Responsibilities/Achievements:

· Ensure effective resolution to the customer’s technical queries

· Handle the floor as a SME & manage the team in the absence of the Team Leader.

· “Walk the floor” and ensure interaction with the team members on a frequent basis.
· Play a major role in maintaining the service quality and customer satisfaction for the team.

· Ensure the delivery of services to agreed standards and closely work with the team leaders to optimize the business processes by identifying and working on the areas of improvement.
· Coordinate with field technicians

· Conduct team meetings in the absence of the Team Leader
· Ensure the team is well versed with the latest updates and conduct training sessions for new products/services as and when required.

Aug’ 06 to Dec' 07        Tech Mahindra Ltd. Noida, India

Team Leader (Tata Tele Services & Bell Canada-Telecom Technical Process)
Profile: Manage a team of 25 associates & ensure it exceeds SLA (Service Level Agreement) – Productivity & Quality parameters on a daily basis.

Key Responsibilities/Achievements:

· Manage the team to exceed operational standards and client expectations
· Meticulously handled the migration of a Bell Canada technical process, as part of the process was at the client site (Canada).

· Undertook process trainings for the newly transitioned process for a batch of associates, SMEs and Team Leaders, highly appreciated by the management and the client for ensuring smooth and efficient knowledge transfer

· Interact with the team members and ensure team bonding amongst its members.
· Ensure employees have a clear understanding of the performance parameters and provide timely feedback.
· Encourage, develop and groom team members to take on additional responsibilities and to prepare them for the next level.

· Ensure team adherence to company’s leave policies.
· Coach team members on customer service and other soft skills.

· Conduct regular team meeting/one on ones. 
· Ensure team motivation and synergy amongst the team members

· Conduct timely performance appraisal of the employees
· Conduct TNI (Training Need Identification) of the team members
· Ensure team is well versed with the latest updates related to the process & other organizational policies. 
· Prepare adequate documentation around the process flow and procedures and ensure changes are incorporated as and when required
· Responsible for the overall development of the team members and to provide them on the job training and coaching to reinforce the required skills. 

· Co-ordinate with the support functions
· Effective client relationship and management
· Focus on continuous process improvements
· Initiated and implemented various process improvements ideas resulting in improved quality and productivity of the team
Oct’ 04 to Jul' 06        Bharti Airtel Ltd. New Delhi, India
Technical Support – Mobile Services
Key Responsibilities/Achievements:

· Process order entries, service provisioning and handle customer order/billing inquiry
· Coordinate retail business inquiries (events, corporate customer relations, activations, reviews)
· Ensure excellent customer experience to customers as defined in the SLAs
· Identify training gaps of team members and closely work with the training manager in preparing development plans for the team
· Effective communication of individual’s goals/performance standards and focus on continuous improvement.
· Initiated and implemented various process improvements ideas resulting in improved quality and productivity of the team
Jul’ 03 to Jun' 04        VCustomer Services India Pvt. Ltd, New Delhi, India
Customer Care Executive
Key Responsibilities/Achievements:
· Place orders for customers

· Provide latest product information to the customers
· Doing add on sales


Awards/Trainings
· Best Performer Award - 2007-2008, Du Telecom, Dubai, UAE
· Quality Excellence Award - 2010, Du Telecom, Dubai, UAE
· Best Team Leader – 2007, Tech Mahindra, Noida, India
· Awarded for an initiative taken to effectively train a batch of 25 members, Tech Mahindra – 2007, Noida, India
· Quality Award, Airtel, Delhi, India
· Customer Smile Award, Airtel, Delhi, India
· Best Agent Award, VCustomer, Delhi, India
· Six Sigma – Yellow Belt trained


Qualification
· Bachelor of Commerce, Khalsa College, University of Delhi, India

Year of Completion: 2002
· Diploma in Computers, APTECH Computer Education, Delhi, India
Year of Completion: 2003



Personal Details
Date of Birth


:
04th January 1981
Marital Status


: 
Married

Nationality


:
India

Languages Known

:
English, Hindi & Malayalam

