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Career Objective:
To pursue a highly rewarding career, seeking for a job in challenging and healthy work environment where I can utilize my skills and knowledge efficiently for organizational growth
Work Experience:
(1) Company Name :   Everest Furniture Factory
 Designation     :   Admin Assistant
Work Period     :   Working from May 2013 till date
  Role        :   Responsible for all reception and admin work                                         Managing production control and delivery dates. 
      Job Profile        :
· Provide administrative and executive support within busy office. Manage executive team's calendar; plan client meetings; prepare reports, spreadsheets and presentations; manage records; and administer database
· Answering all incoming calls, handling the query and transferring to the respective person. 
· Managing front desk duties including registration, transferring of calls
· Handling courier, sort and distribute daily mails, faxes and documents
· Monitor and order stationeries, office equipment’s and pantry items
· Arrange vendors for service maintenance when required
· Responsible for creating databases of client’s information, templates for the quotation sheet, production sheet, instruction sheet etc.
· Responsible for all IT and Software related issues. 
· Made a system tool to track the job status of every individual job. 
· Preparing quotations, Raising LPO’s & Collecting payments from customer. 
· Checking production control and delivery dates for the jobs.
· Responding to all the complaints with immediate relevant action to the particular job. Preparing blogs and advertisements for company marketing
· Responsible to supervise all the delivery dates for manufacturing the products are met as per the promised dates to the customers and clients.
(2) Company Name       :   IBM
Designation             :    Lead Quality
        Work Period          :   Worked from April 2007 to November 2011
        Role                       :   
· Joined as CCE (Customer Care Executive), got promoted to Senior CCE, 
· Got promoted to IRT (International Resolution Team).
· Taking trainings and feedback sessions to deliver wow customer service.
· Then got promoted as Qualitylater as Lead Quality.
        Job Profile                       :
· Inbound process - Virgin Broadband, semi technical.
· Tasks involved – receiving calls from UK regarding broadband issues, solving broadband issues over phone by various ways including taking remote connection (Internet connection – direct connection and wired or wireless router).
· Taking Escalation and Query calls.
· Working closely with the team to improve scores.
· Auditing calls, Coaching and Feedback.
· Taking trainings and refreshers to improve process knowledge and quality scores.
· To ensure all compliances & regulatory requirements for IBM and clients are adhered to, analyzing the data.
· Working closely with every team to improve their scores. 
· Monitoring day to day performance agent wise and team wise.
· To make sure client metrics and targets are met.
· Preparing reports using MS Office and other tools on the bases of individual performance and team wise performance and sending reports across all centers and clients. 
· Preparing score cards bases on monitoring / auditing calls.Did various projects to improve the team performance. 
· Conducting OJT (On Job training) for new hires
· Preparing training material
· Implementing different techniques to improve the process performance
· Coaching and Mentoring team to meet and exceed client metrics (NPS, Resolve, AHT, Quality, Sales) and other organizational productive metrics.
· Provide feedback to agents and teams on performance with corrective action plan to ensure team is educated on trends and analysis. 
· Client management with end to end ownership, daily process knowledge calls and reviews. 
· Facilitate daily / weekly calibration sessions across various sites and lines of business. 
· Trained multiple nesting batches with 97% success rate. 
· Excellent client feedback ondelivering and driving NPS thru various trainings.
· End to End ownership of training and certification for all new batches until they move into production.
· Providing TNA recommendations and assist in the implementation of Bottom quartile Management Strategy and Planning for process improvement.
· Interact with various departments for smooth flow of training and operations
· Participation in weekly / monthly business review calibrations
· Drive call listening sessions with the client to improve process Knowledge with wow customer service.
· Participate in call calibration session to ensure consistency in evaluations related to process.
  Achievements:
received awards for Quality and Call taking skills, award for best performer, extra miller award twice, got promoted form band 3 to band 4 in OPS, later got promoted as band 5 Lead Quality in Jan’10
(3) Company Name   :   Turn Around MediclaimPvt Ltd
        Designation        :    Customer Service Executive
Work Period      :   Worked from November 2006 to February 2007 Role                      :   Worked As Customer Service Executive.
Outbound insurance process - Workmen’s Compensation        

Job Profile         :
· Tasks involved – calling the insurance companies for payments on behalf of the customers and doctors.
· Sending across the relevant documents for payments. Explaining the details and structure of the bill. Collection of payments
(4) Company Name     :    Bay Area Credit Service
         Designation          :    Customer Service Executive
         Work Period         :   Worked From November 2005 to October 2006
         Role                        :   
· Worked As Customer Service Executive.
· Outbound collection process.
· Calling the customers and companies for pending payments.
         Job Profile         :
· Tasks involved - Calling the customer for various outstanding payments like SBC (business and consumer, pre collect) telephone bills, AMR ambulance and medical bills, AFS credit card etc bills.
· Also did data work in finding customers contact details from different websites.
Educational Attainment:
Bsc from NowrosjeeWadia College (Pune University)
Trainings Attended:
· OD (Organizational Development) Trainings in IBM
· Training on Quality Scores, Quality tools, Quality sheet
· Six-Sigma Awareness Training 
· Six-Sigma Yellow Belt Training
· Customer Service Training
Specialities:
· Building strong customer relationships, client relationship & loyalty.
· Understanding customer needs and providing the appropriate solutions.
· Restructuring, building and leading effective teams.
· Strong organizational, administrative and analytical skills.
· Excellent working knowledge of all Microsoft Office packages.
· Ability to produce consistently accurate work even whilst under pressure.
· Ability to multi task and manage conflicting demands
· Office management, Administrative support, Minute taking
· Report writing and preparing reports in MS office (word, excel, PowerPoint), Presentations, Diary management, Customer service, Data management
Personal Background:
Birth Date                  :  06 December 1985
Nationality                  : Indian 
Languages known     :  English, Hindi, Marathi, Malayalam
Place    :   Dubai (UAE) 
