J I T E N D E R 
Jitender.164539@2freemail.com 

H I G H L I G H T S
C U S T O M E R S E R V I C E M A N A G E M E N T C O N F L I C T R E S O L U T I O N
P R O B L E M S O L V I N G A B I L I T Y N E G O T I A T I O N C O M P E T E N C Y
C L I E N T R E L A T I O N S S P E C I A L I S T T E A M M A N A G E M E N T
S K I L L E D M U L T I - T A S K I N G
T R A I N I N G A N D D E V E L O P M E N T
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A proficient Customer Service and Client Relations Manager offering a record of developing job performance, proven conflict management expertise, and innovative approach. A resourceful Leader who consistently improves and increases service standards.
E X P E R I E N C E
AMERICAN EXPRESS INDIA
TEAM CAPTAIN LIFESTYLE |  OCT 2012 - JAN 2017
Supervising the team to ensure focus and process adherence, delivering excellent customer experience.
Calls/Emails monitoring, coaching, and feedback. Roster and Break Management.
Process and Compliance related training of New Hires. Preparation of monthly reports and quality analysis. Handling escalations and maintaining customer feedback reports.
Assisting Sr. Leadership with the launch of new tools/process and ensuring team's adherence to the same.
Sharing updated communication with Clients and Partners regarding New Process/Policies of the company
INTERNATIONAL SOS INDIA PVT. LTD
SR . CONSULTANT - CONCIERGE |  JAN 2009 - JUL 2012
Assisting Premium Clients with their Lifestyle related needs across the globe including Luxury Shopping, Dining,
Party Arrangements, Access to Exclusive Events and Concerts etc.
Responsible for Process Training of New Hires.
Monthly Roster preparation for the Team.
Supporting and guiding the team members to ensure excellent customer experience.
HCL BPO & TECHNOLOGIES SERVICES
SR . CUSTOMER CARE EXECUTIVE |  MAY 2007 - JAN 2009
Assisting British Telecom in addressing billing related queries along with updating client's accounts on regular basis. Educating customers on how to prevent further delinquency in payments.
Managing Escalation Help desk for British Telecom.
SAFFRON GLOBAL
SALES OFFICER |  SEP 2005 - MAY 2007
Selling contracts for a UK Based Mobile Service Provider. Converting individual sales into Corporate Packages.
J I T E N D E R 
P E R S O N A L I N F O R M A T I O N
D A T E O F B I R T H : O C T O B E R 1 9 ,
1 9 8 5
S E X : M A L E
S T A T U S : M A R R I E D W I T H 1 C H I L D ( A G E 2 )
H O B B I E S : R O A D T R I P S , M O V I E S , C R I C K E T


E D U C A T I O N
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BACHELOR OF ARTS
Delhi University |  2006
ASSOCIATE OF ARTS
HBSE Faridabad |  2002
A W A R D S & A C H I E V E M E N T S
Promoted as Team Captain for Lifestyle Team-American Express in January 2016.
Rewarded with Highest Score on Customer Satisfaction at the Mid Year R&R at American Express in 2016.
Promoted to Tier 3-Dedicated Lifestyle Consultant in June 2015.
Rewarded with Highest Percentage of Customer Satisfaction in Lifestyle for the Year 2013.
Received acknowledgments/awards for Exceptional Requests/Highest Monthly Customer Satisfaction Score on Multiple Occasions.
Awarded 'Star of the Month' 4 times for outstanding performance at International SOS.
A C T I V I T I E S
An active member of Employee Engagement Team at American Express.
Participant in 'Give2gether' Campaign at American Express supporting various NGOs.
Completed the training session of International SOS 'Adult CPR-AED' in April 2009.
Completed 'The Brand Ambassador Workshop' sponsored by International SOS in July 2011.
Active participation in 'Vanphool Project' for Slum Children Education & Health run by International SOS.
