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Objective

To create a niche as a leader and to be recognized as a synergic team player. To work relentlessly towards achieving company and personal goals, while developing my overall skills. To constantly upgrade as well as streamline my resources and innovate proactively in order to achieve meaning-full success

Work Experience

IBM India Pvt ltd:  Is the world's largest business and technology services provider. It employs over 190,000 people across more than 160 countries. IBM Global Services started in the spring of 1991, with the aim towards helping companies manage their IT operations and resources.

Global Services has two major divisions: 

1. Global Business Services (GBS) 
2. Global Technology Services (GTS).

IBM Global Business Services (GBS) is the professional services arm of Global Services, including management consulting, systems integration, and application management services.
IBM Global Technology Services (GTS) primarily reflects infrastructure services. It includes outsourcing services, business continuity and resilience, Integrated Technology Services, and Maintenance. Revenues from the Global Technology Services, GTS is the leading e-business on demand and hosting services provider, the leader in providing high-availability services, networking services and storage services, according to Gartner Group and IDC; the leader in the emerging wireless services market, according to IDC

Designation: WFM Analyst

Band: 5
Since 19th Nov 2013 till date

Senior Associate - SAGE (Registration Management)

Designation: Sr. CRM Executive
Band: 4
Duration: 6th May 2006 – Till date
Roles & Responsibilities

1. Ensure processing of all tasks and subtasks within fixed timescales.
2. Responsible to Provide floor support to the agents whenever required
3. Delegate tasks to every team mates & assign work to the teammates.
4. Make sure all teammates are aware of their daily efficiencies and production
5. Prepare Efficiency Report for the team & Uploading accounts into WPMS.
6. Address all IT/User Id & Transport related issue and take necessary actions.
7. Ensure all reports (e.g.: Aged Quote Report, Backdated, Error report, Missed connections Report) are sent to all the concerned clients.

8. Mentoring team members to improve their performance.

9. Uploading accounts into WPMS Tool. Finding Unknown Consumer occupying the premises, taking necessary action to connect or disconnect property. Finding NMI and MIRN for the given property, setting up SA So that Customers should get their regular bills on time.
10. Manually fixing the unresolved issues in CCB to clear the blockage in the application.

11. Currently in WFM Team working as WFM Analyst, where My Responsibility is to prepare Dash boards Reports, RTM, Updating WBR, Logging Ticket and do Follow up with Onshore team.
Initiatives

· Groomed fresher’s and ensured that they have full transparency towards process flow.

· Ensured everyone understands their individual goal as well as they has greater visibility 
towards team performance.

· Communicated process updates to all agents and compiled refresher modules along with training LOB's.

· Interacted personally with different LOB's to obtain optimum performance and increase efficiency as well as encouraged other teammates to engage in more inter process communication.

· Conducted Team Hurdles & session’s to understand and listen to individual issues and Team problems.
· Based on Quality Audit report gave necessary feedback to the concerned representative and organised sessions with trainers & QE's if required.
· Designed and compiled couple of handouts for easy call handling reference

· Completed Six-Sigma workshop conducted by Certified Black Belt.
· Certified with Y B Project on Returned Mail on Reducing FTE’s & no. of backlogs

 Awards and recognition:

1. Appreciations from on shore team for Lowered human errors to a considerable effect and ensured negligible customer complaints.
2. Received Certificate of Appreciation for Star of the Quarter (Q2 2007 & 2009)
3. Star & Gem award, best Performer and Top performer in Q to B contest held in April-may 2011.
4. Got PBC 1 for the year 2011-12

5. GEM Award for Q4 & appreciation from on shore team for identifying easy way to fix the errors in CCB, Provided New Ideas to improve the process.
6. Recently nomination has filed for NATIONAL AWARDS 2012
7. Yellow Belt Certified on Returned Mail Project.
HP Invent Pvt Ltd - A fortune 500 company, ranked the best service provider in the call center Industry by Forbes which provides outsourcing solutions to businesses in all major industries all over the world.

Process: P&G and AOL
Activity: F&A

Designation: CSA
Band: 3

Duration :  1 year 10 Months
As a Customer Service Representative & Quality Analyst responsible to make sure the MM & FI invoices processing and as a Quality Analyst make sure the work done should be proper and providing necessary feedback to the agents. Conducting team huddle, organizing training and providing necessary feedback to increase the Productivity & improve quality.
Job Responsibilities
1 As a Quality Analyst finding human errors and addressing agents finding root cause, conducting team huddles and sharing easy way to process invoices.
2 Validate customer accounts and processes FI & MM Invoices on time.
PROFESSIONAL QUALIFICATION: 

· Bachelor of Science PCM 
· Diploma in Computer Application
Technical EDUCATIONAL:

Typing English, Kannada & Hindi
STRENGHTS
· Achievement oriented with self motivated.

· Ability to manage change with ease.

· Strong communication, interpersonal, learning, talent transformation & organizing skills.

· Ability to manage stress, time & people effectively
· Significant experience in handling teams in absence of manager.

· Good motivator – Immense people management skills

· Accustomed to pressure situations.

· Mentoring and Training people
· A very good Typing Speed of 65 WPM in English
Key Skill set & Expertise: 
· Have good interpersonal and presentational skills.

· Good team player with leadership skills involving managing, developing and motivating teams to achieve their objectives.

· Proven ability to take initiative to achieve company objectives.

· Ability to multitask to achieve business and departmental objectives.

· First class analytical, design and problem solving skills.

· Versatile and quick to learn new tasks/skills.

· Dedicated to quality and the highest work standards.

· Have managed and assigned roles to team members and ensured timely delivery to meet objectives. 

· Adhering and maintaining SLA. 

· Ensuring that team is trained and informed on any product changes, enhancements, policies and business processes. 
PERSONAL PROFILE

Marital Status:
 Married 

Gender: 
 Male

Nationality: 
 Indian.

Competency:

Influence through Expertise

Partner for Clients Success
Act with a Systemic Perspective

Communicate for impact

Continuously Transform

Embrace Challenge

Build Mutual Trust
Help IBMers Succeed
Collaborate Globally

IBMers Values:

Dedication to every client's success.

Innovation that matters - for our company and for the world

Trust and personal responsibility in all relationships.

Dedication to every client's success.

IBMers... 

· are passionate about building strong, long-lasting client relationships. This dedication spurs us to go "above and beyond" on our client's behalf.

· are focused on outcomes. We sell products, services and solutions to help our clients succeed, however they measure success.

· demonstrate this personal dedication to every client, from the largest corporation and government agency to the smallest organization.

· no matter where they work, have a role in client success. It requires the full spectrum of IBM expertise.

Innovation that matters - for our company and for the world.

IBMers... 

· are forward thinkers. We believe that the application of intelligence, reason and science can improve business, society and the human condition.

· love grand challenges, as well as everyday improvements. Whatever the problem or the context, every IBMer seeks ways to tackle it creatively — to be an innovator.

· strive to be first — in technology, in business, in responsible policy.

· take informed risks and champion new (sometimes unpopular) ideas.

Trust and personal responsibility in all relationships.

IBMers... 

· actively build relationships with all the constituencies of our business — including clients, partners, communities, investors and fellow IBMers.

· build trust by listening, following through and keeping their word.

· rely on our colleagues to do the right thing.

· preserve trust even when formal relationships end.

5.5 million target

31000 dialed calls

80 SLA, 30 sec

70,000 

Talking tech

Inbond avaya
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