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PERSONAL SUMMARY:
 
I am an individual with analytical & management skills. Possess ability to work with minimum supervision. Ability to lead, consistently hit targets, improve best practice and organize time efficiently. 
Summary of Career Profile:
Overall experience                       :   7 years & 8 months. (30th April, 2007 – Dec 4th 2014)
Domain Expertise / Proficiency    : Workforce Management/Reporting
Designation                                  :   Sr. Analyst-MIS
    
Academic Qualification:         
	Qualification
	Graduation Year
	Specialization
	Institute

	B-Com
	2007
	Computers
	St. Joseph Degree College

	Intermediate
	2004
	Civics, Economics & Commerce
	International Jr. College

	Schooling
	2002
	CBSC
	Vidyanjali High School


Skills & Experiences:
Management Reporting: Maintaining below reports as an Analyst.
· CMS: Monitoring & generating reports periodically & report the same to management.

· Associate details (HR data) and tools / access info: Maintained employee details accordingly in BS file for management purposes.

· Track and monitor all the necessary MIS reports like (Half hourly, agent wise, team wise reports) for easy trend analysis, ensuring necessary data is available to achieve overall business goals.

· PMS: To prepare periodical employee Performance management system & send it on a weekly, biweekly & monthly basis to the associates & to keep management in loop about any alarms.

· CSAT: To keep a tab of the client CSAT & report the same on a periodical basis.

· Associate appraisal data: To provide consolidated half yearly data to management that is required for the Associate’s appraisal.

· FCR: To generate report from business objects to check client wise FCR% & work on AOI’s to improve FCR. 

Workforce Management (WFM): 
· Publishing reports on time as per requirements of the Business.

· Publish weekly & monthly dash board to ensure India does its part in meeting SLAs.

· Ensuring accuracy on reports.

· Knowledge on tools like Siebel, CMS (Call management system), IEX, Genesys& business objects for reporting.

· Scheduling, creating daily workflow for optimum/adequate staffing & working on forecasting for future challenges. 

· Real time Monitoring: Ensuring we have adequate staff to meet SLAs, following up on late logins, unscheduled absenteeism.

· Identifying trends & utilizing data to explain issues (misses in SLA).

· Effective, concise & clear communication of expectations & challenges to partners in operations, Quality team & Training Teams.

· Regular communication on hits & misses of the business with the team from a WFM perspective.

· Facilitating productive shrinkage for associate development in the form of one to one sessions, Feedback’s, Training’s.

Certification completed:
· WFM – Workforce Planning &Management, April’ 2013. 

Project Handled:
· Handling a team in the IT domain, namely RIM-Remote Infrastructure Management (head count of 145 employees). I was responsible for planning/scheduling/staffing, maintaining employee database & sending periodical reports per requirement of the business.

· Handled three projects namely COS, FSA & COBRA (head count of 120 employees). I was responsible for maintaining admin employee records & reporting stats for each project periodical, to ensure our company meets the benchmark & has good relationship with the clients. 

Strengths:
· Help create a positive defining moment with each interaction I have with Management & associates, clients and various stakeholders. 

· Taking ownership of any given responsibility, handling difficult situations & provide solutions to management.

Key Competencies & Technical Skills:
· MS office Outlook (Outlook,Excel, Word & PowerPoint)

· Good communication/interpersonal skills 

· High level skills of using Microsoft Office packages 

· Good verbal and written skills 

· Excellent organizational skills and ability to multi-task 

· Good research and analytical skills

Additional information: 
Hobbies:
· Physical workout

· Playing the guitar

· Sports

Company Co-curricular Activities:
· Company Org. wide - Member of “HAPPI” program - Social activity.

· Part of ADP cricket team.

· Part of the ADP sports events & facilitated, organized and coordinated for ‘Sports Day’ & internal events. Volunteered during company day & family day events.

· Co-ordinated for monthly Rewards & Recognition, outings & events.

PERSONAL DETAILS

Date of Birth         : 09-07-1986
Visa Staus            : Visit Visa 
Marital  status:  Married
Nationality          : Indian

Languages            : Hindi, English, Malayalam, Tamil.

