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PROFILE SUMMARY
Dedicated Customer Care Associate & HR professional with 8+ years experience in handling customer inquiries & managing human resources functions respectively.
CORE COMPETENCIES
Customer Focus, Customer Service, Data Entry Skills, Verbal & Written Communication, Building Relationships, Analytical Skills, Interpersonal Savvy, Recruitment, Performance & Compensation Management, Employee Retention
Career Objective
To find a challenging position to meet my competencies, capabilities, skills, education and experience.

PROFESSIONAL EXPERIENCE
JOB PROFILE (Serco Global Services Pvt Ltd) Mumbai; from 21st September 2013, till 25th September 2014
Worked as Senior Customer Service Associate for National Rail Enquiry UK, responsible for assessing customer requirement & thereby answer enquiries promptly. Serco Global Services is a leading global Business Process Outsourcing Provider supporting multinational client canters across US, UK, Europe, India, the Philippines, Australia, Middle East & Africa
Responsibilities:-

1. Determine requirements by working with customer

2. Provide train time & fares

3. Ensure alternate travel options are well informed during disruption

4. Make sure call quality & standards are met at all times

5. Enhances organization reputation by accepting ownership for accomplishing new and different requests; exploring opportunities to add value to job accomplishments
JOB PROFILE (Magniva Solutionz Pvt Ltd) Mumbai; from 05th April, 2012, till 30 th  December 2012


Worked as Senior Executive Human Resources for  Magniva Solutionz is an Outsourcing provider, delivering highly tailored solutions to meet the specific needs of the most customer-focused businesses 

Responsibilities:-

1. Recruitment: Involved in end to end recruitment across all levels; single point of contact for all hiring needs. Hiring through various segments of social media

2. Employee database & administration through SAP System: Responsible for generating Employee I’d, monthly reports like attrition analysis, employee headcount, recruitment tracker and HR Dashboard.

3. Training: Induction program for new hires. Analyzing training needs, develop, design training modules and organize the training programs for employees and analysis of post training effectiveness

4. Appraisals: Facilitate overall Performance management process including moderations / normalization and compensation benchmarking exercise. Address grievance resolution raised by the employee’s during discussion.

5. Employee policies and process: Responsible for setting up of policies and implementation of ISO process. 

6. OD intervention: Involved in felicitating Rewards and Recognition process; have formulated the R&R process in line with best practices suiting the business.

7. Recreational Initiatives: Maintain cordial relations in the organization by regular interaction. Arranging events, Trekking, Family Day and other activities for employees.

JOB PROFILE (Umbria Agencies) Mumbai; from 10th March, 2010, till 30th March 2012


Worked as HR Executive for Umbria Agencies is leading Placement Company rendering Placement Services across all business sectors. 

Responsibilities:-
1. Track vacancies in companies & there by generate new business 

2. Conduct interviews & select suitable candidates for the job 

3. Short list  candidates for the employers to interview & coordinate with employers HR to schedule appointment for candidate interview

4. Build relationship with employers’ and job seekers

5. Archive  the target for vacancies & people placed

6. Prepare the records of all the placements & negotiating fees & needs to maintain them as well

JOB PROFILE (First Source Pvt Ltd.) Mumbai; from 10th November 2008, till 27th February 2010

Worked as Process Leader for Airtel DTH & Airtel ARC pan India. First Source is an innovative provider of customer-centric business process management services with delivery centers across US, UK, Philippines, India and Sri Lanka
               Responsibilities:-

1. Handling OJT for the process with a batch capacity of 30 associates. Also responsible for grooming, mentoring & monitoring their performance 

2. Manage helpdesk & outbound calls for unresolved issues of the customers

3. Provide best possible solutions to the irate customers & convert them to satisfied customers

4. Provide adequate training to the team

5. Maintain all process related reports

6. Conduct quality monitoring & provide developmental feedback periodically

7. Maintain floor discipline and ensure adherence to staffing

8. Scheduling & generating performance reports for team members

9. Responsible for team motivation, absenteeism & attrition

10. Responsible for client interaction & discussing process specific issues

11. Coordinate with managers & other support department to ensure smooth functioning of the process

12. Audit CSAT & SR

JOB PROFILE (WNS Global Services Pvt Ltd) Mumbai; from 10th February 2006, till 12th June 2008

Worked as Customer Service Associate for Virgin Atlantic Airlines; Kingfisher UK & US & Flying Club UK. WNS is a leading global Business Process Management (BPM) company. WNS offers excellence with deep domain expertise in key industry verticals, including Banking and Financial Services, Healthcare, Insurance, Manufacturing, Media and Entertainment, Travel and Leisure and Utilities
Responsibilities:-

1. Make new reservations & take special requests

2. Provide car rental, travel insurance, visa, date change, PTA & TOD

3. Make voucher bookings for Frequent Flyers

4. Handle helpdesk duties for both Kingfisher & Flying Club

5. Outcall passengers in case of schedule changes & flight disruptions

6. Prepare question papers for OJT for Kingfisher process

JOB PROFILE (Respondez Global Outsourcing Solutions) Mumbai; from 18th December 2004, till 04th February 2006

Worked as Customer Service Associate for Air India Airlines for UK, US & Canada region. Respondez provides 24/7 back office, contact centre and debt collection services across multiple geographies around the world.

Responsible for making new reservations, assign seats & meals, make date changes, reissue ticket after date change

Academic Background 
· MBA in Human Resources from Alagappa University 2010
· B.Com from Alagappa University 2007
· Diploma in International Airline & Travel Management from IITC (India International Trade Centre) 2005

· HSC from Bombay Board 2004
· SSC from Bombay Board 2002
Personal Particulars
Date of Birth:           28th Feb 1985

Marital Status:         Single

Nationality:               Indian

Languages:              English, Hindi, Marathi

Extra Curricular Activities / Achievement
· An active member in the cultural forum in college, organized college festival, participated in inter-college basketball & football competition at inter-college & district level respectively.

· Awarded youngest Black Belt in Taekwondo, World Taekwondo Federation Certified in India at the age of 8years.

· 2nd Den Black Belt in Taekowndo, World Taekowndo Federation Certified

· Won Silver medal in Taekwondo at Maharashtra level
