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Objective
To make a successful career in an Industry, where I can nurture my talents and knowledge and put them into effective use in the professional scenario, which would yield positive results, both for the organization and me. To give excellent performance and to translate my experience, skills and abilities into value for the organization.
Expertise
· Training and Development

· Retail Management

· Relationship Management
· Quality Management
· Excellent Communication Skills
· Data analysis, Reporting, and Project management.
· Self-motivated, quick learner and can maintain calm under stressful situations.

· Positive, sincere and hardworking attitude.

· Familiar with and have worked on applications like As400, Homebase, PeopleSoft, CRM and various other applications.
· Worked on Projects like FNMA Claims, Sr. Lien Update, Post Pay Billing, NRI Process, Telecom (D2H)
Professional Work Experience – 10+ YEARS
Tech Mahindra






Oct – 2013 to Till Date
Title: Customer Relations / UK – Care: Billing - Post Pay
· Responsibilities :
· Deal with customer queries such as explaining their bills, taking payments. 
· Take ownership for every customer query and co - ordinate with multiple departments and functions until it is resolved.
· Provide end to end support and guidance to Customers to close their issues.

· Engaging with customers personally or via call / email in case of escalations.

· Adhering to the SLA  
· Following up with the customers as and when required
Bank of America





Mar – 2009 to Oct - 2012
Title: Sr. Team Member / Foreclosure and Bankruptcy department.
· Responsibilities :
Sr. Lien Update – Review the Jr. Lien and Sr. Lien status, i.e. updating the Sr. Lien after contacting the attorneys and mortgage companies, on regular basis to ensure countrywide database reflects current loan information. 
Fannie Mae Claims – Filing claims for FNMA our client to recover the expenses incurred by Countrywide (Bank of America) for the client. 
Processed foreclosure claims, gathering all necessary data to process claims
· Initiatives :
· Taking Team briefing to keep them updated on the recent process Updates.
· Did 100% quality check of the new comers to help them achieve their goals.
· Conducting refreshers for new joiners on their findings.
· Got certified on Six Sigma training.
· Attended Trainings: Who Moved My Cheese, Excel Training, Word Training.
· Assisted the Team Leader in Collating Production Counts on daily basis.
· Allocated work to the team members in absence of the Team Leader.
· Achievements:
· Received Gold Award in the year 2010 for achieving 100% quality throughout the year.
· Received Silver Award in the year 2011 for Apr-Jun for achieving Six Sigma and exceeding Productivity.
Firstsource Solutions Ltd





Sept – 2006 to Mar - 2009
Title:Process Trainer
· Responsibilities :
· Training new recruits on Product, Behavioral Analytics
· Developing and designing modules for Soft Skills training and leadership programs for Team Leaders and advisors
· Preparing coaching modules and training methodology based on performance analysis
· Monitoring performance tracker for pre and post training/coaching/feedback. 
· Evaluating calls of Tier 1 and Tier 2 agents as per quality parameters and suggesting improvements
· Analyze monthly Quality reports for Training Needs Identification. 
· Conducting refreshers based on TNI
· Conduct Weekly Updates session and Knowledge checks
· Coordinate with the Client on weekly basis for Escalations improvement and issues related to the software and application used on production floor
· Weekly calibration calls with clients, operations, quality and co-trainers to ensure that everyone is one the same page with respect to policy, procedures and soft skills
· Achievements:
· A Certified Trainer on training stances, training delivery and international training standards from First source in Jun 2007
· Over achieved the target for training yield and client TAT (turn-around-time) for cascading updates across the floor
· As per business requirement, was aligned to a domestic process to create training modules and competitive charts to improvise the process in order to meet the training benchmark set for a Large Satellite TV service as a new launch for FIRSTSOURCE – India.  
Secured the highest scores in certification conducted by the clients.
Title:CSA (Customer Service Associate)

· Responsibilities :
· Answering outbound and inbound customer telephone calls 
· Floor walking
· Preparing knowledge checks for the team
· Mentoring new team members 
· Coordinating Fun events bi-weekly for the floor
· Achievements:
· Nominated as one of the SME for the floor to handle new reps during OJT period

· Along with taking calls also have experience in making and handling team reports, team briefings and performance orientation Programs for team members in P.I.P (Performance improvement Program). 
Was the only CSA to be nominated as an acting trainer for a week by the Operations Manager
TIMES RETAIL-Planet M





Nov – 2005 to Jun - 2006
Title:Customer Service Associate / Cashier
· Responsibilities :
· Coordinating
· Handling Cash Counter
· Managing the floor
· Achievements:
· Was promoted to the Cash Counter from the floor within 3 months with the company.
· Educational Qualifications :
S.S.C. Year of passing:

March 2002
H.S.C. Year of passing: 

Feb 2004
Graduate. Year of passing: 
June 2011
· Software Knowledge
Proficient in working with Excel, MS Word, Power Point, Outlook. 
· Personal Information
Date of Birth 

:
May 27th, 1985
Marital Status                 :
Married
Languages known
:
English, Hindi and Marathi
· Hobbies and Interests
· Sports, swimming, trekking, travelling, driving, etc. 
· Listening to music and watching movies.
