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Call Center Agent(CSR), Audit, Quality, Payments (Billing) Handling Customer service & Complaint, Correspondence Head (Document Controller), Training & Client servicing (Handling international clients), Cashier and Sales, Customer service executive, Admin & HR Assistant
CAREER OBJECTIVE

To succeed in an environment of growth and excellence and earn a job which provides me job satisfaction and self development and help me achieve personal as well as organizational goals.
KEY STRENGTHS

· Professional Management Skills: -

· Meeting Objectives

· Time Management

· Decision Making

· Motivating and Inspiring peers

· An eye for detail.

· Analytical skills.

· Interpersonal and communication skills. 

· Problem-solving ability.

· Excellent leadership qualities.

· Support capabilities.
· Client servicing & Admin
SUMMARY OF EXPERIENCE

· More than 10 years of experience in international call center at different levels.

· Well-rounded background in Auditing, Quality, Handling customer service & complaints and litigations, Training, Collections, customer service, people management, client servicing and leadership.
· Skilled in mentoring, monitoring, motivating and supervisory escalations.

· Excellent communication skills and ability to manage client relations and their expectation.

· Worked as cashier, front Desk office, making entry of payments, handling customer queries.
· Document controller.(Head of correspondence for American Express 3rd party collections)
WORK EXPERIENCE

Xplore Infocom Solution (Altius) June (2014 –  Feb 2015)
Quality Executive

· Handling admin team & client servicing for India office.
· Managing entire payment processing (Billing)
· Email Audits for the entire department.

· Audit for Sales process for Canadian company CDPCL
· Giving live feedback on Skype to Canadian representatives.
· Identifying areas of opportunities through daily auditing

· Maintaining data for Audit purposes.
· Publishing daily reports to operation. 
Zenta/Accenture/NCO India Pvt. Ltd. (Veldos)  (March 2005 – May 2014)

Sr.Quality Auditor (Aug 2012-May 2014)
· Auditing American Express Accounts.
· Handling client servicing for American Express
· Conducting Audit and Compliance training sessions for new hires.

· Conducting briefings for agents on client updates & policies and procedures.
· Mentoring newly appointed and existing Quality Auditors
· Maintaining data for Audit purposes.
· Giving feedbacks on audit errors.
· Handling correspondence for the department of American express third party collections.
· Generating the audit reports to analyze the audit errors to share with operations on daily basis. 
· Measures to be taken to prevent audit errors by conducting briefing for team managers and representatives.
Sr.Quality Analyst. (Apr 2011-Jul 2012)
· Monitoring calls and delivering timely feedbacks.

· Conducting Quality and Compliance training sessions for new hires.

· Conducting briefings for agents on client updates & policies and procedures.

· Conducting Call Listening sessions and Call Calibrations.

· Identifying areas of opportunities through daily monitoring.

· Mentoring newly appointed and existing Quality Analysts.

· Maintaining data for Audit purposes.

· Handling escalated calls & irate customers.
· Auditing American Express Accounts.
· Giving feedbacks on audit errors & taking measures to prevent them.
· Handling and resolving customer’s complaints, queries & litigations.
· Handling correspondence for entire department of American Express third party collections.
 Quality Analyst (Jan 2007- Mar 2011)
· Monitoring calls and delivering timely feedbacks.
· Conducting Quality and Compliance training sessions for new hires.

· Conducting briefings for agents on client updates & policies and procedures.

· Conducting Call Listening sessions and Call Calibrations.

· Process specific compliance monitoring.

· Identifying areas of opportunities through daily monitoring.
· Supporting bottom performers and new hires by doing additional monitoring and feedbacks to improve performance.

· Maintaining data for Audit purposes.

· Handling escalated calls & irate customers.
· Handling and resolving customer’s complaints, queries & litigations.
· Handling correspondence for entire department of American Express third party collections.
Sr.CRA.  (Mar 2005- Dec2006)
· Handling third-party collections & Costumer Service.
· Achieving collection targets and daily calling targets.
· Meeting required quality parameters and being compliant on calls.
· Handling Team in absence of Team-leaders.

· Handling escalated calls & irate customers.
· Accountable for performance of agents assigned.

· Coaching and mentoring OJTs.

Achievements:

· Received Employee for the month of June 2006.
· Received Service Excellence award for the month of October 2008.
Front Desk Officer for Santron Computers (Mar 2003-Sep 2005)

·  Cashier

·  Handling Sales, services & Admin. 
· Handling Customers Queries

· Data Entry & Filing.

HR Assistant for Career With Us (2009 -  till date) Free Lancing

· Checking the requirement everyday and keep a track of it. 
· Helping the HR in their documentation part.

· Cold calling on the data base.
· Schedule interviews directly with employers as per the requirements
ACADEMIC QUALIFICATIONS
· H.S.C          
from  DVM Junior College (Dadar)


               (Mumbai 2005)
· S.S.C        
from  Don Bosco High School (Matunga)    


(Mumbai 2003)  
EXTRA QUALIFICATION
· MS Office
· Email etiquettes training.

· Training etiquettes. (How to train people).

· Completed Kaizen Training (2009)   

· Workshop on Team bonding and Retention.
PERSONAL DETAILS

Date of Birth:

22nd December 1983. 

Marital Status:

Married

Nationality:

Indian

Languages Known:  
English, Hindi & Marathi.

Hobbies:

Playing Cricket & Soccer
