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Objective

An ambitious BCA graduate with significant ability to learn new concepts and put in practice it efficiently for better results. A dedicated professional with open mind and always give priority to honesty and integrity. Detail oriented with analytical bent of mind and a positive attitude. An active team player with strong conceptual analytics and problem solving skills. Now looking forward to grab an excellent opportunity to expand and explore my knowledge to widening the horizons. 
My strengths 

· Dedicated professional with multitasking skills.
· Hard worked with an ability to easily adapt to changing work environment. 

· Keen learner with ability to imbibe new knowledge.

· Pleasing personality with all regulars. 

· Good team leading and managing ability.

· Proficiency in communication.

· Ability to work under any pressure.

· Highly motivated and confident professional.
Professional Summary
· Worked as a Process Executive in Infosys BPO Ltd, Bangalore, India from January 2013 to July 2013
 Infosys BPO Ltd: The Business Process Outsourcing subsidiary of Infosys Ltd. It focuses on integrated end-to-end outsourcing and delivers transformational benefits to its clients through reduced costs, ongoing productivity improvements and process re- engineering. 
My client: While working for Infosys my client was British Telecom Wholesale. It is the internet service provider for the clients like Orange, Plus net etc.

Work profile includes:-

· Exception handling in the automated order management system by using a BT guide called BIA.

· Fixing email queries and complaints of the BT wholesale clients.
· Expediting the broad band ordering as per clients requirement.

· It is a B2B profile.

· Organizing team huddles at the end of the day.

· Providing process updated to the peers. 

· Updating the broad band installation details from on site BT engineers to the application.

· Monitoring the expediting requests and exception in the automated system.

· Updating the clients about the progressing of requests via email and chat.

· Worked as a Service Desk Analyst in Ernst & Young, Trivandrum, Kerala, India from March 2014 to March 2015  

 Ernst & Young (EY): It’s a multinational professional services firm headquartered in London. It is one of the “Big Four” audit firms 

Client: Provide support to the internal users in EY – Middle East and North Africa Region. 

Work profile includes:-

· Monitoring the service delivery tool. 
· Clearing the service request queue in 15minutes and assign the request to the correct team.

· Our team is the first point of contact for the entire MENA Region.

· Handling the calls and emails from the internal EY MENA users and fix their issues.

· Proper email handling.

· Pull up the performance report for the entire team.

· Call drop analysis for the team sing Microsoft Excel (Pivot table and filters)

· Pull up the monthly performance report and report to the supervisor.

· Providing training to the new joiners (Buddy System in EY).

· Provide ideas for process change and solutions to simplify the process.

· Sending IT News flash to entire MENA region including Damascus& UAE.

· Handing the global service delivery tool called service now.
· Escalating users issue to 2nd and RD level.

· Scheduling conference call bridge to internal users and clients for meeting  

Educational Qualifications
· Bachelor of Computer Application (BCA) from Amrita University, Mysore, India in 2011.

· Higher Secondary from State Board of Education, Kerala, India in 2007.

· Secondary School Leaving Certification from State Board of Education, Kerala, India in 2005. 

Skills
· Typing speed 40 WPN with 90% accuracy.
· Lean 6 Sigma Induction Training.

· Excellent experience in MS Word, Excel, Outlook, IBM Lotus Notes, Microsoft Office Communicator, Apple iOS.

Extra-Curricular Activities and Achievements
· Award from President of India (Dr. APJ Abdul Kalam) for the Best Citizen.
· Implemented process changes in EY as per my suggestion.

· Certified 6 Sigma Induction Training from Ernst & young.
· Volunteer leader for the University Meet held at Calicut, India.

Personal Profile
Date of Birth                                 : July 14, 1989
Gender                                          : Male
Marital status                               : Single
Religion                                        : Hindu
Nationality                                    : Indian
Visa Status                                   : Visit
Languages                                    : English, Hindi, Malayalam, Tamil, Kannada, Learning Arabic
Interest & Hobbies                       : Photography, Travelling, Social Activities
References can be provided up on request.     
