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Objective: To strive for continuous improvement personally as well as professionally and deliver 
    on the goals and vision that has been set by the organisation.
Key Skills & Strengths:










· Excellent communication and interpersonal skills

· Highly skilled in developing and servicing existing customer relationships

· Ability to work under pressure and adapt to changing policies

· Strong sense of ethical value and ability to multi-task effectively

· Proactive approach to learn new things for personal improvement

· Proficient in MS Office and Power Point 
Career Progression:

Work Experience Summary

Services Private Limited                                                               (April 2008-Feb 2015)
Job Profile:  Process Leader (Customer service) 
· An active team player in co-coordinating various team activities like solving customer issues at the processor level. 

· Helping the team on floor to respond to the customers query and sending out Maturities, Surrender and Deaths Quotes to the policy holders. 
· Monitoring calls of the agent and scoring them on quality parameters.
· Managing schedule adherence and shrinkage.

· Maintaining CSAT score.

· Ensuring that the agents are maintaining AHT and are following the quality parameters.
· Taking team huddles and updating the agents about changes in process on daily basis.

· Maintain weekly reports and audits such as random audit, pend audits, quality sheet, complaint data, escalations etc. 

· To provide training to new joinees. Continuous sharing of knowledge and experience with the new joinees to achieve similar level of performance. 

· To ensure that all transactions are processed within agreed TAT and are in compliance with internal policies, processes and regulations. Ensure that the TAT agreed as per the SLA with the business groups are strictly adhered to. 

· Handling customers complaints and escalations calls.

· Following the rules and guidelines required by UK regulators. (TCF, Anti Money Laundering, Fraud, Breaches, Information Security and Data Protection.) 
Achievements :

· Awarded from time to time by supervisors and manager owing to higher productivity, nil error and innovative idea.

· Best Performer of the quarter (twice),  TCF award and also many spot prizes.

· Star of the month for three months and star of the quarter for two times and many sport prices.
Projects:

· E2E: Successfully completed yellow belt tanning with a certified project (E2E). To ensure that all transactions are processed within agreed TAT and are in compliance with internal policies, processes and regulations. Ensure that the TAT agreed as per the SLA with the business groups are strictly adhered to. 
Educational Qualifications: 
2008: Masters  of Commerce 
· Mumbai University, 

Personal Information:
· Birth Date / Age: 21-Jul-1984

· Nationality: INDIAN

· Gender : Male

· Visa Status: On Visit Visa 
All information provided is true to my knowledge and can be supported with relevant documents.
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