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Mid Level Operations
PROFESSIONAL PROFILE
            Goal Oriented Person and always carrying a positive attitude towards work
· High performing operations executive with expertise in planning, leadership, problem resolution & analysis.
· Skilled strategist who transform strategic plans into workable solutions and benchmark performance against key operations targets.
PROFESSIONAL EXPERIENCE
Company Profile:- Ecovert FM Qatar ( Al Mirqab Facility Management ) - Doha
                               April 15 – 2014 till Date.

Job Profile:-Administrator Officer - On Site working with Qatar Gas
· Currently working on site with Qatar Gas – Doha HQ as an administrator.
· Successfully managing a team of 14 technicians with all clerical works with team roster and team attendance reports as office admin.
· Handling client reports on daily basis and following with the team on day to day activity.
· Regular follow up on PPM schedule as per the schedule planner for maintenance of the site designated.
· Coordinating with the site supervisor and the client and keeping a tab on the pending PPM.
· Ensuring all the contracts are in place with the sub-contractors for monthly, quarterly and yearly maintenance.
· Adhering to all safety policies and ensuring all the team members are following the same when maintenance work is carried out.
· Ordering of materials from store if required for any maintenance work and book keeping of the same. 
· Handling a store with all the monthly invoices of all the materials going IN/OUT of the store.
· Keeping a track of the material used on any of the PPM or work order for maintenance work.
· Closing all the scheduled PPM and work orders as per client SLA in the CAFM system to ensure the performance report is up to date for the site.
· Communicating with the client in bi-weekly meetings about the update on scheduled assets PPM (Planned Preventive Maintenance) if any pending.
· In addition to make any report if requested by the client in regards to work related queries.
· Offering customer service to client calls on site in regards to maintenance in the tower and following the same with the technician if work done.
· Preparing the client monthly report  for invoicing purpose.
· Over all doing a multi task work.
Company Profile: - Spanco Respondez Bpo Pvt.Ltd, Mumbai – February 2006 to Feb 2011.
Job profile: - Team Leader (Resurgent Capital Services - USA Collections)
· Successfully managed a team of over 20 agents, motivating and driving collections in order to reach a set goal from client both on liquidity and amount of dollars placed.
· Coaching and Mentoring.
· Coordinating with the Quality Assurance Team / Training Team / Sr.Managers for improvement of the process productivity and performance. 
· Giving timely and prompt feedbacks to the agents in regards to their daily performances.
· Analyzing the reports generated by the Quality assurance and discussing with agents for improving performance periodically.
· Assessing the team performance with senior management and strategizing future goals.
· Auditing and Reviewing accounts so as to keep a track of the work progress of every agent for the business placed on their individual Desks.
· Conducting appraisals & performance reviews of the team and providing feedbacks on areas of improvements.
 IT Knowledge:-Handling US & UK Operations Dialer. (March – 2011 and Sept- 2011)
Handling US and UK operations Dialer, To Run PREVIEW & 
PREDECTIVE dialer for operations as per requirement 
Fair Knowledge of Importing and Exporting Dialer Database through SQL
Enterprise Manager, on the Aspect Dialer
Switching the client leads accordingly as per process requirement for better sales 
And collection, for the teams to perform better and meet the dailies
Finding Call recordings through raw database from (SQL) and Aspect
For Quality Assurance Dept if required for Client call calibration and complaints.
Processing login Hours Report Process wise from DATA VIEWS for MIS team
 Team Leader (U claim 4 me - U.K Based Claims Process) October 2011 –Feb -2013.
Nature of the process – Lead Generation process where in day to day activity is to 
Generate lead and meet client expectations.
Handling a team and leading them to meet the daily target of transfers as per client requirement, and maintain the daily SPD / SPH of the process as per client.
Barging agent’s calls and giving them feedbacks on day to day basis to improve performance 
And productivity of the process
Sit with Quality team and help agents to enhance their skills on calls and have them improve on quality scores and attend calibrations sessions with team and set standards if necessary. 
Team Leader (You Tube –U.K- Project Auto dance) June 2012 to Present
At the same time Handling U.K You Tube process as a content manager for Just Dance
Software
Nature of the process – To Edit or Delete videos from the You Tube site uploaded from the cell phone, as per client requirement and send them the report as per to daily activity done.
Above both processes has been handled hand in hand effectively
Team Leader (Guthy Renker – UK Project + Ubisoft – Australian Project) Feb 2013 to Present
Nature of the Process:-
Take inbound up sell calls for Guthy Renker UK a television infomercial channel for cosmetics and exercise equipments.
Converting promotional calls to continuity plan as a benefit to the client as a requirement of the process also.
Maintaining AST/AHT of the team as per inbound process requirement, training agents for sale + up sell conversion in minimum time.
Interacting with client accordingly and maintaining individual report for meetings and conference calls.
Giving the best conversion percentage compared to other competitors.
Cosmetic Products: - Sheer Cover / Reclaim / Wen / Proactiv 
Exercise Equipments: - Billy Blanks / Zumba Fitness
UBISOFT:-
Take inbound calls for UBISOFT Australia in terms of technical and shipping 
Enquiry and Trouble Shooting for Games
Customer’s calls with Technical and Shipping queries, taking customer problem under recognition and solving the same on the call or online via Email
Handling customers with effective customer service and resolving the issue.
UBISOFT ONLINE MODERATION:-
At the same time handling the Watch.com online moderation process as a content manager for Assassins Creed gaming portal
Nature of the process – To Edit or Delete videos from the thewatch.com site uploaded from the fan club sites as per client requirement and send them the report as per to daily activity done.
Working on Dual profile handling UK and Australian projects together
Company Profile: - Tracmail Pvt. Ltd, Mumbai – February 2005 to January 2006
Job profile: - Customer Service Representative (American Express Credit Card Collections)
· Worked for U.S Process.(NCO Collections) – Third Party
· KRA –Sr CSA, Third Party Collections (Collecting on Past Due accounts of Credit Cards
· One of the Best Agents on the floor.
Company Profile: - Nimrod Advertising, Mumbai – March2002 to December 2003
Job profile: - Senior Marketing Executive.
· To meet client for their advertising requirements and fulfill their demands as per the product in the market.
· To attend meetings and fix appointments for the client.
· To create new leads for more business. 
Rewards & Recognition: - Spanco Respondez
. Awarded the Best collector for the Quarter in Respondez for Year 2006
  (Portfolio Sherman)
. Awarded for Organizational Commitment and Dedication for the month 
 Of October 2008
. Awarded the certificate of Appreciation for Positive Team Performance for the 
  Year 2010 (Portfolio – Resurgent)
. Awarded Best Team Leader of the Year 2010 (Portfolio – Resurgent)

Kirti Ovathu

EDUCATIONAL BACKGROUND
· Passed H.S.C IN YEAR 2000
· Passed S.S.C IN YEAR 1997 
Computer Knowledge   
· MS OFFICE – BASICS.
· Done Basic SQL (System Query Language) from Aptech Computers.
· Aspect Unified IP Basics
· Basics in SQL – System Query Language
PERSONAL DETAIL
Date of Birth:

19th January 1983
Marital status:
Single
Nationality:  

Indian
Languages Proficiency:   English, Hindi, Marathi, Malayalam
