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CAREER OBJECTIVE
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· To enhance my knowledge and skills consistently to make effective decision-making contribution for the growth of the organization and personal development. 
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PROFESSIONAL EXPERIENCE
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Sep 2007 – Feb 2013: NCR PVT LTD, as Service Coordinator.
Job Profile: Joined as :  Service Coordinator I
· Sydney the busiest territory in Australia FSC is where I had started my journey with NCR. 
· I have gained an exceptional knowledge and command over SPA process which included 
· Dealing with at least 15 Customer Engineer’s at a time. 
· Prioritizing and managing ATM down calls through out the day, with limited resources. 
· Communicating with Account Support, Customer’s help desk, CE’s Territory Managers. And Logistics one of the major ongoing task through the day. 
· Managing each and every customer’s SLA targets was the main business objective. Each and every ATM down call is associated with potential revenue loss if SLA is not achieved. 
· Thus, being the owner of territory along with Territory Manager – we had to maintain customer SLA at all costs. 
· ATM part ordering based on information from CE is also the integral part of the Job – because 1 wrong part order would mean waste of resources and cost. 
· Along with daily activities I also used to assist the team with floor support as and when required. 
· Trained in all other territories in Australia for Back up apart from Sydney. 
· Have received several recommendations and appreciation from TM and customers while handling Sydney and other territories in SPA FSC. 
Promoted to senior level in 2009 :  Service Coordinator II
· Along with normal responsibilities of SC, I was assigned as first Point of contact for Client as it meant more focus and attention which helps to keep their account and SLA in control. 
· In order to assist FSC TL and Account supports with their targets I was generating reports and monitoring CE and SC performance for each territory to avoid any variations in process 
· Developed new ways to fine tune the processes (Part Order / Guards, etc) 
· Have provided tremendous floor support to team mates. Have managed End of Day and Start of Day reports in absence of TL. 
· Working closely with vendors and working to resolve the on-going operational challenges, 
· Also manages AT&T & Cisco Installs for APAC Region 

· Coordinating with the Field operations and Global Logistics services to ensure resolution of customer service requests within the service level agreement. 
· Diligently monitoring customer SLA and implementing standard escalation process when customer SLA deemed to be in jeopardy. 
· Processing of part orders through remedy tool, accurately communicating information to ensure part requests are processed as per requirements 
· Work closely with Territory manager, Account support team and Logistics to achieve Monthly SLA targets for remedial incidents, Installations, project activities and preventive maintenance. 
· Providing timely and accurate information proactively to customer queries to fulfil customers' expectations. 
· Assisted the team with support required and backfilled whenever required in primary as well as after hour’s operations. 
· Coordinate with the team members to solve the work related challenges and providing training and guidance to new team members 

April 2013 till Oct 2013: Firstsource India Ltd, Customer Service Associate
Job Profile: Joined as: Customer Service Associate
· Main Role is to listen to the Query of Customer regarding Internet connection and try to get that issue sorted out. 
· Also assisted TL if required by helping him with assisting New Team Members if they have any Query regarding the process. 

Oct 2013 till May 2015: Sutherland Global Services, Customer Service Associate
Job Profile: Joined as: Customer Service Associate
· Main Role is to listen to the Query of Customer regarding Internet, TV & phone and try to get that issue sorted out. 
· Also does a follow up with Tech if Despatched at Customers Premises 

EDUCATION

S.Y. B-Com from Rajeev Gandhi College Vashi in 2005

HSC from Maharashtra Board with Second Class in 2003

SSC from Maharashtra Board with Second Class in 2001

IT Skills

Microsoft Office - (Word, Excel, PowerPoint), Internet and Software ERP/CRM systems

PERSONAL DETAILS

	Date of Birth
	29th August 1985
	Marital Status
	Single
	

	
	
	
	
	

	Gender
	Male
	Nationality
	Indian
	

	
	
	
	
	

	Languages Known
	English, Hindi, Marathi,
	Place of Birth
	Mumbai
	

	
	
	
	
	

	Religion
	Islam
	Visa Status
	Visit Visa (Sept 2015)
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