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Professional Profile
· Goal-Driven professional with 8  years of significant, progressive  Call Center, Service Delivery, Service Management, System administration, Technical Contact center experience and expertise that is highly applicable to Technology, Quality, Coaching and People management, Investigations including ability to deliver superior, personalized client service, cultivate strong business relationships, make real-time decisions, and resolve issues in a way that propels innovation and growth.
· Excellent team player who listens, thrives on collaborating with diversely talented team members, and integrates their divergent thoughts, opinions, and perspectives in to meaning full actions.
· Highly effective verbal and written communicator.

· Energetic, competitive achiever who can inspire and motivate team members, successfully manage multiple priorities, and perform under pressure in a fast paced, rapidly changing environment.

· Visionary and global thinker who is degreed in Computers and adept at training, counseling and coaching team members.
TECHNICAL PROFICIENCY

Internet & Research                     LANs/WANs 

Web-Based HR/PR
             Networks/administration 
Database Management                 MS Project

Access

             Outlook

Oracle

Client Server Technology            MS SQL/SQL

SAP

             MS Exchange
                   L Domino
Scripting                                        XML, DHTML
     ASP, JSP
             
             VB Script

J Script
Programming Languages            C, C++, COBOL

Java

             MS Robotic Studio           VC++

Testing 

QTP 9.2

Professional Summary
September 2010 to Present Senior Customer Support Executive Cards and retail services 
Joined the Company as a customer support representative and then moved in to Banking Sales of different insurance and Credit card Mortgage and other credit financial sales which are vital to HSBC Premium customer’s base.

Email and Chat support on the products offered on insurance and other insurance related clarifications for premium customers only.

Department: AML Compliance Operations

Company: HSBC Electronic Data Processing India Pvt. Ltd. Visakhapatnam Sale of different insurance products to Retail / Corporate/ and Premium Customers.

Then moved on to Conduct anti-money laundering investigation on transactions conducted by our Clients (HSBC group members, other banks and companies) within themselves and with their customers, with HSBC applications like IBM Green Screen specifically into KYC, EDD, CDD, RDC world Check etc.
• Identifying and verifying the identity of customers, performing classification checks, and reviewing any political connections associated with the client. 

• To check that KYC Applications & MF applications forms filled by investors are correct and complete

• Monitoring of a customer's transactions against their expected behavior and recorded profile as well as that of the customer's peers.

• Banks doing KYC monitoring for anti-money laundering (AML) and checks relating to combating the financing of terrorism (CFT).

• Analyze the transactions in the accounts and investigate for any Money laundering and Terrorist Financing activity involved.

• Understanding the customers background details (KYC – Know Your Customer), which includes identifying the sources of income, employment status, nationality and other account details.

• Performing Enhanced Due Diligence (EDD) on the customer and related parties using various Internet tools (including Google Search and World Check).

June 2005 till 2008 Nov, Line Manager Operations – IBM Global Services , Joined as a customer support  moved in as a SME/QA in Aug 2005, Promoted as an AM-Ops in 2006, till date continuing in the same service with flying colors.
Core Objectives in Current Role (IBM)
Network and system administration / Technical support for Administrative tools like Domino server, SAP servers and RSA Servers (Administering the tokens),  PE (Production backup Executive) Taking incremental backup of all the production servers Hosted on LES(Linux Enterprise Edition), configuring the wireless and wired CISCO (linksys) routers wireless all WRT models and all the wired routers, wireless USB's, Switches, media adapters, gaming adapters, access points, bridges Worked on configuring Outlook Express, Microsoft Exchange Server, Outlook 2000, Process training and call handling was on the following areas Handled calls relating to Dial-Up and DSL processes relating to installation, configuration and troubleshooting of queries arising on Dlink routers, OS like Windows 98,XP,  NT , 2000, 2000 server, LAN, Dlink Routers.
Highlights of Professional experience in IBM
All experience attained during the career with IBM, 2004 to present.
June 2006 - 2008(IBM HYD)– First Line Manager (Operations and Transitioning technical helpdesk for internal networks)
· Involved in Project Lean (identification of waste, elimination, and execution)
· Managing 45 People in a process which is vast in its scope of operations.

· With Best employee satisfaction close to 100% a bench mark of its own

· Managing the best team across Bangalore and Hyderabad ,My Team stood on the top for 8 straight months in a row  now and still going strong With Best in class metrics without compromising on the SLA’s

· Hands on experience in ITIL process with its implementation in processes starting from IGA EMEA, Astrazenica and now IGA NA was successful all the while

· Negative attrition < 10 in last one year.
· Positive Attrition >35% with placements varying from second line, server support and application development 

2006 Aug – Promoted as an First Line Manager, handling a Team of 45 including Sme’s Trainers, Control Desk and Quality with a proven track record highlights in the current role  -
· Assistant manager of the Quarter 1,
· Best Resolution times and CSAT from the site so far.

· Positive moment of team members in to different roles .

· Now operating as a Control Desk Team lead as an additional responsibility who raise SEV 1’s

· Best CSAT for HYD site for the current month…growing stronger.
· Turned a group of freshmen in to complete performance machines
· Only manager who was awarded with 100% ESAT 

· Implemented and executed project lean with 0 errors and saved up to 300000$ (USD) for IGA
Additional Certifications and Expertise

· Leading @ IBM

· BBNL

· Team Leader Training(IBM)
· A+

· Hardware 
· ITIL(Trained , Certification Date Booked)

· PM54G
· Six Sigma(Yellow Belt)
· Project Lean(All three Phases)

· CCNA trained 
Education:

(BCA)Bachelor of computer applications - with first class 2001
(MSC)Master of sciences in Information systems – Distinction 2003
