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Summary 

I am capable and proven Supervisor and Team Leader, who has extensive experience of making the most effective use of call-center staff and technology. With a background in managing Call Center teams, more than able to identify potential areas for improvement within the Customer Service arena. My present employer is very satisfied with my work rate, and I am confident that I can bring the same level of high performance to your company. As a proven leader, I can not only maintain professional relationships with junior staff, but also an expert at promoting a culture of inclusion and diversity. In addition to all of the above I have extensive experience of appointment scheduling, call routing and Call Center industry best practices. Right now I am looking for a suitable position with a company that is looking to recruit people who want more, aspire to be more and work hard to achieve their goals.

Highlights

· Team Lead

· Trainer

· Quality Analyst

· SME (Subject Matter Expert)

· Service and support

· Generating Reports

· Managing large and complex teams.

· Holding Meetings with Superior and Mid level team
· Problem solver

· Good Team Member

· Critical Thinker
· Troubleshooting
· Proficient in Microsoft Office, Excel, Word, Power Point & Outlook

· Managing Service Level

· Positive Thinking
Experience

      Work Experience 5.4 Years

             Team Leader Infrastructure Management [Help Desk and Customer support]
Swift Ant IT Solutions:  [2 Years] Feb 2013 to January 2015
· Responsible for hiring, training and supervising Call Center staff to ensure that productivity goals are achieved and deadlines met

· Determines operational objectives by studying business functions, gathering information, evaluating output requirements and formats.

· Monitors project progress by tracking activity, resolving problems, publishing progress reports, recommending actions.
· Maintains user confidence and protects operations by keeping information confidential.

· Prepares technical reports by collecting, analyzing, and summarizing information and trends.

· Contributes to team effort by accomplishing related results as needed.

· Providing leadership, management and guidance to all Call Center staff.

· Giving motivational speeches to the call center team on a regular basis.

· Holding shift meetings at the start of the working day.

· Coaching and training a call center team.

· Involved with the HR department in the recruitment of call center staff.

· Managing large and complex teams.

· Delivering first class customer service to customers.

· Making notes of any conversations.

· Staff absence monitoring.

· Holding regular meetings with Senior Managers on the performance of the call center.

· Making outbound calls to customers.

· Negotiating with telecom companies to get the best deal from them.

· Compiling statistics and then compiling reports for senior managers.

· Answering front line calls from customers.

· Conducting staff performance reviews.

· Handling any customer complaints.

· Responding to customer email or telephone inquiries.

· Ensuring high quality and accuracy of work from call center staff.

· Putting together daily performance reports for senior managers.

· Liaising with the Call Center management team to monitor the effectiveness of service policies and practices.

· Troubleshooting any operational problems.

· Tracking the number of inbound calls.

· Being visible at all times to all call center staff.

· Presenting commendations and awards to staff.
Team Leader [Airtel Platinum Postpaid Tamilnadu inbound process]

Aegis Limited: [ 8 Months ] June 2012 to October 2012.

Team Leader [Airtel Tamilnadu (GPRS) inbound process]

  Hinduja Global Solutions Limited: [2.4 Years] April 2011 to June 2012.
· Motivating and inspire team members.

· Facilitate problem solving and collaboration.

· Encourage creativity, risk-taking and constant improvement.

· Recognize and celebrate team and team member accomplishments and exceptional performance.

· Focus team on the tasks at hand or the internal and external customer requirements.

· Conducting team meetings on weekly basis to discuss about process improvements.

· Conducting ICE huddles.

· Audits based on CQ, ICE, repeat and high AHT

· Coaching team to improve their confident and skills to go for second level

· Managing service level.

· Down time escalation (internal and external).

· Sharing VOC to clients.

· Sending call comparison.

· Sending issues of the day.

· Updating and sending daily happenings.

· Communicating with clients and sharing feedbacks to improve process.

Subject Matter Expert (S M E): Oct 2010 to Mar 2011
· Handling 2nd level escalation calls

· Call back to the customers

· Helping new Executive on floor.

· Assisting the new executive for certification.
     Customer relational officer (CRO): Jan 2010 to Oct 2010

· Professional
· Knowledge of call center management techniques.

· Able to type 35 words per minute.

· Ability to assess talent, manage people and motivate others.

· Managing a team of market research specialists.

· Knowledge of disciplinary procedures up to and including employee termination.

· Proficient in Microsoft Office, Excel, Word, Power Point & Outlook.

· Properly handling confidential information.

· Strong decision making ability.

· Willing to work changing shifts, weekends and holidays.

Educational Qualification:

· Bachelor of Computer Application

· Higher Secondary



Personal Profile:

Nationality
:
Indian

Marital Status
:
Married 

Date of Birth
:
24/02/1989

Religion
            : 
Muslim

Languages Known

English, Tamil, Urdu, Hindi, Malayalam

