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OBJECTIVE
To be a part and parcel of an organization that utilizes my skills and abilities to fulfill the organization’s objectives, resulting in the growth of both, organization and myself.

EXECUTIVE SUMMARY

· Executive professional with over 13 years of experience in Operations (Customer Service)
· Capable of working as a member of a cohesive team, complementing the skills and work of team members from diverse backgrounds and experiences.

· Excellent oral/written communication skills with an ability to interact effectively & foster collaborative relationships with employees at all levels of the organization.

· Well versed with systems like E-CRM, SAP, Arbor, Remedy

· Yellow Belt Certified for 6 sigma project of RIVER (Reduction in Vendor Enquiry & Requests).

· Able to work effectively under pressure. 

· Analyzing problems and finding solutions.

EMPLOYMENT PROFILE

April ’09 – August’15 at Vodafone Shared Services Ltd. as a Jr. Executive.

TRAVEL AND EMPLOYEE REIMBURSEMENT TEAM from (March 2014 – August 2015) 

· Managing store and branch imprest advances

· Checking and validating of salary JV, full and final settlement JV and their related payments.

· Maintaining inward of the claim received.

· Reverting to the employee query mails, against the claims raised.

· Checking and passing employee claims as per policy,

· Preparing and updating the employee claim tracker.

· Managing work related to Employee Claims Processing – 
· Policy Related Claim-
i) Domestic Travel Settlement Claims
ii) Local Conveyance Claims
iii) Foreign Travel Claims
iv) Relocation Claims

· Non Policy Claims- 

i) Imprest related claims for Zones, Branch and others
ii) Other Claims – Staff amenities, Network repair & Maintenance and other
BUSINESS SUPPORT TEAM  (April 2009 – Feb 2014)

· Handling queries, requests & complaints from vendors/circle and providing the maximum number of FTR (First Time Resolution) with good quality & productivity through calls/emails within TAT.

· Coordinating with the circle and other teams for processing of the invoices and release of the vendor payments.

· Handling Complaints & Escalations if any raised by vendors/circles with end to end solutions

· Appointed as a Relationship Manager for the 9 top vendors.

Notable Accomplishments:
· Done Auditing for around 200 samples for the mails reverted by the team members from Feb’13 to June’13, and got Spot award for the same.

· Have received the Super S’Star from circle for understanding the urgency and resolving the concerns on timely basis.

· Had an active participation in the yellow belt(6 Sigma) project – RIVER(Reduction In Vendor Enquiries and Request)
January ’04 to March ’09 at HDFC Credit Card Division as a Sr. Officer – Customer Support

· Handling inbound calls for credit card customers’ queries & complaints online and giving best possible resolution. Also adhering to the set parameters of the center i.e., Talk time, aux time, service levels.

· Cross-selling of products like Cash –on- Call & Balance Transfers.

· Handling of correspondence inflow and outflow of the center.

Additional responsibilities:

· Looking at the performance and accuracy  inbound, was shifted to the Helpdesk Dept as the 

Helpdesk Officer to ensure hundred percent adherence to the process quality set by the Bank for Customer services and management. 

· Maintenance and checking of log sheets on daily basis raised by the executives/agents for various log sheets as per the Bank’s norms.

· Responsible for maintaining records and checking the day-to-day referrals done by the agents to other departments basis customer complaints/queries.

· Checking and validating the monetary reversals approved and raised by the agent and the supervisors for various charge waivers on credit card accounts.

· Giving relevant feedback on a daily/weekly basis to those respective agents who are repeatedly falling under the discrepancies category to ensure maximum accuracy.

· Passing feedback to Centre Manager, Supervisors.

July ’02 to October ’03 at Citizen’s Yellow Pages as a Information Retrieval Officer (IRO)

· Handling inbound calls received from customers & providing information with company’s  address & contact details.

· Updating records of the customer’s.

ACADEMIC CREDENTIALS
· Bachelor of Commerce from J.G.College of Commerce, A'bad, India, with second class.

· H.S.C from Gujarat State Education Board, Gujarat, India, with First Class.

· S.S.C from Gujarat State Education Board, Gujarat, India, with First Class.

PROFESSIONAL QUALIFICATION
· PGDIBO (Import & Export) from IGNOU.

Technical Skills

· MS Office, MS Excel, Tally ERP 9, Basic computer knowledge & Internet.

PERSONAL DETAILS:

	Date of Birth
	:
	12th December, 1981

	Marital Status
	
	Married

	Nationality
	
	Indian

	
	
	

	
	
	

	Visa Status.
	:
	Visiting

	Languages Known
	:
	English, Hindi, Malayalam & Gujarati

	Hobbies
	:
	Listening to music, shopping

	Strengths
	:
	Self-Disciplined & Confident, Honest, Dedicated towards work.


