                                                                                                           
Summary: 

· Full time BSc Graduate with expertise in Mortgage field.
· End-to-End Talent Acquisition with focus on Quality, Speed & Cost effectiveness. 
· Presently working with Ocwen Financial Solutions Private Limited as Research Associate.
Professional Experience  
  
Ocwen Financial Solutions Private Limited



December 2014 – Present
Designation: Research Associate
1) Handle customer complaints received through calls (voice) and / or various other intake channels like email / fax / mail / internal resources (non-voice)
2) Carry out detailed and accurate analysis of the customer's query in order to provide complete and correct response, the very first time and with top notch Quality.
3) Coordinate with internal departments to obtain data / clarification required to respond effectively to the Borrowers and within stipulated TAT . Escalate delays to concerned BU's or escalation points on a daily basis.
4) Handle escalations and complex issues effectively and efficiently. Daily follow ups to be done on pending cases to take them to closure on priority
.

5) Take up additional responsibilities like assisting in maintaining and updating research procedures and training manuals, process improvement programs, assisting new staff etc.
6) Take ownership of pending issues and work towards First Call Resolution.
7) Efficiency and TAT at 100%
8) Quality > 95% across all queues (includes Voice and Non voice)
9) Good process and system knowledge. Staying abreast with the Process changes and updates.
10) Ability to handle escalated cases / irate Borrowers. Customer Focus and Responsiveness.
11) Develop and Improve Soft Skills - primarily Team Work.
12) Effective voice & written Communication skills and taking up initiatives.
                                                                       
EDUCATION: 

Matriculation from Vidya Dayinee Education Society affiliated to Karnataka Secondary Education Examination Board – Full Time Course – First Class – Year 2008

Intermediate from Sheshadripuram Pre-University College affiliated to Department of Pre University Education – Full Time Course – Second Class – Year 2010
Bachelors in Science from St. Joseph’s College of Arts and Science affiliated to Bangalore University – Full Time Course – Second Class – Year 2013
Masters in Business Administration from Sikkim Manipal University – Distance Education – Pursuing
Personal DETAILS:
Date of Birth                    :  29- June-1992
Religion                    : Hindu 
Languages Known        :  English, Malayalam, Kannada and Tamil
Nationality                      : Indian
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