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Graduate in English with Journalism and Fiction with 6 Years of Experience in Human Resource and Customer Service

Objective

Looking forward to the challenges of great responsibilities to become an integral part of a dynamic organization, which will give me an opportunity to utilize my skills and experience and provide future career growth.
Career Profile
Organization

:    
Infosys BPO Ltd, Bangalore (March 2014 to Feb 2015)

Designation

:
Sr. Process Executive

Client 


:    
British Telecom

Duties & Responsibilities
· Monitoring calls and emails and providing feedback to the advisors.

· Understand business requirement; coordinate in developing process flows, implementing and transitioning processes line with internal guidelines.

· Helping Learning and Development Department to improve the training process

· Handling complaints and queries raised by UK based clients and giving resolution within TAT

· Analyzing escalations raised by clients and preparing action plans

· Creating WTD, MTD reports and submit them to higher level managements

Designation
:

North Gate Arinso, Cochin (Sept 2011 to Jan2014)

Designation
:

HR Associate

Client
:

Convergys Corporation, USA

Duties & Responsibilities
· Managing a team of 11 members who handle queries from US based employees on Benefits, Leave of Absence, HR admin, Garnishments, Payroll, Termination, etc. Queries are handled via inbound calls, offline cases and emails. Total population supported is above 20,000.
· Processing STD payment for employees in different job levels.

· End to End processing of Leave of Absence.

· Resolving various issues related to Leave of absence, Benefits, Payroll and Life insurance,

  Reimbursement, Termination etc..
· Handling client escalations and preparing action plans.

· Initiating calls with clients and onshore NGA team to discuss process improvements.
· Find out resolutions for Escalations raised by ER managers within TAT.

· Work with the employees and their line managers to resolve issues related to leave of absence, benefits etc.

· Coordinate different departments like payroll and benefits while employees are on Leave of absence.

· Update Tools like Absent Management System, PeopleSoft, Ecaseetc
Organization
:

Sutherland Global Services, Cochin (March2010 to Aug2011)

Designation
:

Consultant

Client
:

McAfee

Duties & Responsibilities
· Worked as a virus removal consultant for McAfee Platinum paid services.

· Handled inbound calls from US customers of McAfee.

· Remotely access computers and troubleshoot.
Organization
:

LCC, Mananthavadi (July2009 to February 2010)

Designation
:

Communication Trainer

Duties & Responsibilities
· Providing communicative English training for Students, Teachers, professionals etc..

· Submitting reports to higher managements

· Preparing syllabus for communication training
HR Applications and other Tools
· Excellent Knowledge and experience in HR tools like Absent Management System, PeopleSoft, Ecaseand Work Force Management System
· Expert in Microsoft PowerPoint, Microsoft Excel: Pivot table, V lookup, Data analysis etc.
Education

· Bachelor of Arts (Functional Englishwith Journalism and Fiction) – Kannur University, Kerala (2006)
· Post Graduate Diploma in Computer Applications – Institute of Human Resource Development, Kerala(2008)
Summary of strengths and capabilities
·  Excellent communication and interpersonal skills.

·  A result oriented individual.

·  Perseverance with “can do” attitude.
·  Passion to work in excellence

·  Self-motivated team player.

· Very Fast learner

Professional and Soft Skills

· Excellent customer service skills

· Thorough knowledge in Labor policies.
· Experience in staff management.
· Experience in People Soft.

· Experience in Absence Management, Payroll and benefits.

· Experience in providing training and knowledge transfer.

· Excellent Communication Skills.

· Problem Solving Skills.

· Developed ability to work in a fast-paced atmosphere

· Out Standing Thinking ability

· Experience interacting with the customers, capturing requirements/issues and providing pragmatic solutions on time.

· Ability to follow instructions well and make decisions with no supervision

· Proven ability to work in unison with staff.

· Goal-oriented individual with strong leadership capabilities.
Achievements
· Received Best Performer of the Month Award multiple times from North Gate Arinso.
· Fast Tracker Award from McAfee Platinum Paid services
· Best performer award for Customer Delight from Infosys BPO Ltd

Personal Information

Date of Birth
:

08/01/1986

Marital Status
:
Single

Sex
:

Male

Nationality
:

Indian
Visa
:

Visiting Visa

