Amit                          




Sharjah, UAE
Email: amit.250648@2freemail.com 

Qualification Summary: 

· A versatile, & enthusiastic Workforce Management professional with an overall experience of over 25 years in the fields of Computer Programming, freelance Software Development, Imparting computer classes, Public Interaction and Technical Support and Team Handling. 
· Development and implementation of Quality Assurance Programs that incorporate best practices as well as Key Performance Indicator (KPI) monitoring/improvement to include: 

· Business processes, 
· Staff Morale and retention, 
· Customer Service Focus, 
· Call Center metrics evaluation, 
· Diversified, on-target staff training.
· Established and sustained working relationships with external customers as well as outsource and overflow providers.

· Provided guidance and direction for implementation of new processing mechanisms in support of the overall operation.

· Maintained a strong presence and demonstrated ability to create a positive atmosphere of empowerment and teamwork in order to maximize organizational Quality, efficiency and productivity.

· With a passion for excellence and a focused approach to solve problems analytically, logically and within the given time constraint, looking for challenging opportunities with a push on organizational, employee welfare and overall sustainable growth.
Core Competencies:

· CRM tools including : CAP, MS SOLVE

· Hands on Working experience with MS Excel, (Pivot Table, Data Analysis, Graphical Presentation of Data)

· Excellent communication Skills – written & verbal.

· Team Management

· Workforce Management

· Conflict Management

· Hiring

· Training

· Transition

· Shadowing

· Grooming

· Feedback Sessions

· Day to Day Walk-in Traffic

· Team Retention

· Workload management

· Workload Forecasting

· Emails MS Outlook (All Versions)
Education :

· Graduation from Monad University, India
Certifications:
· 8 Week Team Leader Development Program which included : 

· Six Sigma Yellow Belt Training

· E Learning

· Knowledge Check

· Cross Functional Job Shadow

· Microsoft Windows 9X Cross Training

· Microsoft Windows XP Training Batch

· Microsoft Windows Vista Cross Training
Awards & Recognitions:

· Q Ace Champion
· Ace 100% Retention (For 100% Retention of employees in the team for the year 2011)

· Q Ace Champion Team Leader

· M Ace 100% Retention : November 2011

· M Ace 100% Retention : July 2011
· Client Satisfaction Through Relation Ship Management
· Innovation Factory : For Sharing an Idea for Innovation Factory Drive

· Breakthrough Performance Award

· DMOQ Award (Direct Measure of Quality)  : Jan 2007

· DMOQ Award 

          : Sep 2006

· DMOQ Award 

          : April 2006

Professional Work Experience:
Working with Convergys India Services for last 11 years in different roles in Microsoft Process.



              
Team Manager – Cloud Support Office 365                                                        Jan 2014 - Present
· Ensuring quality delivery of services to the clients, while maintaining the team matrix scores which depend on the surveys filled by customers.
· Provide assessment services to determine gaps in processes related to Call Center Operations..

· Provide call center “best practice” mentoring to senior, middle and front-line management group.

· Provide guidance and direction for implementation of new processing mechanisms in support of the overall operation.

· Provide staff classroom training and Train-the-Trainer Programs in all facets of Customer Service Skills for agents and management.
· Provide feedback to operations team regarding performance trends and areas of improvement.

Team Manager – Microsoft – Small Business Server

 
          August 2013 – Dec 2014

· Ensuring quality delivery of services to the clients, while maintaining the team matrix scores which depend on the surveys filled by customers.

· Provide assessment services to determine gaps in processes related to Call Center Operations..

· Provide call center “best practice” mentoring to senior, middle and front-line management group.

· Provide guidance and direction for implementation of new processing mechanisms in support of the overall operation.

· Provide staff classroom training and Train-the-Trainer Programs in all facets of Customer Service Skills for agents and management.
· Provide feedback to operations team regarding performance trends and areas of improvement.
· Doing Manager Recovery on call.

· Handling Irate customers.

Networking Engineer - Microsoft Enterprise Support – Networking                 June 2012 – July 2013 
· Worked as Technical Support engineer for 1 year

· Handled North American customers for networking related issues.

· Including DNS, DHCP, NLB and other networking issues

· Also did Microsoft Netmon trace analysis.
Team Manager – Microsoft – Windows Live ID Support

      January 2011 – April 2012

(Temporary program to clear backlogs)

· Global support for Windows Live ID accounts.

· It was a temporary web based support for global customers.

· Supported Live ID in 10 different languages.

· Maintaining quality standards as decided by client – Microsoft. 
· Daily reports about the business done for the day

· Took more than 500 interviews for the program

· Business was grown from 20 heads to 375 heads in one year.
Escalation Engineer – Microsoft – Windows Desktop Support  
 March 2007 – December 2010
· Primary responsibility was to handle escalated cases for EMEA home users
· Provided technical help to frontline engineers
· Also use to login as consult for frontline engineers to provide live help while on call. 

· Delivered small trainings and triages for upcoming issues and continues learning.

· Worked as Irate customer specialist for EMEA region.
Technical Support Officer – Microsoft – Windows Desktop Support  
      May 2004 – February 2007
· Primary responsibility was to handle incoming calls for Windows XP technical support.

· Got cross trained for windows 9x (98 & ME)

· Also got trained for Vista and Windows 7 as they were launched.

· It was end to end support where I used to handle miscellaneous issues.

· Supported NA & EMEA region.
AMMRI Softwares, Lucknow                                       
Partner




                (5th January 2002 to 15th March 2004)
Two years worked as a freelancer, doing different projects in Lucknow and adjoining cities.

Marketing 

Development 

Running school projects  
Freelance software development.
ISG Software Pvt. Ltd. New Delhi                                  
Programmer


           


  (12th January 2001 to 31st Dec 2001)

Developed Customized Software for specific customers like Coca Cola, Samtel India, etc. Also made changes in existing software as per requirement.

All India Reporter (AIR) 
Sr. Marketing Executive                                                        (16th Feb 2000 to 5th Jan 2001)

To promote sales of AIR Supreme Court Cases judgments CD
1st Computers, Patel Nagar, New Delhi 

Faculty Member                                                                   (28th Aug 1999 to 15th Feb 2000)
Executing Computer Education camps in Delhi High court and Tis Hazari Courts to the lawyers of Delhi High Court and Supreme Court.

Versatile Biotechnologies Ltd. 

Sr. Programmer                                                                  (22nd May 1995 to 31st Dec 1998)
Developing in-house software and other related jobs

Institute of Computer Science

Manager                                                                              (25th Oct 1992 to 30th March 1995)
Over all in charge

Nav Karmyug Prakashan,News Paper,  Banda 

Section In charge                                                                (10th May 1991 to 20th May 1995)
Computerization of Press for News Composing & Designing and maintaining day to day jobs.

Personal details:

Date of birth

:
1st May 1971

Marital Status

:
Married

Nationality

:
Indian


Email


: 
amit.250648@2freemail.com 




Languages Spoken
:
English, Hindi

Hobbies

: 
Net Surfing, Music 

DECLARATION

I hereby affirm that the above mentioned particulars are true with no consequential omissions whatsoever.

Date………………………….

Place………………………...

