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PERSONAL SUMMARY
A highly self-motivated professional with good all-round ability to juggle multiple projects and meet deadlines using my strong inter personal skills and global mindset
I have the drive and passion for knowledge and hands on experience in working with multi-disciplinary teams. Continually enrich my learning in order to realize self-potential and growing the interest of organization.
WORK EXPERIENCE
1. AT&T GBSI Pvt. Ltd.
Sr.Associate, Technical Consulting (Business Development) August 2010 – October 2015
Change Management : 
· Gathering, discussing, and comprehending the technical requirements needed to process the order request.  Communicating the process timeline to customers or support contacts and setting the proper expectations on deliverables.

·  Providing status messages and updates to all parties as process steps complete including detail on next steps in process.
· Working through the RFP’s to vector the customer needs and help the sales to achieve the deals.

· Working with Project Implementation Manager (PIM) to get the task completed.

· Issuing of meeting agenda and circulating to members in advance of meeting. Weekly meetings
· Worked through the Business process reengineering / requests(BPR) redesign of workflows within and between enterprises in order to optimize end-to-end processes and automate non-value-added tasks.
· Update the change log with all progress that occurs, including any actions to correct problems and/or to take opportunities to improve service quality.
· Maintaining Support Request Transaction Cycle Time to achieve Sales/ Customer Satisfaction
· Reviews all implemented changes to ensure that they have met their objectives
· Documenting the change history Product, and legal approvals. 
· Maintaining Customer’s Database and providing Online support & reply which involves different issue types.

· Working on Closing Packages, from start to end. 

Additional responsibilities

· Interview and train new team members and mentor them through the process. 

· Member of the team in charge of updating the web application used across the organization used for documenting Incident and Change requests. The tool update helps to reduce the process cycle time thus improving customer satisfaction and fix billing issues – revenue increase.
· Member of the eNPS Survey Team worldwide across AT&T process improvement plan, employee training schedules. 
· Member of Emergency Rescue Team (ERT).
Key achievements

· Awarded with AT&T International GCS Star Award (4) times for having played a key role in delivering outstanding customer service, process improvement, or revenue growth.

· Featured in AT&T Spotlighting Success companywide journal for completing multi-million dollar hosting solution.
· Awarded Several Excellence award for 100% quality & customer satisfaction.

· Maintained excellent Client Relations throughout and received Appreciation E-mails from the clients& Direct Sales Team.
2. IBM Daksh.
Role: Senior Finance & Accounts Executive   

August 2009 – July 2010
Incident Management– Team Contributor
· Work as a part of the service delivery chain to provide accurate and prompt service to customers, while managing high volume workload within a deadline driven environment.
· At this position my responsibility was to research and find resolution for the unresolved cases of team members. Perform in depth study of the service guides to diagnosis the core problem.
· Understanding the customer issues & concerns over nonpayment and working a credit approval handling billing issues / concerns.
· Handling Suspense Account to get the accounts receivables reflected on the collected amount. 
· Handlecase escalation to Level 2 by working in close conjunction with Competency Center.
· Documenting the credits and working with higher management for applying credits on the customers’ accounts.

3. Infosys BPO
Role:Senior Process Executive   December 2007 – July 2009

· Troubleshoot and remotely resolve PSTN Line, Broadband issues networking devices and business printers.

· Work as a part of the service delivery chain to provide accurate and prompt service to customers, while managing high volume workload within a deadline driven environment.

· Guide onsite engineers to identify defective hardware and then recommend accurate part to resolve and restore hardware defects in first attempt as we were measured on one part service strategy.   

· Handle case escalation to Level 2 by working in close conjunction with Competency Center

Additional responsibilities
· Work as floor mentor and supervisor providing floor support to team members and handle escalation calls. Provide technical and process training to the new joiners.

· Publish daily and monthly report (open case report, CSAT report, etc.) with detailed analysis to Team Manager and Tower Head.
· Work as a callback engineer managing customer’s feedback.
.

HIGHEST EDUCATIONAL QUALIFICATION:
Completed B.COM from KSMF FRIST GRADE COLLEGE, Bangalore, and Karnataka State 2003-2006.

Completed PUC from MD ISHAQU PRE UNIVERSITY, Bangalore, Karnataka State 2001-2003

Completed SSLC from St Dominic savio English school, Bangalore, Karnataka State 1999-2001

CERTIFICATIONS/ADDTIONAL SKILLS

MS-Excel

MS- Word 

Visio

PowerPoint

CCNA Trained

PERSONAL INFORMATION

Date of Birth


:
06th April 1983

Marital Status


:
Married

Age



:
31

Gender



:
Male

Nationality


:
Indian

Leisure interest


:          Playing cricket, Chess, and Listening to Music.

Languages Known                      
: 
English, Hindi, Kannada& Reading Arabic
I hereby declare that the statements made in this application are true, complete and correct to the best of my knowledge.


