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	Summary


· Senior processor with 8 years of experience in the service industry
· Managed a team of 20+ members
· Expertise in

· Project Management & Planning

· People Management

· Execution & support

· Quality Control

· Communication management including Steering committee presentations
	Technical/Tool Skill set


· CRM (Customer Relationship Management) 

· Citrix

· Trio

· Onesys

· Right Now Application

· British Telecommunication Open reach

· Qlik View, Siebel

· Opal Portal

· American Online Service Management

· British Telecommunication Tags. 

      Enablement Tools  
· Microsoft Office Suite – Excel, Visio, PowerPoint, Word
	Certifications


· SalesForce.com 

 Level 401 (Certification Number: 2560243)
· IELTS

Overall Score 6 (Test Report Form Number: 14IN04454PRAV001G)

	Education


Master in Business Administration (MBA)           University of Madras 



2003
Bachelor of Corporate Secretary ship                 University of Madras



2001

	Project Details


	Company:
	TCS

	Project:
	Project HR

	Role:
	Information Process Enabler

	Duration:
	July 2015 –Nov  2015


Project Name: TalkTalk Telecommunications Ltd.
My Responsibilities:

· Responsible for screening members for the first round of panel interview. 

· Allocation of new employees based on WON (Work Allocation Number). 

· Brief company policies to the associates. 

· Handle queries on shift allowance, leave, salary etc 

· Issue Resolution

· Single point of contact(SPOC) for Internal Job Postings

· Handle sessions on promotion cycles and SPOC for promotion test and results. 

· Engage team in cultural activities and team outing. 

· Issue certificate for tenure employees, good performance. 

· Cascade information on learning and development programmes for the associates on monthly basis 

· Focus on Retention percentage 

· Time Sheet Management – Ensure the project team does not default on timesheets on a daily basis.

 Highlights:

· Certified as the Best Coordinator
· Efforts well appreciated for taking this project up during notice period and for good execution.
	Company:
	TCS

	Project:
	TalkTalk Telecommunications Ltd

	Role:
	Senior Processor 

	Duration:
	Sep 2010 – June 2015


My Responsibilities:

· Project Management  for LLU(Local Loop Unbundling) and Non LLU (Non Local Loop Unbundling) customers

· Activation of new line

· Change of Name and Address.

· Processing service request for the customer.

· Generation of Migration Key for Broadband (MAC)

· Porting Key generation for Mobile (PAC)

· Leadership reporting - Day to day deliverables to the stake holders.

· Reporting - Generation of weekly reports & monthly dash board.

Highlights:

· Presented with Consistent Performer award in 2013.
· Certified by Manager as Best Coordinator
	Company:
	Siemens Information Processing Services Pvt. Ltd

	Project:
	Siemens Metering Services

	Role:
	Officer 

	Duration:
	Oct 2008– Feb 2010


Project Description:
Siemens is the meter provider for British Gas and British Electricity. We have two outsourced companies - Carilion and Pargas for meter process. This project involved installing new meters, changing or rectifying any problems related to the meter 

My Responsibilities:

· Act as a liaison between client and the engineers to resolve meter issues

· Schedule jobs with engineers to fix the meters 

· Brief the engineers on the exact problem in the meter 

· Clarification of queries from the contact centre 

· Educate the engineers on the meter 

· Coordinate with the engineers on the job completion status 

· In case of sudden absence of engineers or a suspension of engineer, divide and reduce the work on their postcode with the available Engineer 

	Company:
	Cyber net-Slash Support India Pvt. Ltd


	Project:
	Real Networks

	Role:
	Senior Customer Care Executive 

	Duration:
	Apr 2007 to Sept 2008


Project Description:
Real Network is an Online Entertainment channel in United States of America. They provide media player, games, and music for customers to play online or they can purchase and download to play offline. 
My Responsibilities:

· Handled products: Real Player/ Real Arcade/Rhapsody/ Superpass Membership. Attending inbound     

· Handled customer queries

· Developed training programs for the associates to gain knowledge and confidence over the product.

· Identified suitable resources for the different products among the employees 

· Successfully led the team to achieve the target.

· Reduce AHT (Call handling time) 

· Update associates on new scenarios as and when they arise 

· Focus on team retention
Highlights:
· Presented with Star Performer award for the Year 2007-2008.

· Presented with Best Trainer award for training associates with low CSAT scores and helping them achieve high score in Customer Satisfaction Survey.

· Appreciated by the managers for successful rate of retention of employees

· Maintained the team on 95% Quality scores.
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