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To dedicate the best of my ability and potential and to join professionally managed company, this provides immense opportunity for career growth and develop with the organization to greater heights.

Professional Profile


· 2 years experience in Operations Management, Team Handling as well as Training and Development BPO and Service Industry.
· Proficient in managing & leading teams for running successful process operations & experience of implementing procedures.
· Data organization & upkeep, and miscellaneous tasks as required.
Core Competencies


Operations Management

· Managing customer service operations.

· Weekly and Monthly review on performance & improvement.

Client Servicing

· Identifying improvement areas & implementing measures to maximize customer satisfaction levels in call center.

Team Management

· Interacting with team and cascading benchmarks.

· Ensuring daily SLA’s are met in absence of team leader.

· Maintaining floor decorum and achieving personal and team targets.

Organizational Experience

· May 2012 – April2014 Serco Group, Mumbai Designation: Customer Service Agent (Email Process)
Serco is the largest domestic BPO service provider in India. PAN India presence with 33,000 employees spread across 40 centres in 19 locations, and provides services in all Indian languages. At an organizational level, we handle over 600 million voice calls and 66 million transactions annually. Worked for a FMCG Process providing Inbound, Outbound and email services to consumers (PAN India).

Operations:

· Managed a team of 20+ agents in absence of Team Leader.
· Handled consumers for leading FMCG Brand.
· Implementing SOP for call center.
· Handled emails and trained new agents on the same.
· Active part of all floor initiatives.
Training:

· Assisted in developing and implementing training modules for New and existing Agents.
· Contributed in creating scripts for Inbound / Outbound calls and email templates.
· Hand holding new agents during OJT.
· September 2014-Feb 2015 ICIC Bank, Mumbai Designation: Customer Service Officer
ICICI Bank is India's largest private sector bank with total assets of Rs. 6,461.29 billion (US$ 103 billion). ICICI Bank currently has a network of 4,450 Branches and 13,993 ATM's across India. Bank offers a wide range of banking products and financial services to corporate and retail customers through a variety of delivery channels and through its group companies.

Quality:

· Implemented and customized Quality Process in line with the guidelines specified by the client.
· Feb 2015 –Till Date XSPlatforms, Dubai (UAE). Designation: Administrator cum Coordinator
XSPlatforms to be recognized as the world’s number 1 brand for safe work at height – a specialist that is known for its ability to surpass client expectations and to facilitate the job in any situation.

Operations:

· Coordinating with client's responsibility of payment if any.
· Planned, scheduled and produced all company meetings And Led weekly staff meeting for office personnel.
· Entered accounts payable receipts and invoices into company system for payment.
· Helped managers with monthly billing process.
· Entered employee's time for payroll; help him/her with any HR questions/concerns.
· Answered phone calls, assisted clients or directed them to appropriate manager.
Academic Credentials


2011-2012
K.B Degree College, Thane, Mumbai. (B Com).

2008-2009
H.S.C from Vani Vidyalaya (Mulund), Mumbai.

2006-2007
S.S.C from Holy Mary Convent High School, Thane, Mumbai.

Personal Details


Date of Birth: 25th September 1991 
