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 Rahman 
I seek Managerial Assignments in BPO Operations, with a reputed organization, which will challenge my skills and utilize my abilities. I want to secure a position in a corporation that allows me to participate in accomplishing the goals of the company.

PROFILE SNAPSHOT

	A Result-oriented professional with over 10 years of experience in:

E-Commerce (Flipkart), Customer Service (Mphasis) US process, Marketing PepsiCo (FMCG),                 Telecom (Voice Process) , (CreditUS) US Process and Hospitality (Indraprasth Hotel)                                

Currently associated with Minacs Pvt Ltd (Flipkart.com Process), Aurangabad, as a Team Leader – Customer Service.
Experienced in handling a diverse range of operations entailing CRM operations. Expertise in implementing programs for bringing keen customer focus, high energy level and team spirit in the employees. Expertise in interaction with people at various levels, teamwork, co-ordination, international adaptability, computer integration, analytical skills, time management, conflict management, team management and excellent communication skills

Experienced in monitoring delivery of high-quality customer experience, elevating customer satisfaction, while adhering to SLAs and work processes and managing cost-effective operations. Demonstrated abilities in cementing healthy relationship with customers – both internal, as well as external. 




EMPLOYMENT DETAILS

04th Feb’ 2015 to April 2016 – (Previously Aditya Birla Minacs), Aurangabad.

Team Leader (Flipkart.com an E-Commerce Company)

Key Responsibilites -

· Accountable for providing my team with the company’s vision & the objectives of all projects and all necessary business information

· Playing a key role in managing performance & Overall Customer Satisfaction (C-SAT) along with Employee Satisfaction (E-SAT)

· Work on developing “Interpersonal Skills” &” Career Opportunities” as per one’s interest

· Managing retention numbers, absenteeism, & meeting the KPI(s) & SLA(s)

· Monitoring and providing Coaching & Feedback 

· Motivating each Team Member, Guiding, Monitoring their performance.

· Conflict management (if any)

· Action “Cases”, Deal with complaints & supervisory calls, prepare Team reports.

· Skill / Behavior assessment

· Implementing corrective action wherever required

· Analysis on Customer Satisfaction surveys to understand the need of the customer - Customer Satisfaction being the first priority & to align it with the business Goals

· Team Member Appraisals & Performance reviews

Projects Handled

· AHT reduction - Bottom Quartile (BQ) project

· Complaints (Closed Complaints cases) project

· Evaluation & Feedback (Team Lead) project

· Internal Audits project

· Daily C/E-SAT & First Call Resolution - FCR analysis (Skillset)



PREVIOUS EXPERIENCE

March 2011 to Dec 2013 (Hotel Indraprasth / Hotel Meghdoot)

Guest Service Executive / Front Office Assistant

Key Responsibilities –

· To answer the telephone calls and to keep a track of the in house activities like giving information regarding the availability of the rooms and making reservations based on it.

· To give outstanding services to the guests that have checked in and greet them in a friendly manner and interact with them in a positive way

· To maintain up to date knowledge on the current services that are being offered and make sure that this information is conveyed to the customers in an effective way

· To ensure that the rooms have been allocated properly, hand over the keys to them and ensure that all the registration and check in procedures have been followed as per the given standards

· To enter all the relevant guest related information, so that it can be retrieved in case there is a requirement, and to maintain and update the accounts and post them accurately

· To practice safety standards and ensure that all the housekeeping work is carried out in a proper manner like maintaining the rooms, cleaning of the rooms, etc.

Also Includes - 

Apart from these major responsibilities, I was also involved in computing the bills and their subsequent collection of payments. I have promptly received and conveys the messages and is responsible for the overall supervision of the staff members and may at times help in planning their schedules. I was also involved in providing valuable assistance to the guests by guiding them on local entertainment and recreation areas and giving them information regarding the transportation.



PREVIOUS EXPERIENCE

July 2007 to Dec 2010 – CreditUs

Team Leader / Credit Analyst

Key Responsibilities -

· Piloted the “Credit Report Repair Agency” via handling the CreditUs Project as an Process Incharge.

· Handled a team of 20 agents who interact with customer based in USA.

· Interacting & Reporting to clients on daily & weekly basis.

· Continuously in contact with the client around the shift regarding updates & changes needs to be made in Software.

· Helping the client in virtual assistant.

· Finding negative points in customer’s database and giving “OCR” on call resolution.

· Improving customer points and helping them in getting loans from the bank.

· Downloading files / data of customer via Transunion, Equifax & Experian agencies.

· Emailing customer regarding their points update or sometimes calling them.

· Conducting Interviews for hiring new employees for the process

· Being an integral part of their Soft Skills & Process Training

· Grooming them for 2 months after their training (on the production floor) 

· “Zeroing out” their learning curve, within the 2 months

· Weekly “Productions calls” with all the different global sites’ On Boarding Managers

· Calculating Incentives, Scorecards, Bonus, etc. for the advisors & the “Transition Lead” assigned to me


PREVIOUS EXPERIENCE

 Sept 2004 to May 2007 – Mphasis (JP Morgan) Pune

Customer Service Executive

Key Responsibilites - 

· Playing a key role in managing performance & Customer Satisfaction (CSAT) along with Employee Satisfaction (ESAT)

· Work on developing “Interpersonal Skills” &” Career Opportunities” as per one’s interest

· Managing retention numbers & guiding advisors within the team to have vertical & lateral movements

· Monitoring and providing Coaching & Feedback 

· Motivating each Team Member, Guiding, Monitoring their performance.

· Conflict management (if any)

· Prepare Team reports & Presentations to show the contribution of the team, with respect to achieving Site Goals

· Training new hires regarding the importance of CSAT & Customer Engagement (CSAT intervention during Training)

· Skill / Behavior assessment

· Implementing corrective action wherever required

· Providing CSAT updates (site level) to the senior management on a Weekly / Daily basis

· Site Level analysis and working on different projects to improve our Site scores

· Analysis on Customer Satisfaction surveys to understand the need of the customer as per the economic Changes - Customer Satisfaction being the first priority & to align it with the business Goals

· Team Member appraisals & performance reviews

PREVIOUS EXPERIENCE

Jan 2001 to Dec 2002 – Pepsi Cola Company (Distribuor - Jagrut Enterprises)

Marketing Executive / Sales Promoter

Key Responsibilities – 

(Responsible for Promotion & Display activities of PepsiCo Brand for 100 Selected customers around the city)

· Managing all the Beverages Queries of Customer Services of Aurangabad. Responsible for improving service Performance of Beverages.

· Promoting Shows, Utsav’s, and Events etc for better quality improvement.

· Reporting all Customer Service related Issues, Queries, and Performances etc to Zonal Head Customer Service.

· Arranging Training for all junior marketers.

· Responsible for all Issues of Customer Service.

· Promoting the Product through Utsav’s, Events etc in Aurangabad city.

· Tracking of all Sales Report of Aurangabad City.
· Updating the Executives, Distributor of Town about New Tariffs etc.
· Resolving problems by communicating with the Distributor and Customer and communicate daily status to the PDH.

· Responsible for all Commercial activities of the above mentioned Beverages.

· Monitoring actual performance of Distributors and market analysis.

· Reviewing Commercial procedures and policies for Distributor.

ACADEMIC QUALIFICATIONS

· Bachelor of Social Legislation from Dr.Babasaheb Ambedkar Marathwada University (Aurangabad).

· Bachelor of Law (LLB) from Dr.Babasaheb Ambedkar Marathwada University (Aurangabad).

· HSC Science (XII) from Maulana Azad College of Arts, Science & Commerce in 2000.
· SSC (X) from Little Flower High School (Aurangabad) in 1998.
Medium of Education – English

Computer Knowledge – 

· Basic computer knowledge with Internet & Typing of 40 WPM
PERSONAL DETAILS

· Date of Birth      - May 24th 1982

· Marital Status    - Married 

· Gender
     - Male

· Languages         - English, Hindi, Marathi & Urdu
· Hobbies              - Net Surfing & Playing Pool

· Nationality
      - Indian

· Current Country - UAE

· Visa Status
     - Visit Visa 
· Notice Period     - Can Join Immediately

· Expected Salary   - As per Company norms
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