KEZIA 
KEZIA.324241@2freemail.com 



Aspiring challenging assignments in Customer Service, where the experience can be utilized with the drive to exceed the corporate objectives

SUMMARY



· Dedicated Professional, with overall 3 years 6 months of experience in providing Customer Support in ITES Industry
· Currently, associated as a Senior Customer Representative (Quality Analyst), with HCL Technologies, India
· Majorly worked in US Healthcare and UK Process
· Adroit in achieving high customer satisfaction, with keen in bottom line improvements and turnaround of underlining operations
· Enthusiastic commitment to customer service as a key driver of company goal attainment, while maintaining Quality

· Excel at resolving and reducing customer complaints and meeting customer service level agreements

· Fully experienced in developing profitable and productive business relationships, coordinating with decision-makers with distinction of accomplishing multi-fold revenue increase

· Effectively manage multiple, high-priority projects and take pride in providing exemplary customer service

· Proficient in resolving customer and client concerns on time with utmost customer satisfaction, while maintaining TAT
ACHIEVEMENTS

Bagged the following awards

· Wow Award for Outstanding Performance at Cognizant 

· Best Performer of the Month Award and appreciation from client at RR Donnelley

SKILLSET

· Operational efficiency

· Up - selling
· Business Process Improvement

· Customer Service Management

· Reporting

· Quality Check
· Policy & Procedure Development

· Service Level Agreement
· Team Building & Motivation

EDUCATION



· Bachelor of Arts in Economics (Honor’s), Ethiraj College for Women, India (2006)
LANGUAGE SKILLS


· Fluent in English

AVAILABILITY



· Willing to relocate

· Possess no bond with the current employer

CAREER CONTOUR



	Designation
	Organization
	Duration

	Senior Customer Representative (Quality Analyst)
	HCL Technology, India
	Oct 2015 – Till Date

	Senior Customer Process Executive
	Cognizant Technology solutions, India
	Nov 2013 – Oct 2015

	Customer Service Representative
	RR Donnelley, India
	Dec 2007 – Oct 2008


KEY DELIVERABLES



As a Senior Customer Representative at HCL Technologies
Project Worked: Apria Healthcare
· Co-ordinating, assigning and reviewing the work  

· Auditing agents accounts and giving feedback and updating the team with new updates
· Adhering to Quality & Compliance Guidelines and improving quality 

· Performing the Quality Check on the reports by putting Pivot Table, Pie Chart, Vlookup formula, Aging Summary and alignment of the excel

· Interacting with the clients on daily to get update/clarifications through Email/Call

· Monitoring the automated client files if there is any error to transfer the file 

· Analyzing on the error file and resolve the error

· Preparing status reports to the client using data from the dashboard

· Maintaining the update tracker without deviation

As a Senior Customer Process Executive at Cognizant Technology Solutions
Project Worked: Emdeon, Nashville, US

· Worked in US Healthcare process

· Monitored the files 24/7, worked on the account and open service request to resolve the issue

· Collaborated with relevant team over the phone to analyse the error

· Performed Quality audits on the agents accounts

As a Customer Service Representative
Project Worked: Readers Digest Magazine for UK Customers

· Worked on Readers Digest Magazine in UK process

· Answered calls from UK customers to pay for the subscriptions and up selling the product

REFERENCES: Available on request

