Curriculum vitae


SHAMSHUDIN 

Shamshudin.342642@2freemail.com

OBJECTIVE:

To Work in a Creative, Challenging Environment that updates my knowledge, which provides a congenial environment that, focuses on personal and organizational growth.

EDUCATION:

ACADEMIC PROFILE:

Bachelor of Information System Management (2002 - 2005) - Undergraduate
Discipline 

:
Computer Science

College

:
The New College

University 

:
University of Madras

HSC (2002)

School    

:
Holy Family AI Mat Hr Sec School

Board


:
State Board

Aggregate

:
68.41 %

SSLC (2000)

School        

:
St Sebastian Mat Hr Sec School

Board         

:
Secondary School of Education

Aggregate

:
59.4%

WORK EXPERIENCE:

Total Years of Experience – 10 Years & 8 Months

Total Experience in Managerial Role – 77 Months

TECH MAHINDRA BUSINESS SERVICES
PERIOD OF TENURE: 6 Months (Aug'16 to till date)

JOB PROFILE: Customer Finance Associate

CLIENT: Vodafone (Collections)

REGION: AUSTRALIA

NATURE OF JOB –

1. Calling out customers for the overdue payments.

2. Providing payment arrangements and payment extensions for customers unable to make overdue payments.
3. Offering FINANCIAL ASSISTANCE for customers claiming for HARDSHIP

4. Performing analysis on Delinquent Accounts to take further actions.
5. Updating the account status and follow up on the payment arrangements offered.

INTELENET GLOBAL SERVICES LIMITED

PERIOD OF TENURE: 27 Months (May’14 – Jul'16)

JOB PROFILE: Sr. Customer Service Executive – Customer Service / Sales

CLIENT: BARCLAYS Retail Banking
REGION: UNITED KINGDOM

NATURE OF JOB –

1. Handling Escalations and Complaints. Also taking care of Team’s KPA on sales and make sure they have met the same.

2. Assisting the team handling inbound calls.

3. Coaching the team agents on their communication and the Sales issues.

4. Giving floor support and supporting the Team Manager in handling the team.

5. Managing the Team in the Absence of the Team Manager.

6. Conducted various Sales related Campaigns and Training as per Business Requirements.

7. Monitoring calls and giving feedback on a weekly basis in the absence of the Team Leader.
8. Handling support phase training for new agents and also evaluating them on the same.

WELCO INTERNATIONAL

PERIOD OF TENURE: 36 Months (May’10 – Apr'13)

JOB PROFILE: Team Lead – Customer Service / Sales
REGION: UNITED STATES OF AMERICA

NATURE OF JOB –

1. Recruiting and training the team on the product knowledge.

2. Assisting the team in handling the inbound and outbound calls.

3. Updating the Team on Sales updates.

4. Reviewing the team for their current and past performance.

5. Presenting the sales data with the MD.
6. Coordinating with the Processing Team in regards to the dispatches.

7. Coordinating with the Finance Team to check on the payments.

8. Designing and scheduling promotional activities.
SITEL INDIA LTD, CHENNAI

PERIOD OF TENURE: 41 Months (Oct’06 – Feb’10)
JOB PROFILE: SALES COACH – SUBJECT MATTER EXPERT (SME)
CLIENT: BELL CANADA & DELL on CALL

REGION: CANADA & UNITED STATES OF AMERICA
NATURE OF JOB –

1. Taking Managerial Escalations. Also taking care of Team’s KPA on sales and make sure they have met the same.

2. Assisting the team handling inbound calls and take escalations calls.

3. Updating the Team on all sales updates and latest process updates pertaining to Sales.

4. Coaching the team agents on their communication and the Sales issues.

5. Giving floor support and supporting the Team Manager in handling the team.

6. Managing the Team in the Absence of the Team Manager.

7. Conducted various Sales related Campaigns and Training as per Business Requirements.

8. Monitoring calls and giving feedback on a weekly basis

9. Handling support phase training for new agents and also evaluating them on the same.

ACHEIVEMENTS AT WORK 

· Amongst the top 10% of the agents in the Help Desk Floor in client quality parameters.
· Received client appreciation in the form of mails certificates and GV.

· Have the distinction of achieving the topmost scores during training.

· Have won Super Star Awards for Achieving Process Excellence in a very short time of me joining the process.

· I have won The Best Sales Coach Award 6 times.

· Have conducted process level training for enhancement of process.

· Have been nominated by the Managers for Special Training conducted by various departments for personal and professional growth.

· Have been on Surge to Bangalore to set up the SALES PROCESS there for a New Campaign.

· Project initiation, planning, execution, control and closing.

· Effective team player with good management and communication skills.

· Self motivated individual with strong technical, presentation and learning skills.

ALLSEC TECHNOLOGIES LTD, CHENNAI

PERIOD OF TENURE: 12 Months (Sep’05 – Oct’06)
JOB PROFILE: Customer Support Officer

CLIENT: Compu Credit

REGION: UNITED STATES OF AMERICA

NATURE OF JOB: Credit Card Billing/Customer Care

It was an inbound Customer care/Billing campaign core responsibilities include:

· SPOC, Responsible to meeting Team Quality and Performance SLAs 

· Handle team escalations

· Responsible for bi-monthly escalations and quality report.

· Fraud Detention & Monitoring Card Usage

SOFT LOGICS SYSTEMS, CHENNAI
PERIOD OF TENURE:  6 Months (April’05 – Sep’05)
JOB PROFILE: Customer Care representative

REGION: UNITED STATES OF AMERICA

NATURE OF JOB: Telesales

· It was outbound sales campaign which requires us to sell US grants softwares.

· Take order and also generate lead.

· Placing orders with vendors and making sure that same is being merchandised to customers.

PERSONAL PROFILE:

SUMMARY:

· Experienced and innovative with sophisticated sales and customer service skills.

· Persistent and flexible approach to the mutually beneficial achievement of business plans and personal goals, friends and customers.

· Receptive to feedback given from various level and make sure I show some progress on the same.
· Self Motivated, Easy going, Good Communication skill, Hardworking & Good Learner.

· Ready to meet, accept & fulfill new challenges given by the organization.

· Strong problem analysis skills & ability to develop cost effective solutions

· Exceptional interpersonal communication and effectively interact with clients and all levels of management.

· Results-driven project-management and proven track record in increasing productivity, quality and customer satisfaction.

· Good leadership and analytical skills in technical support and Customer service.

· Decisive, focused/team leader/player who leads high-performing teams through implementing change and improvements.

EXTRA CURRICULAR ACTIVITIES:
· Certified FIRST AIDER, Completed FIRST AID training from ST. JOHN AMBULANCE ASSOCIATION, Mumbai.
· Member of National Search And Rescue Team from FOCUS HUMANITARIAN ASSISTANCE, INDIA.

· Appointed as Disaster Management Deputy by FOCUS HUMANITARIAN ASSISTANCE, INDIA for Chennai region.

· Attended Search and Rescue Training from Rescue Volunteers Association of Nagpur (REVAN), Nagpur in June 2011.

· Attended Search and Rescue Training from National Civil Defense College, Nagpur in June 2011.

· Attended Disaster Management Training from National Disaster Response Force (NDRF Bt 5 and 6), Pune in April 2010.

· Attended Fire Fighting and Rescue Training from Bangalore Fire Department, Bangaluru in October 2007.

· Visited Nagapattinam for Tsunami Relief Program organized by FOCUS HUMANITARIAN ASSISTANCE, INDIA in December 2004.
PERSONAL DETAILS:

Marital status

:

Single

Nationality


:

Indian

Languages Known

Speak


: 

English, Hindi, Guajarati, Urdu, Tamil.


Read


:

English, Hindi, Guajarati.

Write


:

English, Hindi, Guajarati.


I hereby declare that the above information is true to the best of my knowledge.

Date : 

Place : 

