Prem 
Email: prem.346812@2freemail.com 
Objective

To enhance my skills and knowledge while striving and contributing towards the growth and development of the organization.
Skills :
· Problem solving skills

· Numeracy skills

· Written and verbal communication skills 
· Strong customer service skills (developed through retail work experience)

· Excellent telephone manner (built up through work experience involving reception work and answering phones)

· Self-motivation and ability to take the initiative

· Ability to work well under pressure

· I.T. skills including experience in Microsoft Office (Word, Excel, PowerPoint)

· Punctuality and time-keeping (as displayed through good attendance when doing early shifts in a summer job) Able to take on responsibility (given extra responsibilities at school in the form of coordinating school assemblies and clubs and helping out at lunchtime. Past babysitting work experience required being in a position of responsibility, as did being given extra responsibilities at school like helping out at lunchtime)

· Good organisation, with attention to detail (organised a charity fundraising event)

· Teamwork skills (worked well as part of a team in previous summer office experience)

· Quick learner, keen to learn and improve skills
Responsibilities:

· Maintain the HSBC brand values at all times by providing exceptional customer experience.

· Promptly handle and resolve customer inquiry/complaints in the best interest of both customer and company.

· Direct requests and unresolved issues to designated resource and communicate and coordinate with internal department.

· Provide help and advice to customers using HSBC products and services. 

· Adherence to audit issues, Compliance and the Data Protection Act.

· Adherence to all core standards set by HSBC (HDPI).

Achievements:

· Trained, mentored and provided floor support to the new joiner’s. 
· Been an integral part of updating the departmental share point.
· Took the initiative of identifying key reasons for Non-FCR. Performed required analysis with my Line Manager’s support, which further helped my team to consistently improve FCR through H2 2014. 

Rewards and Recognition:
· Part of the team which was awarded Team of the Month.

· Have been part of Quality Campaigns and the team I was part of won the campaign twice.
· Have participated in extracurricular activities.
Initiatives Taken:

· Assisted fellow peers maintain different parameters like AHT, Adherence. Call Quality etc.

· Have been instrumental in conducting daily huddles and shared process updates, changes and best practices among team members.

· Through the process of mentoring and regular motivation I have ensured excellent quality on calls and also helped new hires as well as existing team members achieve their daily State.
Professional Experience

HSBC HDPI BANGALORE (Customer Service Representative)
· Joined HSBCnet and was part of the HSBCnet Help Desk Australia migration from June 2013 till 27 Feb 2017.

· Answer customer queries for Australian Corporate Clients and United Kingdom clients.

· Assisting customers regarding their existing accounts in HSBC net via emails.

· Onscreen Assistance for payments related issues.

· Handling requests from customers on emails and over to the relationship Manager.

· Understanding the very needs of how to make the payments for HSBC net corporate clients and getting payment authorised before cut off time.

· Handling email quires from customer, includes Security device orders, security information reset request approvals.

· Verified the 100 points check over emails(Know your customer KYC in India)

· Technical Troubleshooting for HSBC net portal and level support 2 for further investigations.

· Contacting inactive HSBC net clients and retaining them.

· Assist the clients with their queries via emails and follow up with them.

· Communicate with the clients on emails and investigate any payments.

Experience prior to HSBC
Jun 2008 to Feb 2010

Nirvana Business Solutions Pvt Ltd.
Worked with UK process, as Senior CSE and was awarded Best Performer for year 2009, and was promoted as 

Floor Mentor.  
Feb 2010 to March 2012 

Transgenez Business Solutions Pvt Ltd.
Worked with UK process, I was like an SME (product specialist). Also I was able to maintain the highest quality in the process throughout my working days in the company. 
April 2012 to November 2012
Lnoppen Business and Conference Pvt Ltd .
Worked as Sr Sale Executive as we were dealing with INDIAN projects for INDIAN Government for e.g.:-
· Indian Nuclear Power Plants.

· India Mining Summit.

· Indian Motor Summit. 

· India Wind Power Summit.

Dec 2012 to July 2013
Aegis Business Solution Pvt Ltd

Worked as a Sr CSE for (AOL) America Online Process. 
Personal Details

Date of Birth

-
25 August 1986
Languages Known
-
English, Hindi, Tamil, Kannada 
Educational Qualification
· SSLC from St. Johns High School 2005

· Higher secondary (NIOS) ( National Institute Open School )

· B.Com From (Dr. C. V Raman University) 
Leadership Qualities
· Deputized in the absence of my immediate line manager with day to day requirements of the team.
· Captain of the Leadership Training Service (LTS) Group at school.
· Have been a Sports Captain, House Captain and a School Prefect.
Extra – Curricular Activities
SPORTS
Participated athletics, Volley Ball and Kabadi. 
Interest and Activities:
 Listening To Music, Dancing, Chatting, Riding & Driving.
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