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BUDDHIKA 
BUDDHIKA.366293@2freemail.com   

                                                                                            
I am currently employed at Serco (Cleveland Clinic Abu Dhabi) as a helpdesk supervisor and I have proved my own self learned skills to my senior management with which I have able to achieve both organizational and personal goals in both long term and short-term perspective. I have been working in the organization for more than two and half years and have identified many areas that I could manage independently without difficulty such as training, reporting, and developing my team through good people management, organizational, and leadership skills. In addition to my current role, my performance and my skills had also allowed me to work as lead coordinator for the Administrative team of four, that managed the administrative activities of 340 Serco Staff and over 150 sub-contractor employees on site. This included managing the scheduling of staff, access control, attendance reports, floating petty cash, transportation, food, and meeting minutes during that period.

Before joining Cleveland Clinic Abu Dhabi, I was working at Aegis Lanka Services (Pvt) Ltd as an inbound and outbound team leader. Aegis Lanka is one of the knowledge process outsourcing companies which delivers telecommunication solutions with Bharti Airtel Lanka (Pvt) Ltd. The scope of my job outlines operational activities such as managing customer’s life cycle of Airtel post-paid connections, activation and revenue recovery with in the time frame as well. My responsibilities in the role, included WFM reports, leading outbound teams, data accuracy and quality check and prepared data for quarterly & an annual business reviews. 

Initially, my career began with Senok Trade Combine Ltd as a Procurement and Stores officer in the automobile division. My role as the Procurement and Stores officer included the critical responsibility of selecting both best quality & best pricing among existing vendors and suppliers. During my tenure at Senok, I gained exceptional negotiation skills which enabled me to maintain good relations with vendors and suppliers, and this skill is even relevant today with collogues and clients alike. Furthermore, the role included managing stock inventory reports with accuracy and providing automobile products in accordance with the requirement of the sales team (Sales Orders).
 CAREER OBJECTIVE 
To lead with enthusiasm and commitment to achieve both organizational and personal long term and short-term goals.
MY STRENGTHS
· Excellent leadership skills
· Excellent public relations & client servicing skills (European / Asian /Local)
· Positive attitude to accept challenges
· Ability to perform under pressure & meet deadlines
· Experience in coordinating Hard Services (MEP)and Soft Services 
· Experience in handling Aspect Dialer.
· Experience in handling CAFM system.
· Excellent to work with Microsoft Excel & MS Office Packages
· 06 years’ experience working with SLA’s 
· Good Training Skills
· People Management skills
PROFESSIONAL EXPERIENCE
· FM Coordinator & Helpdesk Supervisor – Serco Middle East (Cleveland Clinic Abu Dhabi) (09th April 2014 to Up to Now)
· Administrative Supervisor - Serco Middle East (Cleveland Clinic Abu Dhabi) 
· Team Leader Customer Services - Aegis Lanka Services (Pvt) Ltd (03 Years) / Bharti Airtel Lanka (Pvt) Ltd
· Tele Marketing Executive – ADS Solutions (01 Year)
· Customer Services Executive (Process owner) – Bharthi Airtel Lanka (Pvt) Ltd. (01 Year)
· Store Keeper and Procurement Officer   – Senok Trade Combine Ltd
SPECIAL ACHIEVEMENTS & AWARDS 
· Client Appreciation for Valuable Commitment, Dedication & Hard work (Cleveland Clinic Abu Dhabi March 2017) 

· 2015 Pulse Award – Serco Health and Integrated Facility Management - Operation excellence
· Star Award for 03rd quarter 2015 (Serco CCAD Project)

· Promoted as a helpdesk supervisor – August 2014
· Company Appreciation Award for extra mile July- 2011

· Company Appreciation Award for Event Coordination (Indoor games , Outdoor Games , Team Engagement events)
· Best Customer Service Performer in outbound (Aegis) – March, April and November 2010

· Best Customer Service Performer in Inbound (Aegis) – May and June 2010

· Company Appreciation Award for excellent performance in 2010
· Client Appreciation Award for best collection figures (before Barring 71%-Target was 60%) -August 2011

HELPDESK SUPERVISOR & ADMINISTRATOR – Serco Middle East (Cleveland Clinic Abu Dhabi Mubadala Healthcare) 

· Supervise, develop and manage a team of 12 Helpdesk Operators and a team of 4 CAFM operators. 

· Coordinating between the client, senior management and the helpdesk team to deliver exceptional service.

· Coordinating with internal MEP managers (Mechanical, Electrical, Plumbing and General Trade) and their respective supervisors to ensure KPI on service delivery are met. 
· Coordinating Hard Services (MEP) requirements with other Support Service teams like the clinical engineering staff, cleaning, security and waste management departments of the hospital to ensure smooth running of daily operations.
· Provide necessary training for the Helpdesk Supervisors and Operators to implement new processes or to strengthen and reinforce existing processes with on-going performance monitoring to address customer service performance issues
· Supervise and train the Helpdesk Operators to receive calls and use the long wave radio system, and to log information accurately. 
· Ensure New Joiner are inducted, equipped and trained, with Login ID’s, etc.
· Create and review multiple reports from the database of Helpdesk request for the internal Management Team and the Client such as 

· KPI Reports

· Weekly Reports

· Monthly Report

· Annual Reports

· Shift Reports
· Utilize the CAFM system to maximize Helpdesk efficiency and coordinate with the CAFM coordinator if there any process gaps.

· KPI Management - Ensure the team answers and priorities calls within the agreed KPI.

· Manage the Helpdesk roster with precise recourse allocation to cover the workload 24/7.
· Heading other activities like 

· Escalation Management
· Emergency Management
· Performance Reviews

· Business Continuity

· Disaster recovery 

· Staff Engagement
· Document Management
ADDITIONAL ADMINISTRATIVE ACTIVITIES
· Managed the Roster for entire Cleveland Clinic Abu Dhabi Facilities Department (340 Staff) 
· Event coordination (Serco –CCAD cricket team)

· Purchasing and managed cricket gears.

· Manage transportation for teams if any events availability

· Coordinating practice if any requirement 

· Arranging friendly games between clients to maintain a good relationship between them. 
· Supervised the admin department of four team members to provide administrative support for 270 staff in the following areas
· 
Transportation & food

· Managing the floating petty cash 

· Maintained appropriate levels of stationery and pantry (Raise the orders and coordinate with suppliers)

· Access Control (Temporary / Visitors / Permanent badges)  

· Monitor the employees sign in times and sign-out times
· President of CSR (Corporate social responsibility) Committee.
TEAM LEADER - Aegis Lanka Services (Pvt) Ltd
· Oversea outsourced operations of company premium client of Bharti Airtel Lanka (Pvt) Ltd, reporting to Assistant Manager-Operations (Aegis). 
· Operational activities include managing entire customer life cycle of Airtel post-paid customers from Activations to Recovery 

· Operate business with maximum profitability & client satisfaction.
· Initiate action plans to meet Service Level Targets set by client across all Line of Business
· WFM (Work Flow Management) reports, plan the roster for Total Out bound 

· Manage & supervise 6 teams of 35 Agents.
· Collection Team
· Exposure Team
· Collection Recovery Team
· Retention Team
· Bill return Team
· Welcome Calling Team
· Recovery Collection

· Proactively initiate action plans to improve process performance.
· Carry out daily operations with minimum costs & Achieve company revenue targets.
· Sharing Process wise performance to the Senior Management of client on a Daily Base. 
· Event coordination

Indoor activities (Badminton, Carom tournaments, Table Tennis and Pool games) 
Outdoor activities (Football, Cricket, Football)

Team Engagement Events (Team outing, Traditional events, Fun activities)

· Prepared data for Quarterly & Annual Business Reviews. 
· Work With Aspect Dialer

Store Keeper and Procurement Officer   – Senok Trade Combine Ltd
Senok has been a pioneer in the construction machinery industry in Sri Lanka and Senok has diversified and grown to encompass a wide variety of products and services including automobiles, energy, travel and mining. 
Work Background

Worked under the supervision of senior store keeper to manage the store and suppliers in automobile division.
· Sales Orders
· Delivery Notes

· Quarterly / Annually Stock counts and Inventory Reports
· Purchasing and managing the suppliers  

· Coordination with Service team 

LANGUAGES
Very fluent in English, Sinhala 
COMPUTER LITAERACY
Good working knowledge of MS Office Packages, Internet & Email and PC troubleshooting.
EXTRA CURRICULAR ACTIVITIES & AWARDS
· National Cadet Corps
Sergeant in 2007
Senior Corporal in 2006
Lance Corporal in 2005 
· Athletics
Track events champion award (Under – 17) 2007
Track events champion award (Under – 19) 2006
· Cricket
Captain for the Serco CCAD Cricket Team

Member of Under 15, 17 and 19 ‘A” team.
· Football - Member of Under 18 team 1998 Season
· Volleyball - Under 16 School Champions in 2003
· Carrom - Champions of Aegis Carrom Tournament. 
· Scouting Investiture - Member of School Scouting Team
· All Island Inter School Western Music Competition – 2004 given by ministry of Education (3rd place)
· Treasure of the School Christian Foundation 

EDUCATIONAL QUALIFICATIONS
Primary & secondary education at St. Thomas College Bandarawela. 

· G.C.E. Ordinary Level Examination

Successfully passed with 2 Distinction Passes & 4 Credit Passes in December 2003.

· G.C.E. Advance Level Examination

Successfully passed with 2 Credit Passes & 1 Simple Pass in August 2007.

· Diploma in Youth Service English Project. 

Successfully Passed with Distinction Pass in November 2007.
PERSONAL PROFILE
Date of Birth
: 26th December 1988
Sex

: Male
Nationality
: Sri Lankan
Driving License
: UAE Driving License 

I do hereby certify that the above mentioned particulars furnished by me are true & correct.
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