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Experience Summary 

· A competent professional with over 9 years of experience in Customer Service 
· Experience  in enabling young people to become successful learners, confident individuals, responsible

citizens and effective contributors in Academics and Multi-National Companies  

· Strong communication and interpersonal skills with proven abilities in Customer Service, Relationship Management
· Training experience with preferred Excellent Communication skills both written verbal

Qualifications:

	Degree 
	Institute
	Major and Specialization

	MA
	Madurai Kamaraj University
	English Literature.

	BA
	Calicut University
	English Literature.


Professional Memberships / Certifications: 
	Professional Society / Certification

	Certified in Web Application


Career Contour:
Employer: Concentrix Technologies India Pvt. Ltd
	Employer
	Concentrix Technologies India Pvt. Ltd

	Role
	Voice & Accent Trainer

	Period
	  June 30th 2016 – February 28th 2017 

	Job Description
	· Conduct Compliance, Communication & Process Awareness sessions for new hires

· Monitor calls on Communication, Soft Skills, and Process & Compliance Parameters

· Analyze the Coaching / Training needs of the agents & support them in delivery

· Analyze Audit data, Compliance, Communication & Process related data. Prepare & Implement action plans. 

· Participate in calibrations to ensure consistent scoring & feedback delivery approach

· Support floor Training Initiatives: Resolution & Communication /Vitality Trainings etc.



	Work Location
	Bangalore


Employer: Convergys India service private limited
	Employer
	Convergys India service private limited

	Role
	Associate Trainer

	Period
	  June  2014 – June 2016

	Job Description
	· Deliver Class Room Training
· Curriculum design methodology and approaches and develop classroom delivery strategies 

· Training  experience and excellent communication skills both written and verbal
· Responsible for leading new hire and ongoing training initiatives 

· Handled transition batches



	Work Location
	Bangalore


 Employer: Convergys India service private limited
	Employer
	Convergys India service private limited

	Role
	Quality Advisor

	Period
	  March 2011 - May 2014

	Job Description
	This job involved interacting with AT&T clients from the U.S.A . It included Monitoring technical call for AT&T offshore &  Global Center  & service management. 

· Ensuring that quality of calls are as per set standards; conducting process reviews to enable strict adherence to process parameters and systems.

· Steering accomplishments of set quality standards in SLAs; conducting regular quality audits.

· Process involves updating the client with valuable feedback which helps in increasing the customer service delivered.

· Calibrating calls with off-shore Clients.

· Participation in Focus group and monthly business review with the clients.

· Tracking team performance.

· Responsible for monthly reports on parameters affecting production and ultimately which would be used for appraisal and rewards and recognition.

· Own training delivery planning and logistics (Training rooms & Infrastructure).

· Responsible for audits.

· Analyze error log, escalations, performance issues on the floor; work with Subject Matter Experts to roll out refresher training.

· Analyze daily tracking including end of day course evolutions and trainee assessments and make recommendations for appropriate adjustments.

· Adherence to developed classroom agenda/time lines and content flow.

· Responsible for call quality assurance of American Agents of client AT&T through active remote call monitoring.

· Team member in two Green Belt Projects. 

Service Management :

· Identifying the Number of Users Impacted.

· Checking outage & ETR

· Logging incidents 

· User assistance and attempt first time fix

· Participation in incident management

· Implementation of issue resolution actions 



	Solution Environment
	Windows XP, Vista, 7 operating systems, MS Office

	Tools
	SMS (Service Management Suite), CRM, Siebel, SharePoint.

	Work Location
	Bangalore


 Employer: IBM Daksh
	Employer
	IBM Daksh

	Role
	Senior Business HR Analyst

	Period
	 November 2007 – February 2011

	Job Description
	This job involved interacting with D&B clients from UK. 

· Providing credit rating for the business sector in the UK

· Interacting with the client on an ongoing basis on issues related to Operations, Training and Quality

· Single point of contact with the team and the senior management through effective communication on key deliverable and soft issues. 

· Ensuring that client SLAs are met for all Operational Performance Metrics and driving continuous improvement for these metrics 

· Generate financial ratios, using computer programs, to evaluate customers' financial status



	Solution Environment
	Windows XP, MS Office, People soft, lotus

	Tools
	CRM

	Work Location
	Bangalore


Professional Accolades and Achievements:

· Received the Standing Ovation Award for Excellent Service in IBM

· Received Key Contributor Award in Convergys

· Received best Trainer Award in Convergys

Core Skills:

· Customer Service Attitude

· Compliance Knowledge & Orientation

· Some basic understanding of Audit & Coaching process

· Technical knowledge of English communication - intonation, syllables, punctuation, pronunciation 

· Presentation, Feedback & Coaching skills

· Quality Assurance

·  Team Management

·  Relationship Management

· Curriculum Designing

Additional Skills:

· Excellent communication and writing skills. 

· Well versed in conducting internal audits in order to verify compliance in Management functions

· Proficient with computer literate such as Microsoft Word, Microsoft Excel, Power point and Internet. 

· Ability to do current and future state analysis and design. 

· Excellent ability in problem solving and process analysis. 

· In-depth knowledge of  Windows operating systems 

· Flexible, attention to detail and ability to learn quickly

· Possess excellent listening and responding skills

· Ability to handle multiple tasks and solve customer queries efficiently

· Excellent administrative and organizational skills

· Highly initiative to manage a busy workload without close supervision

· Have basic knowledge on troubleshooting desktop, Printer, OS (Windows XP, Windows 7, windows 8), VPN etc

Personal Vitae
Nationality

:    Indian

Marital status
:    Single
Languages          
:    English, Malayalam, Hindi, Kannada, Tamil
