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Julian                     
Julian.372540@2freemail.com 
         
Call Center Supervisor with International Call Center Experience 
D.O.B.: 09-June-1986
Nationality: India
Location: Delhi, India
PROFILE

Julian Kennedy is an accomplished Call Center Team Leader with more than a year of experience as a Supervisor and five and half years of experience in customer service. He has proven success in team handling, coaching and feedback, organizing tasks, increasing sales, providing best customer service and multiplying business from limited resources is searching for an opportunity where his experience and skills would be put in use.
OBJECTIVE

An inspirational leader and an expert motivator willing to learn and keen to develop career     further with the ability and determination to succeed in any fast-paced environment committed to achieving operational goals, standards, and targets with a proven track record of consistently getting results, ready for a responsible position in management team with an opportunity to develop in a variety of challenging roles.
EDUCATION
Bangalore University, Bangalore, Karnataka, India
B. A. Economics May 2007
LANGUAGES

English - Excellent reading, writing and speaking
Hindi    - Excellent reading, writing and speaking
Swahili- Good reading, writing and speaking

TECHNICAL SKILLS
· Certificate in Leadership Training (Capgemini – 2017)

· Certificate in Impactful Presentation Skills (EXL- 2015)

· Certificate in MS Excel and MS Word (EXL – 2015)

· Certificate in Global Credit Administration – US Call and Collect (American Express – 2014)

· Certificate in Personal Banking –The DC Rewards and Recognition Program (Barclays – 2013)
SPECIALIZED SKILLS
· Excellent people management and conflict management skills 

· Multi-tasking abilities with proficiency in organizing and managing different tasks

· Expert knowledge of handling a team of call center associates, customer focus and service oriented
· Skilled in supervisory role and team work with AHT, Shrinkage, Attrition, Production and Quality intact
· Thorough insights in call center day to day tasks, adaptable, versatile and capable of managing changes
· Proficient in assigning tasks, scheduling shifts, increasing sales and providing best customer service
· Ability of recruiting, training and supervising staff 

· Expert in working under pressure, dynamic and result oriented approach
PROFESSIONAL EXPERIENCE

Team Lead (Process Lead/Supervisor), CAPGEMINI (2016-Present)
Capgemini is a global leader in consulting, technology and outsourcing services and a deeply multicultural organization that creates and delivers business, technology and digital solutions.
    Responsibilities and Role details:

· Managing operations of a team with 15 associates
· Giving guidance, coaching, feedback, Call monitoring
· Handling escalations, floor supervision and daily debrief
· Maintain high standard Quality, CSAT, NPS (Net Promoter Score)
· Managing Shrinkage, Attrition, Attendance and Production of the day

· Conduction performance appraisal of the team

· Generating detailed daily production reports

· Training and motivating staff
Senior Associate (SME), EXL BPO PVT SOLUTION (2015-2016)

EXL is a leading organization that looks deeper to help companies increase efficiency, improve profitability, reduce risk, simplify compliance and find new channels for growth.
    Responsibilities and Role details:

· Supporting a team of insurance advisers and claim handlers
· Giving coaching and feedback 

· Handling escalations
· Supporting on quality improvement, call control and claim closure
· Handling regular calls with clients regarding updates on policies and procedures
· Handling the complete claim cycle
· Complaints handling
Senior Collection Specialist, AMERICAN EXPRESS INDIA PVT LTD (2014-2015)

American Express is a fortune 500 company and among the top 15 most admired companies in the world, a well-known and reputed global leader in providing world’s best banking service.
Responsibilities and Role details:

· Initiate collection process with US Consumer Customers
· Collecting past due amount from US Small Business and Consumer Cards
· Providing payments plans
· Complaints Handling

· Handling escalations
Telephony Personal Banker (Process Advisor), BARCLAYS SHARED SERVICES PVT LTD (2010-2014)

Barclays PLC is a British multinational bank and financial services company building its strength as a transatlantic consumer, corporate anchored in the UK and the US.

    Responsibilities and Role details:

· Product coaching and peer to peer training
· Providing mentoring and floor support

· Call listening and giving feedback
· Handling customer complaints

· Handling escalations
· Maintain high standard Quality, CSAT, NPS (Net Promoter Score)
OTHER INTERESTS

Adventurous Long Drive, Internet Surfing, Music and Singing
THANKS
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