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Objective
Seeking a position to utilize my skills and abilities in any Industry that offers professional growth while being resourceful, innovative and to grow with the organization.

Areas of Strength

· Customer and Business Operations Management

· Good command on english language
· Strong written and oral communication

· Product Management

· Excellent conversation skills
· Customer& Vendor Relationship Management

· Team Leadership

· Ability to deliver results under pressure

· Knowledge of sales and customer service
· Ability to quickly understand the overall business perspective

· Hard working, Sincere & Flexibility at  work
IT  Skill 
· Windows 98/2000/XP/7/8
· MS Excel, MS Word, MS PowerPoint
Areas of Exposure

· Sales

· Customer Service

· Back office

· Front office

· Reports
· Handling team

· Process expertise
· Quality analyses 

· Training Batches 

Eccenta HR from ’10-Nov-2016 to 25-Sep-2017
· 10 months of experience as a Senior Consultant. 
· Tele calling candidates for coordination of in house drives as per there job requirement.
· Follow up of the results with the client and the operations team.
· Briefing candidates before the interview about the rounds.
· Follow up calls made for the stability of the candidates for at least 3 months.
Sutherland Global Services Pvt Limited from 17-Jan-2014 to 27-Oct-2016
· 2 years and 8 months experience as a Senior Consultant (Resolution Specialist).
· Working for the top client of the company AT&T for a chat and voice process for tier 2 support for field technicians.
· Handling Agent login and log out for opening and closing technician support window.
· Assist in weekly calibration and client calls.
· Track process related reports and issues on daily and weekly basis for day closure.
· Maintain quality of the team and standardization as per client requirements.
· Weekly call audits and coaching of agents to meet process targets.
· Maintaining agent performance tracker.
· Roster preparation and coordination with WFM team.
· Handling OJT batches and training new agents and grooming them to work with production.
· Working on issue resolution, process updates and keep agents informed about the process changes.
· Documenting problems of a particular product in large numbers & reporting to company and concerned department.
· Review and sign off on requirements, process flows, gaps, and design documents.

· To study the functionality and business process changes and suggest necessary actions to be taken and training to be provided to the team members.
· Socialize the changes in business processes and organizational design.
· Training the new employees in the voice process as well as in the technicalities of the product to provide support to customers.

· Communicating with clients regarding grievances from the company and also giving new information on new products or services.
Maxim Enterprise from 10-Feb-2011 to 16-Jan-2014 
· 2 years and 11 months experience as a supervisor.
· To handle customer queries and maintain customer problems.

· To keep a track of all the follow ups for the team and close it.

· Update team about the daily briefing and updates and any changes in the process.

· Maintain the quality of the call with the customer.

· Coaching any team members if required.

· Send reports to the managers on weekly basis.
· Knowledge of handling issues like billing’s cards & network issues.

· Handling the team & encouraging them for sale & customer service.

· Acting as a supervisor in absence of the team leader to drive the performance.
· Answer enquiries by clarifying desired information; researching, locating, and providing information.
· Resolves problems by clarifying issues; researching and exploring answers and alternative solutions; implementing solutions; escalating unresolved problems.
· Updates job knowledge by participating in educational opportunities.

· Enhances organization reputation by accepting ownership for accomplishing new and different requests; exploring opportunities to add value to job accomplishments.

· Providing customer services and understanding the needs of the client.
· Managing the team effectively to ensure achievement of target and performance

· Presentation of proposals for business development.

· Establishing work plans.
· Delegating assignments to team members.
· Supporting customers by emailing and calling by giving them solution of their product in use.
Maker’s Enterprise from 16-Jan-2006 to 31-Jan-2011 

· 5 years of experience as a Tele-Caller

· Calling customers and generating leads for Credit cards and Insurance policies.
· Keeping a follow up of the leads and converting them into sales.
· After sales, follow up and customer satisfaction surveys to be done with the customer.
· Handling escalation and forwarding it to the concerned department of the allocated client.
· Achieve weekly and monthly sales target.
· Work with the team to provide quality sales.
Academic Credentials
· SSC (10th):- From Maharashtra (Mumbai) Board in 1999

· HSC (12th):- From Maharashtra (Mumbai) Board in 2001 
Certification

· Diploma in Basic Electronics & Hardware.

· Diploma in Office Automation & Graphics.
Personal Details

Date of Birth   
 
: November 04, 1983
Place of Birth 

: Mumbai, Maharashtra

Nationality

: Indian

Religion

: Muslim

Marital status 
    
: Married   

Languages Known 
: English, Hindi & Marathi 

Passport Details:-

Place of Issue

: MUMBAI

Date of Issue

: 18/06/2015

Date of Expiry
: 17/06/2025       
Visa Status

: Currently on 3 months visit visa effective from 06th October, 2017                    
I hereby declare that the above information is true to the best of my knowledge and belief.
