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OBJECTIVE
A challenging position in a company where my experience, along with the leadership and decision making capabilities, will be combined to render most benefit to the company

PERSONAL PROFILE
· Enthusiastic, Knowledge-hungry, self-starter, eager to meet challenges, quickly assimilates newest and latest technologies, skills, concepts, ideas.

· Highly analytical team player with aptitude for quickly scrutinizing environments to identify and prioritize needs/risks and develop solutions.

BACKGROUND SUMMARY


· A dynamic professional with 6years of experience, presently associated with the Hewlett-Packard limited for the BPO & Customer Master Division as a Production Lead.

· Proficient at managing & leading terms for running successful process operations & experience of developing procedures, service standards for business excellence.

· Major strengths in leadership, motivation, communication and the development of a result oriented organization.

PROFESSIONAL EXPERIENCE
Global E-Business

         
Role: Customer Solutions Rep III (Nov-12 Onwards)
Achievements

· Leading a team consisting of 15 members in the transaction processing.

· To consistently meet customer requirements as per the SLA.

· Instrumental in the successful transition of the business from EMEA & Americas.

· Successfully completed the cross training in the team and improved on the efficiency of the team.

· Appreciation from the regional process lead/ Regional manager for exceeding the expectation with targets and the timeliness of handling issues.

· Key member of BCP (Business Continuity plan) which aims at smooth process delivery
· Appreciation from the Management for managing MIS and reporting requirement for the team.

· Kaizen designed for the query E-mails.

· Recognized as best kaizen amongst 200.

KEY RESPONSIBILITIES

Team Managements

· To consistently meet customer requirements as per the SLA.

· Handling Europe & AMS customer requirements on a daily basis.
· Handling an E2E project called US Parts Account where US customer can buy HP products directly.
· Approving the customer and credit limit. Setting up account numbers
· To perform production planning on a daily basis.

· Identify, organizing and carrying out training requirements as part of assessing staff members.
· Conducting periodical review meetings with the customer to ensure efficiency and effectiveness of the deliverables.

· Analyze and create process flow documents as part of standardization of best practices in the process.

· Liaising with managers to discuss performance and quality initiatives.

· Updating the CAPA log and minutes on a daily basis.
Reporting
· To generate and maintain the management reports.
· Need to able to provide insightful analysis on the raw metrics.

· To create new reports which take place in a timely fashion.

· To deliver the customer reports and presenting it on committed time lines.

· To analyze the team Utilization, Efficiency & availability on a daily & monthly basis.
· To analyze TAT metrics, accuracy metrics and forecasting planning.

· To generate and maintain the performance metrics system for the team.

· To understand and capture key performance indicators (KPI).

· To collate and present the performance of the team for annual review.

· To analyze the country wise inflow, out flow, TAT & accuracy metrics.

· As a part for automation testing team, responsible to check the automation outcome and to fine tune the same.

Process associate (Aug-10 – Nov-12)

Hewlett-Packard Global E-Business
Achievements
· Consistently met the targets defined.
· Maintained the sigma level of the process as per the defined target consistently.

· Excelled in processing and was nominated as the focal point for 4 countries which included training for the new resources in end to end perspective and accomplished it with the greater outcomes.

· Stabilized the end to end process by interacting with the customers which optimized the process thoroughly.

· Incurred top performer award for 10 times for the best performer of the month
KEY RESPONSIBILITIES
· Analyzing the customer purchase information and to create the customer Invoices.
· Conducting schedules and random quality checks done to minimize errors.

· Conducting periodic trainings on the process updates.

· Conducting trainings for new hires on SAP and process.

· Work allocation and load balancing.

PROFESSIONAL EXPERIENCE
Reliance BPO Private Limited
     

Role: Customer Care Executive (July-08 – Aug-10)

KEY RESPONSIBILITIES
· Working for Reliance Net Connect Data card Customer Services Team.

· Handling customer Queries and Complaint handling
· Troubleshooting Data Card connection errors

TOOLS
Operating System: Windows 98, XP, Vista and Windows 7.

Databases & Applications: MS Office 2007, 2010, 2013
Soft Skills: Siebel, Sales Force.Com, SAP- MA2, PN1, P01 & IA2.
EDUCATION
· Completed under graduation in BA Economics from Kannur University and secured 50%.
· Completed HSC from Kerala HSE Board and secured 57%.

· Completed SSLC from SGKHS Kasaragod, Kerala and secured 49 %.

PERSONAL INFORMATION
Date of birth: 30thApril-1987.

Nationality: Indian.

Languages known: English, Kannada, Malayalam, Tamil and Hindi.
Hobbies: Reading Books, Listening Music.
Visa Status: Tourist

DECLARATION

I hereby declare that the above mentioned information is correct up to my knowledge and I bear the responsibility for the correctness of the above mentioned particulars.
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