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CAREER PROFILE: 
· Posses 4 years of International call center/Help desk experience

· Over all 10 years of Experience.

· Possess strong analytical and problem solving skills, with the ability to make well thought out decisions. 

· Excellent written and verbal communication skills.

· Resourceful in the completion of projects, effective at multi-tasking. 
PROFESSIONAL EXPERIENCE:
Company: Logica /CGI
Designation:  Help desk (Call Center)
Experience: January 2011 – September 2013
Job Description:

· Providing a positive image of the company through my role as the first point of contact with customers.
· Provided comprehensive help desk support for problems and service requests related to software, network connectivity and application support.
· Responsible for planning and managing the operational activities of IT helpdesk team to ensure that the customer service is inline with the customer requirements

· Responsible for increasing the effectiveness and efficiency of helpdesk service by developing and implementing improvement processes

· Handle responsibilities of monitoring team and taking reports frequently.
· Be readily available to answer the phone to our customers in a professional and     efficient manner.   

· To ensure all the work is carried out in accordance with the ITIL Incident Management guidelines.

· Complete courtesy call back to the users wherever applicable.

· Add value to our team environment by being enthusiastic and maintaining a positive attitude.

· Updating the Daily and weekly reports updating management with the Priority tickets raised and the team performance.
· Empowered team members to take on new challenges
· Lead through example with consistent work ethic, attitude, professionalism, and commitment to firm success

Company: First Source Solutions (Call Center)
Designation: CSR


Experience: December 2009 – December 2010
Job Description:

Provide first level technical support for ISP. Assist in troubleshooting user problems relating to Operating System issues (Win XP, Win Vista, Win 7),and Internet connectivity. Troubleshooting hardware peripherals like modem and routers.

· Strive for one-call resolution of customer issues. 
· Deliver world class customer service and build customer satisfaction and loyalty.
· Provide effective and timely resolution of a range of customer inquiries.
· Helping team to meet their operational deadlines (SLA).
Company: 
Nityo Infotech, Bangalore, India
Designation:
Service Delivery Lead

Experience:
December 2013 – November 2014
Job Description:

Responsible for providing a portfolio of services that meet the needs of clients. Also in charge of ensuring that the delivery of advanced technologies and solutions is done with a professional, honest and personalized service approach.

· Managing resources to meet daily delivery schedules.

· Effectively managing multiple orders to ensure that they are delivered on time, within budget and to the Clients satisfaction.

· Providing guidance to subordinates on company goals and policy.

· Looking after post sale client relationships.

· Monitoring staff to ensure the prompt resolution to all client queries.

· Building strong, lasting client relationships with clients. 

· Delegating tasks and responsibilities to appropriate personnel.

· Spotting new client business opportunities.

· Delegating responsibility and ownership of tasks to staff.

· Building up a working knowledge of clients operating environment.

· Conducting key client facing meetings.

· Resolving conflicts within the project team.

· Writing up service delivery reports.

· Ensuring that projects are completed on time.
Company: HTMT (Hinduja Global Solutions)
Designation: Senior Claim process executive [payment of medical claims]

Experience: September 2004 – October 2009
Job Description:

The Process involves research and calculation of benefits for the member and provider (doctors and hospitals) in terms of medical enrollments and Life Insurance Processing It involves explaining the member regarding their amount of responsibilities for the services rendered according to their plan using multi applications.

· Taking requests from Customers and Providers and processing the same as per the requirement.

· Providing high-level customer service to the client via E-mails, ECHS, and Claim release.

· Working closely with compensation team to settle down the issues raised by the customers and processors regarding release of payment.

· Educating team across for better quality with latest application and process updates. Thus, improving the quality of processes and achieve defined objectives. 

· Consistently worked on a developed process flow modeling system to evacuate multiple errors and reduce system errors, which result in increased process accuracy, and productivity.

EDUCATION: 
B.Sc (Electronics)
KEY STRENGHTS

•     Dedicated
•     Workaholic 
•     Innovative
PERSONAL DETAILS:

	Date of Birth
	:
	22nd August-1982

	Place of Birth
	:
	India

	Nationality
	:
	Indian

	Religion
	:
	Islam

	Marital Status
	:
	Married

	Gender
	:
	Male

	Languages Known
	:
	English, Hindi, Kannada & Urdu.


