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Resume

Objective:

I seek a position of management coordinator in a reputed company where I can use my leadership qualities as well as the management skills for the benefit of the company. I have 11 years experience as a customer care experience and feel great since this should help me in contributing in the company’s growth. 

Qualification:

· Bachelor of Corporate Secretaryship, New College, Madras University.

Other Qualifications:
· Advanced Diploma in Software Engineering from Aptech, Chennai.
· Typing Higher in English (60 words per min)
· Certified in General Insurance.
Achievements and Awards:

· Six Sigma yellow Belt in Reduction in Abandon Percentage.
· The Best Employee Award for the year 2007, 2008 & 2011.

· Cognizant Certified Professional – Health care in the year 2014 

· Awarded as Outstanding  Transport Crew Member in Dec 2014

Technical Skills:

Software Packages
:  MS Office
Present Experience

Company    
:
Cognizant Technology Solutions.

Client
 
:
Emdeon  (Customer Service)
Designation
:
Process Specialist

Duration
:
From 1st Feb 2012 to 26th Mar 2015.

Roles and Responsibilities

· Responsible for high level of customer service delivery. 

· Training the team to develop their customer service skills.
· Resolving the customer queries and compliance.
· Scheduling the associate as per the requirement (WFM)
· Solving all customer issues based on the process flow.

· Answering the high level escalation customer service. 

· Managed a Team of 21 members.

· Handing Daily Client calls based on the previous day performance.

· Measuring Associate performance based on the KRA

· Ensuring that all the associate meet their target for the day. 

· Conducting daily huddle for the associates to improve the team performance.
· Generating all Service level related reports.

· Generating Excel, Word and Power Point Monthly, Quarterly and Annual reports for the team.

· Floor Management and Real time Queue management.

· Handing Daily Service Level Management Calls with the Client.

· Arranging transport for the entire associate in the process.

· Sending Service Level Reports MIS reports to the Client.
Experience
 Company
:
HCL Technologies BPO Services ltd.

Client

:
British Telecom (ISP Support)

Designation
:
Senior Executive (Service Level Management)
Duration
:
From 1st June 08 to 30th Jan 2012 
Duration
:
From 12st Dec 2005 – 31st May 2008 (Executive).
Roles and Responsibilities

· Resolving the customer queries and compliance.
· Training the team to develop their customer service skill.
· Solving all customer issues based on the process flow.

· Answering the high level escalation customer service. 
· Handling Service Level Management team consisting of 14 members.
· Generating all Service level related reports.

· Floor Management and Real time Queue management.
· Handing Daily & Half – hourly SLA’s.
· Maintaining Abandon percentage below 3%
· Generating Hourly AHT Report and send to the floor.
· Sending Service Level Reports to Client.

· Helping the WFM TEAM to prepare the staffing plans and seating plan.
· Co-ordination between the Operations & Other Functions.

Experience

Company
:
HCL Technologies BPO Services ltd.
Client

:
Service Provider for Bharti Cellular ltd. (AIRTEL)
Duration
:
From 1st Jan 2005 – 11th Dec 2005.
Designation
:
MENTOR
Roles and Responsibilities

· Being a front end processing unit I am heading the customer escalation calls, Managing the floor and actioning the request of the agents.

· I am responsible and obliging trainings on periodical new Airtel product and changing process to the agents.

· Leading a small team of members who directly report to me.

· I am responsible for the team performance and often conduct meetings to the individuals and the team for gaining prosperity.

Maintaining cordial relationship and good rapport with the team members, Team leader, Process Managers

Experience

Company
:
Bharti Cellular ltd. (AIRTEL)

Duration
:
From 14th Nov 2003 – 31st Dec 2004.
Designation
:
Customer Showroom Executive
Roles and Responsibilities

· Heading 4 ARC’s (Airtel Relationship Centre’s in Chennai), Responsible for End to End Customer Service delivery inside Showroom Experience for Existing/New customers.

· Training and monitoring Customer Relationship Officers who were handling new acquisition of Airtel Products in ARC’s.
· Responsible for Regular on job training to be organized for Customer Care Officer’s about how to pitch in sales for new approaching customers inside ARC’s and convert that as lead and migrating existing customer from Pre paid base to Post-paid base to enhance company revenue.
· Responsible for up selling new VAS products to existing customers for enhancing Channel Partner revenue.
· Also Responsible for after sales service, Retention, Churn control, Cash complaints, Collection & VAS activation for Mobile Users.

· Prepare & Maintain Company Data base & Reports.

· Being a front end processing unit I am heading the escalation calls, Managing the floor and actioning the request of the agents.

· I am responsible and obliging trainings on periodical new Airtel product and changing process to the agents.

Personal Details

Date of Birth
:
January 21, 1981

Nationality
:
Indian

Marital Status
:
Married
Language
:
English, Tamil and Hindi.

Visa Type
:           Visit Visa Expire on 30/April/2015
Address
:
Dubai
_1489811346

