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	Personal Details:
Date of Birth: 07/05/1990

Age: 24

Sex: Female

Marital Status: Married

Nationality: Indian

Languages Known:

English, Hindi, Malayalam, Tamil

Current Location: UAE
Visa Status: Visit Visa

	  Career Objective :
To be a part of a challenging and growth oriented job that will exploit my skills, also give myself a chance to serve the organization to the best of my potentials as an employee and hence grow alongside with the organization.

 Academic Profile :
· Bachelor of Engineering -Computer Science & Engineering

Tejaa Shakthi Institute of Technology for Women, Coimbatore, 

Tamil Nadu, India

University: Anna University, Chennai, Tamil Nadu

  Technical Profile:
Operating Systems  :

Microsoft Windows XP, Windows Vista, Windows 7, Windows 8, Windows 8.1, Linux, MAC
Languages                 :

C, C++, HTML, C# & ASP.NET
Database                    :

Oracle 9i, Microsoft SQL, Microsoft Access

Software Packages   :

Microsoft Office, Verint- Impact 360
Certifications             :

MCTS - MICROSOFT CERTIFIED TECHNOLOGY SPECIALIST(.NET Framework) 




Key skills:
· Customer focused, 4 years experience within a high throughput customer service environment
· Acted as lead in managing sales team, member of testing team
· Working knowledge in Order Processing, Consumer transactions 

· Working knowledge in contact centre technologies such as AVAYA, VERINT-Impact 360 recording tool, NICE recording tool

· Working knowledge in LAN/WAN/WLAN/VoIP/ IP Networking/ Manual Software Testing concepts, Networking concepts & devices

· Wide knowledge in Quality Management, ISO9001: 2008, Lean Six Sigma concepts, Six Sigma Yellow belt trained 

· Best in client interaction and negotiation, excellent people management & project management skills

· Handling recruitment, training, presentation, project management, quality audits for clients in various projects containing 100plus head count
· Quick problem solving, Communication & interpersonal skills, positive attitude
· Pleasing personality, self starting, self motivating and situation handling capabilities
Professional Profile:

Organization
: Pvt Ltd, Chennai, Tamil Nadu, India

Designation

: Senior Executive -Quality Assurance and Compliance
Period


: June 2012 to July 2014

Projects/Clients

: NetGear, Roku

# Project ROKU

Reporting to

: Senior Project Manager -Quality Assurance & compliance


Responsibilities handled:
· Create and manage SOP for the project

· Maintain individual KRA's & KPI's
· CRM Management, Manage sales team, Make sure the weekly/monthly sales target is met
· Make order processing, consumer transactions through respective portal by guiding the customer

· Maintain confidentiality of customer information, site information at all times while communicating

· HR recruitment, induction and training to the agents

· Provide coaching in quality assurance and compliance, customer service & technical support, call-email-chat handling techniques, process and product training.
· Manage the day to day operations of the project and ensure that all customers are provided with excellent customer service

· Closely monitor international technical calls using VERINT & NICE recording tools, make sure SLA's are met

· Maintain a record of day to day observation for further improvement in calls
· Create and make presentation on Project Monthly Quality Metrics report to Senior Project Manager -Quality Assurance & compliance, Projects head, Team leads
· Maintain daily, weekly & monthly reports regarding the Project Quality score 
· Drive the project in-order to achieve 100% excellence in quality

· Submit reports to Project Manager -Operations regarding the project business score and action plans to be taken to improve the Overall site score
· Use a range of office software, including Email, spreadsheets and databases to manage data, 
managing filing systems
· Calculate defects, Manage record management system
· Handle  Tier-3 Client Escalations and participate in Client meetings 
· Be an active participant in Quarterly Business Review of the handling projects
· Schedule and conduct joint team meetings with Operations team from multiple sites(India & Philippines) via conference calls to discuss the performance of multiple sites and gather best practices to implement in each site

·  Schedule and conduct Weekly Call Calibration Session with Operations Team, Quality Team 

· Bridge the gap between Client and Management through continuous interaction and negotiation 
· Schedule and conduct Monthly Quality Meeting to know and understand where the project stands, and to present next action plan to bring up the project Quality

· Interact and negotiate with International Clients regarding project head count, project 



requirements
· Manage ISMS, Carrying out staff appraisals, managing performance and disciplining staff

# Project NETGEAR

Reporting to

: Team Manager -NETGEAR

Responsibilities handled:

· Be the member of SWAT team, test & provide support for the newly launched devices software (firmware) developed  
· Carry out manual testing, write test cases and provide test reports
· Report back to the development team for bug fixes

· Raise and priorities bugs and retest bug fixes
· Handle international technical calls, chat & email from USA, UK & Canada, regarding the installation & other service support of various Netgear SOHO devices

· The technologies include VoIP, IP Networking, Wired/Wireless Routers, Wireless Adapters, Wireless Extenders, Access points, Hubs, Switches, Modems/Gateways, Multimedia Streaming Players, etc…
·  Provide remote access support to the customer if required & make sure the issue is resolved
· Manage the Average talk time/ call handling time according to the SOP
· Be an efficient contributor in team B2B sales (extended support sales)

· Achieve the weekly & monthly sales target
· Provide excellent customer support and receive customer satisfaction survey
· Be an active team player and increase team score, project score & hence site score
· Coach junior technicians regarding the devices, installation & support 
· Handle escalation calls with approval from Team Lead

· Act as an SME & make sure the Call abandon% is less

· Clear the call queue by assigning the queued calls to technicians
Organization
: TATA AIG Life Insurance Pvt Ltd, Thrissur, Kerala, India (part time)
Designation
: Executive Advisor

Period

: May 2009 to June 2011

Reporting to
: Senior Manager

 Responsibilities handled:

· Recruiting efficient people as advisors for the company under my team, motivating and supporting them for achieving goals
· Identify potential customers by referring customer contact databases or by following up on the leads 
referred by call center / personal contacts or by doing cold calls
· Convince customers by highlighting the benefit of TATA AIG products v/s competition
· Ensure complete awareness of banks product features, policies and processes at all times
· Comply with IRDA (Insurance Regulatory & Development Authority of India) guidelines and Code of 
Conduct
· Ensure the charges/ terms and conditions are clearly communicated to all customers.
· Source applications by doing front end customer due diligence and collect complete set of documents 
required by the Insurance Company
· Ensure the documents are verified checked for completeness / validity to avoid later rejections by Credit/ 
Operations
· Adhere to administrative requirements of maintaining document checklist and submitting daily sales 
report and daily call report 
· Processed financial transactions such as payments, cashing checks, processing wire transfers, and various drafts

· Received and processed customer financial transactions, including monthly deposits to the policy, sum assured withdrawals
· Promoted and pertained Life Insurance products and services to satisfy customers’ financial needs and goals

· Processed commercial and consumer transactions following established policies and procedures

· Maintained cash secure and a high level of safety and security for the company 

· Maintain effective business relationship with clients to enhance / maintain the TATA AIG Brand name
· Maintain confidentiality of customer information, TATA AIG information at all times while communicating
· Efficient increasing of the sale of the product in time
· Attend meetings with Senior Manager & Cluster head regarding new product launches, sales quotient and other motivational activities for the team
· Maintaining a good and healthy relationship with clients

· Achieving goals the company demands within the given period of time
Declaration:

I do here by confirm that the information furnished above is true.
