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PROFESSIONAL CAREER
Customer Service / Technical Support / Operations / Administration / Banking
PROFILE AND STRENGTHS
.
An
accomplished
BPO professional with expertise in Customer Service/Technical Support and Back end Operations. Also, have worked as Credit Scrutiny Officer and as an Administration officer.
.
Meticulous, good observer, hard working, honest, quick learner, self motivator and result/target oriented with 15 years experience including strong management and leadership skills as well.

.
Diligent and resourceful professional who has been consistent in performance and achieving the goals by utilizing and implementing processes that meets organization’s needs.

.
Target and achievement oriented with an ability to take up challenges and perform in changing work environments.

.
Handled a team of 15-20 agents as a Team Manager and also worked on improvement of the team as well as the process.

.
Excellent analytical skills and hands on exposure to lead a team and build good professional relationship.
Core competencies include:
	Retail Banking (Housing Loans)
	Technical Support
	Administrative Affairs

	Back Office Operations
	Customer Service/Team Manager
	Communication Skills


SUTHERLAND GLOBAL SERVICES PVT. LTD – NAVI MUMBAI.
DEC. 2010 – DEC. 2014
SR. TECHNICAL SUPPORT (AT&T U-VERSE) – TIER 2
· Responding OR handling technical queries of customers via web chat related to IPTV, CVoIP, Internet for AT&T U-verse ISP. 

· Assisting and guiding the new agents in the team on the product and with their chats.
· Working on escalated issues which TIER 1 agents are unable to resolve or provide a resolution. Schedule callbacks when required to keep the customer informed about the status of his/her issue.
· Achieving the Customer Satisfaction target consistently with good quality.

· Working for the betterment of the process as a whole.

· Looking for the easiest solutions a layman can understand, interpret and perform to fix the problem at hand.

· Floor walking the newly joined agents, helping improve their customer satisfaction, reviewing the DSATs, providing appropriate feedback, etc.

WNS GLOBAL SERVICES – MUMBAI.
MAY 2009 – DEC. 2010 
SR. CUSTOMER SERVICE EXECUTIVE (BRITISH GAS)
· Responding to emails regarding bill queries, meter readings, incorrect bills, amendments in physical or office address, etc. sent by British Gas customers.
· Achieving a target of 3 emails p/h (RPH) and less than 10% FE (Fatal Error).

· Achieved the annual license of British Gas employee and also worked as an SME plus Quality Controller.

IN2M TECHNOLOGIES PVT. LTD. – NAVI MUMBAI
JUNE 2007 – MAY 2009
SR. PRODUCT SUPPORT EXECUTIVE (TECHNICAL)
· Attending and resolving the user’s issues via Live Chat and Email.

· Scheduling callbacks for Escalated issues with U.S.A agents.
· Training new agents on the product.
· Do Quality evaluations of other agents.
· Assisting the Team Lead on shift.
· Managing the floor when the Team Lead on shift is on leave/not available.
· Researching on the issues of the users.
STREAM INTERNATIONAL PVT. LTD. – MUMBAI
NOV 2002 – MAY 2007
TEAM MANAGER (MCAFEE ANTIVIRUS)
· Preparing Daily production and NETSAT Reports to be sent to the Clients in U.S.A.
· Scheduling callbacks for Escalated issues with U.S.A agents.
· Handling a team of 15 - 20 agents and looking after their daily performance.
· Training new agents on the product.
· Do Quality evaluations of own as well as other agents.
· Assisting the Senior Team Lead on shift.
· Appraising the agents, monitoring the work and providing feedback to maintain the Netsat score. 
· Discussing DSAT chats of agents and help improve their score.
· Researching on the issues of the users.

· Looking after salary issues, transportation and breaks of the team members, etc.

Also, earlier worked as a part of MSN Hotmail, Business Development Executive, and as an agent and later Sr. agent for FranklinCovey process.

PAMAC FINSERVE PVT. LTD. (SCB) – MUMBAI
OCT 2001 – NOV 2002
CREDIT SCRUTINY OFFICE (HOME LOANS)
· Scrutinize the Housing Loan forms/applications.

· Prepare Sanction letters and check the sanction amount.
· Prepare Disbursal letters and verifying the requirements for loans.
· Manage a team of 5 people and train them about the product.
M/S PROTOCHEM INDUSTRIES PVT. LTD. – NAVI MUMBAI
AUG 2000 – SEP 2001
ADMINISTRATION OFFICER
· Preparing ledger reports of the raw materials in stock.
· Checking the goods when loading the truck to be sent to military/other companies.
· Preparing Challans, receipts, managing the stock, checking the production line, grievances of the workers, etc.

ACCOMPLISHMENTS
I have many awards and accolades to my credit in all the companies I have worked for in my career of 15 years. It includes accolades from various top Clients, Managers, Board of Directors, CEO, Vendors, etc. I have provided a few below.
· The Star Staff Award for Excellence in work, quality, quantum and dedication to company for the month of August 2002.
· Star of the Month award for Outstanding Performance for the month of February, May, October, December 2008.
· Certificate of Excellence for Outstanding Performance in FranklinCovey Technical Support (Chat) for the month of October 2005 and July 2006.
· Appreciation Letter for achieving the Highest Quality Score (97.35%, 98.86% and 98.14%) for the month of August, October 2005 and June 2006 respectively.
· Certificate of Excellence for Outstanding Performance in FranklinCovey Technical Support (Chat) for the month of February and March 2005.
· Excellence Award for Excellent Customer Service directly from FranklinCovey (U.S.A.) Client for the month of October and November 2004. 





LANGUAGES KNOWN

	Read
	Write
	Speak


	English
Yes

Yes

Yes

	





	Hindi

Yes

Yes

Yes

	

	Marathi
Yes

Yes

Yes

	

	Konkani
---

---

Yes


	

	


EDUCATIONAL QUALIFICATIONS
          BACHELOR OF COMMERCE
Mumbai University, 2000

        COMPUTER QUALIFICATIONS
Higher Diploma in Software Engineering (HDSE) Course 






Aptech Computer Education, THANE
OTHER QUALIFICATIONS
    Film/Video Editing 

             Balaji Telefilms, Mumbai

PERSONAL DETAILS

Date of Birth
  :
    3rd September, 1979
Marital Status  :               Married
Nationality
  :
    INDIAN


I, certify that the above information provided by me is true to my knowledge.

