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Objective:

· Highly motivated professional seeking to advance to the next level career in the Call Center/Workforce Management arena, expanding andbuilding on my diverse experience within both.
Professional Experience Since Mar 2010 till Sep 15th 2014. 
Lead WFM
HCL technologies Bserve 
Noida UP
Prime Job Responsibilities:
· Provide leadership and direction to WFM team to address workforce capabilities and provide a thorough understanding of potential gaps between the organization's needs, client requirements, and the available workforce. 
· Attend and evaluate client forecast calls generating four week monthly projectionsAHT and shrinkage forecasting.

· Optimizing staffing gaps & surplus - Deploying adequate measures to minimize difference between required and the actual delivering max possible SL.
· Weekly Over- Under call - With Operations/ Command team and client.
· Daily call with client for centre SLA.
· Weekly Rosters collating and processing inputs in Blue pumpkin, preparing and releasing rosters weekly for employee attendance tracker, transport , etc.
· Weekly Seating Plan Based on the rosters, preparing seating plan for agents.
· Planning downtime incl. fire drill, training, tech maintenance, townhall events.
· Providing reports in various formats to management/ associate divisions.
· Managing and maintaining records of unplanned downtimes or major adhoc changes.
· Work with Operations DPE’s (Delivery Process Executive) on Organization wide initiatives to drive Productivity and Revenue Increase by Driving Efficiencies through improving operational levers.
Company: HCL Technologies BPO operations, Noida 
Duration:   June 2006 till Feb 2010
Title: WFM Executive India Command Centre
Prime Job Responsibilities:
· Meeting daily targets specified by the Client (Service Level %), monitor and dispatch the cases and ensure that the cases are being done on time.
· Real Time Adherence of all the agents (break management, monitoring the agents’ online status, managing agents’ coaching & briefing sessions).
· CMS is the tool used for monitoring and pulling different reports which in turn help in analyzing the variance in actual and targeted parameters.
· Involved in publishing daily weekly and monthly aux usage reports for the desk.
· Professional Experience Since Mar 2010 till Sep 15th 2014. Lead WFM HCL technologies Bserve Noida UP
Academic Qualification:

· Graduate done (BA) from 

· CCS University Meerut U.P

· Advanced diploma in Computer application from InfoTech Meerut

Professional Qualification:

· Vast, demonstrated knowledge of all facets and systems of Call Center Operations and WFM.

Computer Competencies:
· Fair knowledge of tools like Blue Pumpkin, MS Excel, MS Word and MS Power point.

Competencies:

· Strong work ethic and very flexible.

· Analytical mind.

· Very organized and methodical.

· Extensive PC skills.

· Excellent interpersonal/communication and leadership skills.

· Exceptional organizational abilities.

· Thrive in a fast paced environment.

· Highly motivated and self-directed.

· Awarded with “OS” (Outstanding Performer) in the last 6 appraisal cycle

· Able to effectively manage time and prioritize workload.

· Reliable, with excellent attendance record.

PERSONAL DETAILS:

· Date of birth 

: 1st July 1976

· Marital Status 

:
Married.

· Languages known 

:
English, Arabic, Persian, Hindi and Urdu.

· Nationality 


:
Indian.

· Religion 


:
Islam.
