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Professional Summery
Call Center Representative with expertise providing customer support in high call volume environment. Exceptional communication skills, computer aptitude & telephone etiquette. Customer Service Team Leader with more than 8 years of professional customer service and leadership experience with all facets of hiring, training, coaching, people management and development process of call centre representatives. Effective in motivation others to reach their optimum potential.
Personal Information
Date of Birth: 24th February 1982

Nationality: Indian

Languages known: English, Hindi & Marathi.
Skills
Proficient with Microsoft Office System(including Microsoft Word, Microsoft PowerPoint and Microsoft Outlook) 

Talented client relation manager

Adheres to customer service procedure 

Call center metrics decoding & problem solving aptitude

Committed to maintain data integrity

Skills to motivate people achieve goals.

Work History
· Serco Global Services- Barclay's Bank Online Banking
· Joined as Sr.CSE (2007)

Role-  Providing customer service over the phone by helping customers manage their banking through online banking, helping customers with all types of account detail, creating leads for Home & Car insurance. Mastered the process and helped fellow team members & colleagues with their queries. Also floor walked and helped new advisors with customer query. 

· Promoted as Team Coach (2009 – June2015)

Role - Handling team member’s attendance, Managing team stats. Analysing team quality, maintain team data, giving regular feedback on calls monitored. Take steps to improve on performance based on coaching & feedback sessions.
· Promoted as Team Leader (June2015 – Till Date)

Role -Making reports,going through the database regularly to check for any updates.
Achieving Project NPS (Net Promoter Score) Goals.
Managing team stats as per process SLA. Calibrating with client.

Analyzing call volume & average call handling time.

Attending WSR & MSR calls for weekly & monthly reviews on process stats & SLA.

Managed floor initial start-up to full operational status
· Zenta as Advisor for a Collections Process 2005  
· Worked Customer Relations Associate for collection department for 18 months

Role – Worked for NCO Finances, Collection department. Outbound call centre for US Collection

Informing customers about their overdue or bad debts amount & offering part payment or settlement 
plans. 

Taking PTO (Payment To Promise). Offering solution to pay off debts. Skip stracing if unable to contact customer
· TATA AIG Mumbai as Customer Service Executive for  7 months  2005

· Served as Customer Service Executive at Serco (Sparsh)

Role – Marketing and selling Maharaksha General accidental policy. Making            outgoing calls to Policy holder and asking to renew the policy which are due to expire. Taking care of outstation payments & updating customer’s personal detail.

Retaining customer by giving additional befits. 

Achievement
Appreciated by client on process Managers & Clients for successfully meeting billing hours before deadline.

Capably managed movement of large volume call center with more than 150 employees.
Awarded the best Advisor several times. Also have scored exceptional in my recent two appraisals.

Received 100% in CES Serco Global Services Pvt. Ltd.
Awarded the Best Advisor on the Floor for the Quarter for ONLINE BANKING at Serco Global Services Pvt. Ltd.
Awarded as for Best Team & Team Coach for financial year 2012-2013.
Promoted as Team Leader 2015.
Consistently achieved collection target in Zenta.
Earned highest Incentive for maximum Insurance sale in a month in TATA Aig.
Qualifications: -

Graduate in commerce field from Mumbai University in year 2006.

Subject: Accounts & Economics 

SSC from St’Andrews 

Subject: Maths & Science 

Proficient with Microsoft Office System (including Microsoft Word, Microsoft PowerPoint and Microsoft Outlook) 

Strengths: 

Good communication skills, get along with everyone very easily, flexible.
Can perform under pressure and deliver the best results.
Honest and Particular about my work.

Hobbies:      

Swimming, Travelling, Cricket, watching movies,surfing on internet& exploring new places.
