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Objective:
PGDBA Human Resources graduate with 9 years of progressive off-field collections, sales and customer service experience with International clients, seeking a varied role that will allow me to consolidate both my educational and professional background, also expand my knowledge and provide opportunities for my personal and professional growth.
Computer Skills:
SAP, MS Excel, MS Word, MS PowerPoint.
Professional Experience:
Tata Consultancy Services BPS - (Voice – Accounts Receivables Specialist & Quality Analyst)
Client: The Nielsen Company (UK), Duration: Dec 2010 - Jul 2015
· Initially supported Nielsen North American Collections as a Quality Analyst for monitoring (recorded) calls & emails and guide associates in achieving cash target 
· Weekly quality report generation for the senior level management & client 
· Conducting training sessions for new agents/collectors, with regards to quality & collections process 
· Worked in Nielsen Accounts Receivables - Europe Region, as collections specialist 
· Contacting customers with regards to billed invoices and outstanding payments through calls and emails 
· Preparing weekly reports, analyzing collections report & target 
· Weekly calls with client to realize and resolve collection issues 
Achievements:
· Star performer award from TCS for the month of Aug 2013 
· Performance recognition award from client for the 3rd quarter of 2014 
Cognizant Technology Solutions - (Voice/semi-technical – Customer Support Executive)
Client: AT&T (USA), Duration: Nov 2008- Sept 2010
· Calling US customers (AT&T) to provide technical support with regards to their phone & internet connections 
· Fixing appointments by calling the customers of AT&T in order to give residential connection (television, internet, telephone). 
· Responsible for smooth process flow of OMA (Order management and Activation) of customers of client viz. Television/ Internet/ Residential networking and HPDR (Handle port and Disconnect request). 
· OMA is a sequence of 12 applications and have been instrumental in load balancing of the applications within the team as per the available capacity for the shift and invoking timely actions through escalations at the right time to ensure 0 bottle necks in the process flow 
· Trained the new associates to process the AT&T customer’s orders. Took the responsibility to send the EOD reports to the clients to show the SLA targets which has been met. 
· Have done the transaction quality for customers’ orders which where worked by the agents in order maintain the client’s expectation 
Achievements:
· Star performer award from CTS for the month of Jan 2011 
Allsec Technologies Ltd - (Voice – Customer Support)
Client: K2 Financial (USA), Duration: May 2006- Oct 2008
· Selling mortgages to US customers over phone 
· Interacting with customers (US) regarding student loan consolidation 
· Providing support for the customers (US) for educational loans 
· Monitoring calls of associates and providing necessary performance feedback 
· Being an integral part of the client calls, discussing the indispensable factors for improving the associates call quality 
· Sending across performance reports to the clients 
· Conducting one-on-one sessions with the associates in order to improve the call quality 
Personal Skills & Strengths:
· Positive attitude 
· Strong believer of achieving results as an individual and also through team-work 
· Can handle pressure 
· Clarity in work supported by a very good verbal and written communication 
· Responsive to changes and amiable with team members in environments requiring attentiveness and ability to work under pressure 
· Highly organized and analytical mindset with a strong attention to detail 
· Strong leadership skills and time management 
Educational Background:
· Post Graduation [Distance Eduation] (PGDBA-HR) (2010) – Passed with a ‘B’ grade - Symbiosis University, Pune, India 
· Under Graduation (BCA) (2006) - Passed with 54% - Shri Nehru Maha Vidhyalaya CAS, Coimbatore, India 
· Higher Secondary School (2003) - Passed with 59% - St. Joseph's College, Coonoor, The Nilgiris, India 
· High School (2001) - Passed with 59% - St. Joseph's College, Coonoor, The Nilgiris, India 
Languages Known:
· Malayalam, Tamil, Hindi & English 
Personal Information:
Date of Birth: 30th Dec 1984
Age: 30
Sex: Male
Hobbies: Photography, poem writing and exploring geographies
Declaration: (The undersigned, hereby certifies that all information given in this document is true, complete and correct)
Place: Dubai

