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Career Objective:To be in a responsible position within the organization that will help translate my knowledge and skills into the growth of the company as well as self.
Educational Qualifications:
· P G Diploma in Travel and Tourism, Andhra University, Visakhapatnam.

· Bachelors in Commerce, Andhra University Distance Mode, Visakhapatnam.

· Secondary School Certificate, Visovodaya High School, Visakhapatnam.
Technical Qualifications:P G D C A
· Dos, Windows, MS Office, Oracle, UNIX, C, Developer 2000, Adobe PageMaker
· Completed “Yellow Belt Project” in GE to improve Customer Experience. 

Profile Summary:
· Worked as a “Customer Service Executive”(Voice – Inbound calling and outbound calling) in US Credit Cards Disputes from January 19 2016, till July 22 2016 in HSBC.

· Worked as “Executive Quality (Quality Analyst)” and “Process Trainer” from October 2013 till 19 January 2016HSBC.
· Worked as a “Customer Service Executive” in COE Telephony from April 04th 2011, till October 2013 in HSBC.
· Worked as a “Customer Service Executive” in RS Care from Dec 12th, 2006 to April 04th 2011 in HSBC.
· Worked as a “PROCESS ASSOCIATE” for GE Money Servicing, Hydfrom August 31st 2005 till September 8th 2006.
· Successfully completed a project on “Voter Pan Cards”, during PGDCA course completion.
HSBC certified process trainer (SME):

· Accredited as HSBC certified PROCESS TRAINER and SUBJECT MATTER EXPERT for the process “COE Telephony” in July 2015.
Executive Quality (Quality Analyst) Responsibilities:
· To ensure Quality Checks are performed regularly and sending reports of the completed checks on a daily basis with nil exceptions.
· To listen to the complaint calls and identify the errors and send the call transcript to the complaints team and provide necessary feedback to the advisor, when identified an error.
· To ensure the required Quality PLA’s are met on a weekly basis. 
· To identify the error trend,prepare a plan to address the team on weekly basis to discuss and implement new methods to avoid errors.
· To conduct weekly huddles to the team and to discuss the challenges that the team is facing and provide appropriate solution to run the process smoothly.

· Answering referrals on the processing floor and resolving the customer’s queries promptly. Needless to say that this requires proficiency in process.
· Conducting OJT (On Job Training) to the new hire’s, helping them with the procedure, policies, systems etc.

· Deputized the team in the absence of the manager and provided support to 2 sites (Vizag & Manila) for any kind of referrals, escalations and managing breaks for the individuals of the both sites and to make sure at the closing of shift the GOS (Grade of Service) is not only met but exceed the given target on a daily basis. 
· Always have been an active participant in helping new hires in the team to work on their areas of development like AHT (Average Handling time), use of common memos and also reducing wrap time to improve quality, which eventually will lead to a good customer experience.
· Motivating the team by conducting fun DD’s (Daily Devotionals) on a weekly basis so that the work stress doesn’t affect an individual performance.
· I was entrusted to work with an individual closely so that the said individual improves on sales and CE as he was identified as outlier in the team. During the said period, I worked with theindividual and provided many tips, conducted many role plays to build trust in the individual and at the end of the said period the individual came out as a successful performer.
· Driving sales for the team with leading by example.
Job Profile : US Cards Disputes, US Process.

· Primarily handling credit card disputes for the customer in US region.

· Understanding why the customer is disputing a transaction. Going through reasonable investigation and providing necessary resolution with in the stipulated time, so that the US regulation are not violated.
· Taking calls from the US Customer and logging-in their dispute for the said transaction.

· Making outbound calls to the customer and also to the merchants and if required conferencing the calls with the both parties to get the resolution for the dispute.
· To respond to the customer’s email regarding their disputes after reasonable investigation and with a proper resolution.

· Customer Log Sheet - When requested the customer for the supporting documents for the dispute claim to be processed, customer sends in the documents. Managing these documents to make sure these are attached properly to the said disputed transaction. 
Job Profile:(Retail Services (US Process), CoE Telephony (UK Process)
· Provide extraordinary service through phone interactions with customers, focusing on resolving their requests with an efficient, accurate. Professional and courteous manner to create customer loyalty.
· Handling calls of a complex nature, including customer complaints.
· Takes ownership and initiative to complete necessary research and customer follow-up or direct the customer to the appropriate department for resolution.
· Defuse irate customers and resolve challenging inquiries utilizing negotiation skills while following guidelines in effort to satisfy the customer.
· Identify and explore opportunities/initiatives which would enhance the call centre contribution to the Bank’s business, which includes & not limited to cross sell various products offered by Retail Services.
· Generate relationships that lead to first time resolution through listening and resolving cardholder enquiries, taking time to understand the customers’ needs, building rapport, offering advice and overcoming objections.
· Responsible for meeting daily, weekly & monthly targets.
· Exhibits adherence to Core Standards and behavior by participating in team meetings and activities to promote team spirit and cohesiveness.
· To process the payments, disputes etc of the customers over the call.
Achievements: (COE Telephony)

· Awarded as “Top Performer of the team” for the months of July, September and October 2011.

· Awarded as “Top Performer of the team” for the months of January, April, June, August and October 2012.

· Awarded with “Team of the Quarter” for October 2012.

· Awarded as “Top Performer of the team” for the months of February, March and June 2013.

Achievements: (RS Customer Service)

· Awarded as “Sales Star” for the month of March 2011.

· Awarded as “Queue Star” for the month of July 2010.

· Awarded as “Process Expert” for the month of July 2009.

· Awarded as “Best Customer Service” for the months of February, March and April for receiving 3 Customer Compliments in 2008

· Awarded as “CE King” (Customer Experience) in 2008.

· Awarded as “Process Star” in the month of September, 2007. 

Achievements: (GE Money Servicing)

· EE (Exceed Expectations) for 6 months (March to August) consecutively in 2006.

· Lowest AHT (Average Handling Time) for the months March, April and May, 2006 in the team.

· Top – Gun for the months of May, June and July, 2006 for making highest number of sales in the team.

· Awarded as Customer’s Champ for the month of July for receiving 6 Customer compliments.

Strengths: 

· Self motivated, adaptable and flexible to change.

· Ability to work with wide variety of people.

· Ability to work under pressure with challenging deadlines.
Extra Curricular Activities:
· Active participant in HSBC centre wide activities in Annual day awards consecutively for 6 years.

· Won “Battle of the Bands” competition for 3 years consecutively.

· Active participant in R n R for RS Care process and Cards & Loans.

· Active Blood Donor and charity programs.
· Conduct charity programs in society and providing awareness to respecting each other, which is intern leads to a better society.
Interests and Hobbies

:
Music (Guitar & Drums), Long Drives. Cooking.
.
Language Known


:
English, Hindi and Telugu.
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