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· To work in a challenging environment that offers scope to innovation, fulfillment and excellence through performance. I am dedicated to my work with a professional and efficient outlook focused to strive and obtain my goals, in order to be successful in my profession and achieve personal & career growth. I incline to seek a challenging position at any level and assure you of commitment to work.
 Core Strengths:-

· Good self image, Active listener, Problem solving

· Team builder , Flexibility, Capacity to prioritize tasks efficiently

· Leadership and self management, Team work

· Self-control 
· Motivation and self confidence

Career Highlights: - 

· Substantial & outstanding skills in Customer Service with 14.6 years experience and 1yr experience in Trading firm
· Have been nominated to visit client site (United Kingdom) for knowledge acquisition on a new project, understanding the client requirement and was responsible to train the Offshore team on the same

Achievements

· Have been awarded best performer for the months of April 2008 / June 2009/ March 2012

· Exceed Expectations in all the performance appraisal

Educational Qualification

· Bachelor of Economics - Kerala University(Completion date- April 1997)
· Vocational Course in Travel and Tourism (Completion date- March 1994)
Computer Competencies
· Diploma in Computer Application & Office Management - IHRDE (Completion date – June 1998)

· Computer Hardware- Institute of Advanced Studies (Completion date- Aug 2012)

Skills

· Customer Service, Complaint handling & Dispute Resolution, Time Management
· Data entry/ Record Management, MI, Analysis, SAP, MS Office, Outlook
Key Accomplishments
· Ability to quickly build rapport with customers and calmly deal with any problems as shown during my retail experience in high pressure environments

· Good team player with strong communication, analytical and problem solving skills

· Leading workflow distribution and floor management to ensure service levels are satisfied within the turnaround time
· Developing, motivating, coaching, evaluating and retaining qualified staff
· Maintaining service, data, both client and consumer satisfaction and handling online queries
· Perform quality checks and quality manual audits, analysis, develop and review performance reports, identify areas of improvement, and implement measures to improve performance levels and meet objectives
· Deliver outstanding service, exceed expectations and build long-term loyalty

· Worked in stratified & BS 6000 sampling methods, knowledge in Pareto analysis, Pivot table
Employment Experience
Working as a Admin Executive and Sales Coordination in Light View Electrical Trading LLC, Deira, Dubai from 15 Aug 2012

· Responsible for bank transactions, payments to sellers through TT and DP
· Tracking shipment and follow up with customers
· Preparing Invoice and Delivery order based on the inquires
· Sending quotation to the customers
· Payment collection and sending acknowledgement
· Handling export document
· Tracking emails
· Stock keeping 
Team Leader from 1 July 2010 to  31 May 2012 in RR Donnelley, 

· Primary role is to lead the team of 30 members from the front in the constructive, efficient, progressive manner and give them proper guidance and motivation
· Responsible for providing high levels of customer service, solving  problem for customers, end-to-end follow up for customers taking ownership of customers enquiries and problems
· Conference call with customers on a weekly basis to enhance team performance & on process improvement
· Daily meetings with IT and database team to improve the system performance
· Offered solutions to the management regarding project related queries
· Handling queries from the customer through emails and internet phones
· Analyzing the assigned projects and distributing the tasks to the members as  per their area of expertise
· Solving the problem or getting the issue fixed and informing the customer and providing explanations to customers on the origin and nature of the problem
· Prepare MI reports and maintain records of work accomplishments and administrative information, as required, and coordinate the preparation, presentation, and communication of work-related information to the line manager & operation team
· Report to the manager periodically on team and individual work accomplishments, problems, progress in mastering tasks and work processes, and individual and team training needs
· Intercede with the line manager on behalf of the team to inform the team performance and the management issues/problems and to recommend/request related actions, such as assignments, reassignments, peer reviews, training, feedbacks and performance appraisals
· Coach, facilitate, solve work problems, and participate in the work of the team, knowledge sharing and team motivation
· Observe and relay training needs and requests to operations manager
· Organizing the team and maintaining team absenteeism and resource allocation based on the daily targets
· Make the team to understand their goals and objectives and make sure that they are attained 
· Monthly one to one meeting with the team 
· Supporting the payroll team, maintaining transport roster, overtime, double pay
· Resolve workplace conflicts effectively and enhance teamwork, productivity & morale
Quality Specialist from 1 July 2008 to 30 June 2010 in RR Donnelley

· Conducting spot audits on process compliance. Contribute to the completion of service recoveries as required by the client
· Evaluate client feedback and provide accurate analysis to the Associate Project Manager and the Project Manager
· Assisting the Client Manager in creating and executing a plan of action to make improvements for all negative feedback received
· Maintaining / Publishing performance score card for Quality Controllers on monthly basis 
· Standing by as an Alternate Team leader

· Assessing the weekly trend with the help of pivot and QMP Audit

· Training the associates regarding process updates during debrief session.

Senior Quality Controller from 1 July 2007 to 30 June 2008 in RR Donnelley

· Coach QCs in areas of quality assurance 
· Conduct spot checks on all QCs from time-to-time 
· Monitoring (AOQ) at the end of the week 
· Responsible for deadline adherence on the shift and ensure no delays 
· Ensure 100% quality adherence of all projects worked on during the shift per correct templates, standards and client specifications
· Trainer for new QCs and responsible for the buddy program
Quality controller from 1 July 2002 to 30 June 2007 in RR Donnelley
· Responsibility involves ensuring timely completion of projects and Quality in line with the Quality standards and norms of the Organization

· Validating and responsible to give 100% quality in all accounts proceed by the associates

· To give proper feedback and training to the Associates after validation of the corresponding accounts done by them
· Perform quality assurance in both hardcopy as well as online to validate compliance with client specific templates, standards and styles
Process Associate from 17 November 1997 to 1 June 2002 in RR Donnelley
· Secured handling of data and get accurate and complete input data for running assigned process as trained
· Follow training manuals/ Client's desktop procedure strictly and perform transactions as instructed by the immediate supervisor

· Accurate & speedy processing of transactions as per defined business rules and report progress on tasks assigned by the immediate supervisor
· Analysis and validation of data / processes to arrive at expected result as per business rules
