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Ramya  
ramya.382735@2freemail.com                      
Career Objective
A hard working, enthusiastic and energetic professional with 8+years of experience in BPO industry in different domains like Operations, Process Improvement, Client Relationship Management, Recruitment and Customer Service. Aggressively instrumental in reaching out to customer needs and satisfaction; exhibiting self administrative and Customer Care skills for self development and hence expediting and resonating organizational Growth.
 Career Summary

· Over 8 years of experience in the areas of Process Management, Operations, HR Administration and Team Management.

· An out-of-the-box thinker with a flair for identifying & adopting emerging trends & addressing industry requirements to achieve organizational objectives and profitability norms.

· A strategic planner with proficiency in streamlining business processes, defining continuous improvement processes, accelerating employees’ strengths and building powerful teams that can conquer any obstacles.

· Adeptness in providing guidance and leadership to staff in accordance with specified program objectives.

· Exceptional communication, presentations & mentoring skills with distinguished abilities in leading teams for developing business continuity plans, procedures and service standards for business excellence.
     Key Responsibilities Handled
· Led process improvement projects that helped operations meet and exceed quality standards and streamline processes to reduce cost.

· Created and revised procedures, checklist and job aids that resulted in process consistency and reduced error disputes.

· Review and ensure that policies and procedures are in line with the best practices of documentation and ensure consistency with organizational process

· Conducting problem resolution root cause analysis.

· Created training manuals, trained new hires and provided feedback 

· Monitored in-bound and out-bound calls made and received by various operation teams and provided feedback to improve their client experience.

· Prepare monthly reports to document the level the of performance.

Personal Competencies

· Ambitious hardworking and committed to excellence.

· Flexible towards any required changes in business and a quick learner.

· Ability to work well under any conditions and thrive on challenging works.

· Unmatchable communication skills in written and verbal both.

· Passion at work, team building, leadership skills and high energy levels.

· Friendly with an upbeat attitude.

     Employers

· Worked as Lead Analyst at “Envoy Mortgage Private Limited Mangalore, since 3rd September 2013” (September 2013 – March 21st, 2018)
· Core logic Global Service Pvt Ltd, “a Cognizant Company since June 2011” (March 2010 – May 2013)

· First Indian Corporation Pvt. Ltd. (Sep 2007 – Dec 2008)
      EDUCATIONAL QUALIFICATION

· BCA (Bachelor’s in Computer Application) from CV Raman University, Kota, Bilaspur
· Diploma in Human Resource Management from Apex Institute of Management &Technology

· BTEC [HNC] in Aviation, Hospitality and Travel Management from Frankfinn institute of Air Hostess Training, 
Work Experience
Worked as Lead Analyst at “Envoy Mortgage Private Limited Mangalore, since 3rd September 2013” (September 2013 – March 2018)
Roles & Responsibilities as a Lead Analyst – Team Management and Client Management
· Managed a team of 12 Quality Analyst from different departments provided direct support for quality event and ensured that necessary action is taken when needed
· Monitoring the overall functioning of processes, identifying improvement areas and implementing adequate measures to maximize customer satisfaction level
· Tracking performances of the team members and suggesting areas of improvements, facilitating & imparting training and monitoring the improvements on a continuous basis
· Maintaining & ensuring stringent adherence to quality standards, identifying gaps and opportunities
· Realizing process improvements, applying various techniques in different business processes to enhance productivity & profitability.
· Preparing weekly, monthly and YTD reports to track the performance and areas of improvement.
· Conducting interviews to seek out professionals with the right combination of experience, education and skills to fill a position

· Taking the New through induction program. To know the policy, procedure, culture, employee benefits, health & safety
· Led calibration sessions for operations team to assist with new hire quality.
Previous Work Experiences
Core logic Global Service Pvt Ltd, “a Cognizant Company since June 2011” (March 2010 – May 2013)

Designation: Senior Process Associate (Quality)
Profile:
· Conducted training that enabled staff to perform effectively. Used diverse methods to facilitate learning.
· Designated as point of contact for team members when supervisor was unavailable.
· Partnered with management to develop / implement quality initiatives
· Conducted Root cause Analysis to reduce errors

· Was a part of calibration meeting lead by Quality lead to improve quality of the team
First Indian Corporation Pvt. Ltd. (Sep 2007 – Dec 2008)
Designation: Process Associate

       Profile: 
· Performing a Flood Zone determination using GIS maps for Properties in US.

· Performing a Quality Check on the orders completed by new agents on the Floor

· Sharing Best Practice with the team and Conducting Team Huddles (Process related Updates).
Personal Details
	Date of Birth: 
	20-07-1985

	Sex:
	Female

	Nationality: 
	Indian

	Religion: 
	Hindu

	Marital Status:
	Married

	Languages Known:
	English, Kannada, Hindi, Tulu and Malayalam


Declaration
I hereby declare that the above written are true to the best of my knowledge & belief.
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