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Sushma 
Email: sushma.382896@2freemail.com 
Objective:
To strive for excellence, to work in such an environment that will enhance my knowledge and career, where I can perform my management skills according to my strong Caliber and efficiency.
	PROFESSIONAL EXPERTISE:


Polished, professional customer service Analyst offering:

· Five years of experience providing customer support in busy call center environments in Banking services and courier services. 

· An unwavering commitment to customer service and resolve complex issues and win customer loyalty.
· Good relationship building between banker and customer.
· Skills -- listen attentively, solve problems creatively, and use tact and diplomacy to find common ground and achieve win-win outcomes.

	TECHNICAL SKILLS:


· MS.Office 

	PROFESSIONAL EXPERIENCE:


	 
	Organization
	Duration
	Designation

	1
	Mara Xpress courier service (UAE)
	   7th Oct’17 to 13th May’18
	Trainer 

	2
	Intelenet Global services
	4th July’16 to 24th Aug’17
	Verifier

	3
	Genpact
	30th Sep’13 to 1st June’16
	Process Developer


I-SPARK, HYDERABAD

(Mara Xpress courier Service - UAE).

Designation: Trainer, From 7th Oct 2017 to 13th May 2018
COMPANY PROFILE 

Mara Xpress Courier Service, UAE, is a Pan-African multi-sector business services company, which is now active in 24 countries and employs more than 11,000 people. Mara Xpress was founded in the year 1996.
Mara Xpress is service commitment to customers service with great value through superior service across the UAE. “ We solve the last mile problem “.
Duties and Responsibilities:
· Worked as Universal Coach. 

· Monthly Call monitoring and providing the feedback and the scores for the agents. 

· Auditing the complete date which is been confirmed by the agents to ensure the date is accurately saved.

· Conducting the competitions for the better improving in the productivity. 

· Reverting on the escalations and sharing the feedback to the agent. 

· Conducting the process knowledge test every month.

· Instructed staff on how to roll through calls and use their telephone and computer equipment.

· Work on excel with required data (hands on with v lookup and pivot table).

Intelenet Global services, HYDERABAD
Project Title – Axis Bank (Credit cards)
Responsibilities:

· Converting the sale by straight to process as it is converted successfully.

· Verifying the rejection data and sending it to the back end Team.

· Collating the entire data and preparing the codes for every credit card transaction.

· Preparing the verification reports on daily basis by different port folio count and publishing it to the management.

· Preparing the monthly dashboard of verification count.

· Verifying the data is been sent accurately to backend process.
Genpact, Hyderabad

Project Title – Axis Bank Collections ( Loans and credit cards)
Responsibilities:
· Training for new hires.

· Ensuring the data to be confidential within in the premises and abiding the rules.

· Reverting on escalations and updating an excel training.

· The entire team on new updates and refresher training for better understanding.

· Monthly call monitoring and providing the feedback and the scores for the associates.

· Preparing the monthly calendar and Newsletter.

· Guiding and training the juniors in learning the process and ensure they follow the process accordingly.  

· Contacting customers and collect monthly due for achieving targets given.

· Always been consistent and ensured to crake non contact and Refuse to pay, customers for better resolution.

	ACHIEVEMENTS:


· Achieved 2 Bronze awards from Company on Best performance.

· Achieved Best Performer award from Axis bank Chairman.

· Recived spot awards .
· Working on projects for process improvements with Training Team.
· Lean certified 

	EDUCATION:


· Post Graduation (MBA) from Vijaya business school of management (2015) 
· Degree (Bcom general) from Government Degree Collage (2013)

· Intermediate (CEC) from Government Junior College (2010)
· Secondary School Certificate (SSC) from keys High School (2007)
	Personal Information:


· Date of birth 

                   :     31/07/1991
· Languages known                        :     ENGLISH, HINDI, TELUGU & TAMIL
· Nationality


         :     Indian


· Visa Status                                  :     Visit Visa























