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Summary
Competent, diligent & result-oriented professional, with an experience of 8.3 years in Customer Service. Focused and hardworking, self-motivated and team oriented with excellent communication and interpersonal skills. Attention to detail and capability to switch to allied or varied technologies depending on project requirements.
Qualification

· BCA from  Punjab Technical University in 2014
· 10+2 from NIOS  Board in 2011
· 10th from CBSE  Board in 2008
Experience
Red Pixels (NDTV Venture) since Jan 2016
Senior Executive Jan 2016 to May 2018
Assistant Manager- Customer Care since May 2018
· Responsible for interview, training, quality and daily front and backend teams performance.

· Hire, retain & manage a high quality assisted calling team to ensure superior results.

· Set and manage team performance and strategic direction, while ensuring smooth delivery of day-to-day operations.

· Drive Customer experience and compliance. Generating sales revenue through outbound calls.

· Improvement and development of CRM and Freshdesk panels.

· Cross-functional collaboration with marketing, sales, logistics, tech, and finance teams

· Experience in setting up and managing complete customer service setups to cater to mediums like Inbound and Outbound calls, Chat, Email, and Social Media.

· Resolving legal complaints online and offline. 

· Root cause analysis for problems and solution presentation and implementation.

· Make decisions on any matters relating to improving revenue generation and customer satisfaction with regards insofar as it affects call handling and call center processes.

· Conduct daily/weekly/monthly/quarterly one-on-one and team meetings.

· Minutes of Meeting Presentation to subordinates related to the improvement of quality of services and furtherance better customer issues resolution.

· Design interdepartmental SLA matrix with a clearly defined process to resolve each type of customer query.

· Develop & manage website FAQs, self-service content, scripts, canned responses, escalation matrix.
· Handle Forward and Reverse logistics. Managing daily operational work, bifurcating the work to subordinates and monitoring the same on a daily basis. 
· Create/maintain/improve/document SOP to ensure smooth functioning of Customer Care, Category, Finance and Logistics departments.
· Contribute to the long-term operational strategy and support model, outsourcing decisions, vendor selection and continuous improvements of business processes

· Create promotion campaigns. Optimize notification campaigns & messages to enhance customer experience & manage expectations.
​​​​Xerion retail pvt ltd (July 2014- Jan 2016)
Quality Analyst for Jabong.com, Foodpanda.in, Jockeyindia.com and Printvenue.com
· Part of the initial/Startup team at Jabong .com

· Maintain the quality of the process as per decided parameters and ensuring compliance with documentation.

· Improve customer and client experience, increase productivity and maintain service levels

· Drive new process implementations, organize regular training, handle critical issue resolution, suggest necessary technology automation

· Conduct Process Knowledge Test, pre-shifts and refresher sessions to reduce errors

· Analyze C-SAT data and sharing the outcome with the client.

· Ensure appropriate & effective resolution has been made to the issues raised.

· Take quality sessions for new agents, participating in internal and external call calibrations.

Customer Care Representative for Jabong.com

Feb 2012 - Jul 2014

Attending inbound queries, e-mails and making outbound calls for COD order confirmation and NDR.

Providing first level support and resolution to the customers (Negative Feedback and HOD escalations)
 ​​​​Intelenet Global Services (Jul 2011-Jan 2012)
 Prometric CAT Process - Customer Care Representative
· Solving queries related to CAT 2011 entrance exam.

· Booking exam venue for candidates.

· Informing candidates about test venue, date and required documents.

Skills Summary
· Competent knowledge of MS Office, Excel and Powerpoint.

· Optimistic, Analytical mind and Decision Making.

· Quick learner, resilient and ability to work as an individual and as part of a team.
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