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Profile
Motivated, experienced professional in US based company as a Advance technical support. Process oriented with systematic approach in improving an organization‘s business processes, a keen learner, ability to take decisions & manage business related queries & team based on learning and experience. 

Professional Experience

I have work experience of 9 years and 6 months with outsourcing industry. 
My role is Client Management and Team handling, to resolve business related queries, prepare business review reports/presentations, analyzing business product and prepare best practices to improve process & effective utilization of resources to reduce cost , preparing documentation & sharing feedbacks for the quality maintainace at eClerx Consulting Private Limited, IT Park Chandigarh.
Job Profile and Responsibilities 

· Analytics on North American Cable Industry, enabling improved profitability and reduction in customer churn

· Critical error identification, customer experience analysis and end user support services

· Client support and resolution on technical issues via Tiered Technical Support

· Organizing client decks and fiscal reports, to be shared with the client on biweekly basis

· Categorize and highpoint the customer reported tickets where raised concern can be fixed by performing troubleshooting steps over the phone. Saving invalid technician visits at customer premises (Cost saving + Customer satisfaction)

· Quality analysis of Trouble tickets created by client CAE’s, which includes rectifying mistakes, providing coaching if applicable

· Provide training of tools and applications to newly hired analysts

· Identify, rectify or advice, on operational issues in the client systems and tools.

Working Knowledge & Proficiency of Tools
· Good knowledge of MS Office as preparing presentations and necessary reports/documentation.
· CRM tool - Remedy, Einstein 360.
· Citrix tool - Remoteapps.
· Working knowledge of Attendance Tool, People Soft Attendance and performance management
Area Of Expertise

· Training and Development.

· Coaching and feedback, Consulting for queries, Callibration Session.
· Team Leadership.

· Reporting and presentations.
Achievements

BPI certified by eClerx (Business Process Improvement)

· Effective Manpower Utilization: - In workflow the team members were getting non-workable accounts from the client database. Did analysis to increase the manpower utilization, Created script in workflow which runs after collecting the data from client database and blocks the non-workable tickets at the backend of the workflow.

· ODBC Script – Customer Name/Phone number: - In workflow the users were entering the basic details of customers manually due to which probability of entering the incorrect details was on higher side. Created the script which will pick the basic information automatically from the client tools. After implementing the script a reduction in these errors were noticed and improvement in data quality was seen.

· AHT Mailers to respective managers: - To utilize the resources efficiently, introduced the mailer which will be triggered automatically to the concerned managers, if any of the user exceeds the assigned limit of AHT in the workflow while reviewing the account.

· Increased Unscrubbed IVR cancels: - To dip down the invalid routing of scheduled technicians for a US based ISP organization. Developed the logic which will run on the client shared accounts to filter out the cancellations where no troubleshooting is required. i.e the concern raised by customer has resolved itself after booking a appointment.

Acadamic Qualification
	Degree and Date
	Institute
	Major and Specialization

	Bachelor Of Technology In CSE,  2007
	PCET, LALRU MANDI
	Digital Electronics, Hardware &Software Development

	Diploma In CSE, 2004
	GGS, Talwandi Sabo (Bathinda)
	Web- Development , Hardware &Computer Architecture

	Matriculation
	Govt School, Chandigarh
	Sci, Maths, English, Hindi, Punjabi


Strengths & Abilities

· Quick Learner.

· Energetic and positive outlook.
· Believes in planning and perfection.
· Ability to communicate effectively with customers and clients.
Personal Information 

· Date of Birth

:
23-Aug-1984
· Nationality

:
Indian

· Marital Status

:
Married 
· Languages Known
:
English, Hindi and Punjabi (Read, Write & Speak)
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