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Aim

· To held the targets & to overcome it in an efficient manner.
Career Objective

· To work in that Organization in which someone will give me the chance to show my strength and abilities to put the Organization on top among all its competitors.
Summary of Skills and Experience                               

· An astute & result oriented professional with 6.5 years of experience in BPO & Customer Service industry. Proven abilities in maintaining excellent customer satisfaction indices and Client relationship. Demonstrated ability to work cooperatively as part of a team to meet project deadlines.

Educational Qualification

· M. COM from SMU University in 2014.

· B.COM from Delhi University in 2012.

· 12th from C.B.S.E Board in 2006.

· 10th from C.B.S.E. Board in 2004.

Technical Qualification

· Knowledge of Internet, Excel & PowerPoint.
· Completed Basic Computer Course from STI
Work Experience

· Worked as a Customer care executive with BHART BPO in RAILWAY PROCESS.
· Worked as a Sr. Customer care executive and promote as a SME (Subject Matter Expert) with I energizer in INDIA TIMES SHOPING PROCESS.
·  Worked as a Sr. Executive Quality & Training with Cogent e services (Noida Center) in Videocon Inbound process.
· Worked as Sr. Quality Analyst in India Mart Process in Cogent e services.

Customer Care Executive Profile & Responsibilities:  

· Responsible to take inbound calls.
· Responsible to tag the calls in software as per the nature of call (Q/R/C)

· Helping new hires during the nesting programmer.

KNE (Knowledge & Escalation Specialist): 
· Responsible for taking escalations and doing call backs to resolve customers issues.

· Responsible for downloading daily updates to the agents.

· Responsible to conduct Monthly test for the Process.
KRA as a SME Trainer: 
· Conducting training for new hired batches.

· Taking refresher on TNI for the process.

· Call calibration with clients & internal auditors.

· Making data for the training like BPT & RYG.
· Conducting refreshers for process improvement.

· Preparing JKQ for new hires and existing CSA’s.

KRA as a Quality Auditor: 
· Auditing and sharing feedback with the agents.

· Attends CQ calibration with clients.

· Publish internal weekly Quality audits report.

· Coaching agents for the betterment in their performances.

· Refreshers for the trainees.

· Executing TNI and CQ improvement sessions on fortnight basis.

· Take the Pre-Post shift Briefing.

· Preparing JKQ for new hires and existing CSAs
· Releasing reports for ex. Quality Summary, Tagging Error Dashboard, Data Analysis, Calibration Report, Prepare Dashboard & Short calls analysis.

· Conducting training for new hired batches.

· Taking refresher on TNI for the process.

· Conducting refreshers for process improvement.

Hobbies & Interest
· Listening to Music
Strengths

· Positive Attitude, Honesty, Discipline and Analytical Skills.

Personal Details

· Fathers Name

:
Shri. Vishnu sarkar 
· Date of Birth

:
12th March 1989
· Nationality

: 
Indian

· Marital Status

:
Married
· Language Known
:
English , Hindi &Bengali
· E-Mail ID                
:              Sarkar.dolly15@gmail.com
Date: -
Place: Ghaziabad                                          (Dolly Sarkar)

