CURRICULUM VITAE 

L. Calvin Pedro                                                             
#07, 1st ‘A’ Main Rd, Ave Maria, Balaji Lyt   

Vidyaranyapura, Bangalore – 560097                                            
	Objective


 
To pursue a challenging career in a progressive environment where learning, innovation and creativity are encouraged, where my skill set can be enhanced to the maximum potential to contribute to overall success and growth of the organization.  

 

	Work Experience:


 

Convergys Services India Private Limited Feb 2005 to March 2008
Designation: Sr. Customer Care Officer (Sr. CCO) 
Responsibilities: 

· Providing customer service for U.S customers for products like(telephone billing, repair, adjusting the charges and others)

· Understand the issue and route the call to the right technical team

· Handle Escalation Calls ( Supervisor Calls )

· As a SME, share Knowledge Center updates among the team members

· Keep Team Leader posted about new cases and scenarios

· Analyze CSAT data and give suggestions to new agents to enhance Quality performance 

· Lead and conduct Team calibrations
Achievements in Convergys: 

· Moved from Level 1 support to Level 2 based on the call handling skills

· Direct Measure Of Quality - Once

· Rewarded for consistently meeting the AHT target for 6 months

· Quality  Contributor for 7 consecutive months

Insight Innovative Solutions March 2008 to July 2008
Designation: Team Leader 

Responsibilities: 

· Organize the team
· Explain and use team goals and objectives

· Ensure that goals and objectives are perceived as attainable.

· Create and maintain channels to enable team members to do their work

· Give guidance to team member

· Ensure that all team members contribute

· Assure that each member receives team-based compensation or recognition 

· Monitoring the calls and giving individual feedback.

Achievements in Insight Innovative Solutions:

· Best Team for the month of  May, June & July

· Been Rewarded for the Highest Sales Achieved in the month of June.

Insight Innovative Solutions July 2008 Onwards
Designation: Project Manager (web and software development) 

Responsibilities: 

· Managed a team of Web Designers and Programmers

· Ensure the project delivers on time

· Make a Complete Report on Client Requirements
· Quality Check of the work done by the Designers & Programmers

· Maintain a Weekly Report on Designers & Programmers

· Analysis of the market.
· Analysis of the competitors

· Understanding the proper segment and formulate the communication accordingly.

· Independent judgment to plan, prioritize and organize work load.
	Academic Profile


 

	Examination Board
	Branch/ Stream

	Bangalore University

	B.com


	Ramaiah College

	PUC


	C.B.S.E

	10th


		

	


	Technical Skills


 

Application Software: Word, Excel, PowerPoint, Ms-Access, Ms-Power Point and

                                      Internet

	Personal Skills


 

                       Have positive attitude and good leadership qualities.

                 I am a good learner and have good grasping power.

                Can communicate my thoughts in a convincing manner
                Work well under pressure and meet the dead lines

                 Have ability to work under any given situations.

                 Believe in Teamwork

                 Ready to accept challenges

 

About myself:
· I am fortunate to be an extremely innovative person, and am trying to develop my knowledge and improve my skills

· I love challenging jobs requiring innovation
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