EZHAVA SUBISH SURENDRAN
Career History
Connexions Info System Ltd (contracted by C.D.S.S)
Operations Floor Manager                                   July,2010- Nov, 2010
Responsibility:

· Managing a floor of 69 call agents.

· Creating a live and competitive atmosphere on floor.

· Daily Reporting to Center Head and CEO.

· Working in coordination with Canada Office and monitor Sales Quality.

· Lead Management.

· Implementing  industry best practices to yeild maximum productivity and acheve sales target.

· Performance Management.

Achievements :

· Prepared Process Flow Map for all processes dialed on floor.

· Prepared Quality Metrix and developed a QC team of 4 executive.

· Developed  6 Team Leaders in 3 months.

· Conducted workshops on Tele Marketing Skills, Effective Leadership Skill.

· Gave significant contribution in preparing Marketing Stratgies.

(1) Email Marketing 

(2)  SMS Marketing 

(3) Tele-marketing 

(4) Customer follow up 

(5) Referral Capitalization.

(6) Kiosk Marketing.

Sharma BPO Services
Client Relationship (B.D) & Operations Manager

                                                                                  Jan, 2009 – April 2010. 
Responsibility: 

· Interacting with clients on regular basis in terms of ongoing projects.
· Getting new business compatible with the company efficiency to deliver.
· Proper communication with operations managers to ensure the proper understanding of SLA and they are met on daily basis.
· Setting the quality parameter to meet the service level agreement.
· Implementing Problem solving tools .
· Manage the new process, until it goes BAU.
· Find the grey area in the process along with a solution to it.
· Coordinating with L&D Department in terms of Process Training.
Achievements: Big Projects under pipeline, which includes Market Research project from a leading Research Firm in USA on 100 FTE 
CALL MANTRA                            
Team Lead: Operations                               June, 2007 to September, 2008.
Responsibility:- 
1. Ensure that the process transactions are processed as per procedures 

2. Ensure that the targets are assigned to team members in accordance with SLA

3. Ensure that the team meets the assigned targets and maintain quality.

4. Identify potential areas for process improvements and bring it to managements notice.

5. Performance Management.

6. Provide the relevant process reports on a on a daily basis.

7. Ensure adherence to established attendance schedules
Achievement:-

· Lead the team towards best performing team consecutively for 6 months.
· Lead two teams for Mortgage and Telecom Domain in two shifts.
· Developed 4 team leaders with in the team.
· Took charge of Canadian Projects and has come up with great result, new projects and bigger revenue.

HSBC (HDPI Pvt Ltd, Vizag, India)

Customer service executive                                                      Oct, 2005 -   May, 2007
Responsibility:-   Attending Credit card and Debit cards, referral and Code 10 calls made by HSBC as well as Non- HSBC merchants  and  calls from issuing Banks whole over the world. Acquiring the knowledge of HSBC products and processing the call with an appropriate response to the transaction.

Meeting SLA (Service Level Agreement with Business Area) and PLA (Performance Level Agreement with HDPI)

Skills Developed

· Knowledge of Credit Cards functioning.

· Detecting fraudulent transaction.

· Detection Money Laundering.

· Working on different queue.

· Interpreting the Data.

· Conducting Team meetings, Daily Devotions, Feedback Sessions.

Achievements

· Trained in the entire Queue.

· Detected the fraudulent Transaction and saved banks money.

· Raised the Money Laundering Suspicion, hence making the bank aware with the money laundering activities undertaken under customers account.

· Got trained as FIRE MARSHAL.

· Took the responsibility of Compliance and channelized the team for the annual Audit and Compliance Check.

· Under gone BOCEP Module 1 a program for process management.

· Under gone through various online banking programs:-

1:-   Six Sigma.

2:-   Date Protection Act 1998.

3:-   Special categories of clients.

4:-   Banking Code

5:-   Money Laundering Deterrence.

6:-   Account Take over fraud.

7:-   Cashiering Fraud.

8:-   Signatures Fraud.

9:-   Objection Handling.

10:- Operational Risk.

Azure Technologies Pvt Ltd, Ahmedabad, India.

Loan Officer                                                                    July, 2005 – Oct, 2005.

Responsibility:-   Acquiring the knowledge on  Mortgage Loan Origination and Refinance. Property appraisals, Pulling the credit report and negotiation with the banks and financial institutions for refinancing deal designed for the customer. 

Skills Developed:-

· Acquired the knowledge of Mortgage Industry in U.S.

· Negotiation skill

· Objection handling skill.

Achievements:-

The only loan officer to fund a file and 7 live files in pipeline to fund during the learning curve of 60 days and hence generating US$ 17,800.00 as revenue.

Azure Technologies Pvt Ltd, Ahmedabad, India.

Customer Care Executive (Out Bound)                        Aug, 2004 – July, 2005.

Responsibility:-  Making cold call and generating mortgage refinancing leads for the clients. Meeting the individual monthly target and delivering the excellent service.

Skills Developed:- Excellence in the Art of Cold Calling and telemarketing. Good Selling skill and objection handling by the customer

Achievements:-

· Consistently met the individual target.

· Deputized the team leader in her absence and the handled two teams counting 20 members.

· Assisted the team members in achieving their individual targets.

· Mentored the newly trained team members in understanding the process and achieving their learning curve targets.

· Sending daily reports to the management.

Azure Technologies Pvt Ltd, Ahmedabad, India.

Customer Care Executive (Inbound)                       
 Oct, 2002 – Aug, 2004.

Responsibility:-  Acquiring the knowledge of the process and delivering excellent customer service the  customers. Raising the loupe hole in the process and bringing it to the management. Sharing Best Practices.

Skills Developed:-    

· Patience and Working under pressure.

· Objection handling skill

· Treating the customer fairly.

· Presentation Skill

· Performance review

Achievements:-

· Consistently met the individual target.

· Deputized the team in the absence of team leader and managed it in many occasions.
· Assisted the team members in achieving their individual targets.

· Mentored the newly trained team members in understanding the process and achieving their learning curve targets.

· Sending daily reports to the management.

· Prepared an application helping and guiding the newly trained members as well as for the management to understand the process.

· Took charge of the complaints and innovated new ways to reduce the complaints from the customers.

· Gave some process improvement ideas to improve the customer service and reduce the AHT (average handling time)

Educational Qualifications

· Pursuing MS BANKING from ICFAI through distance mode.

· Six Sigma Green Belt from Benchmark Six Sigma.
	
	Year
	Exam
	Institution
	Result

	
	2004
	B.Com(Advance Accountancy and Statistics)
	Ahmedabad Arts and Commerce College,Guj.University
	Pass Class

	
	2001
	HSC (Commerce)
	Nelson Higher Secondary School, Maninagar, Ahmedabad
	First Class

	
	1999
	SSC 
	Silver Bells High School, Ahmedabad.
	Distinction


Computer Knowledge:-  Familiar with  MS Word, Windows and good key board skills.

Personal Information:-

Date of Birth   : - 
15 Sep, 1982

Gender             : - 
Male

Marital status: - 
Unmarried.

Skills:-

Objection Handling, Negotiation, Planning and Analysis, Ability to work under high pressure and minimum supervision, Quick learner, Computer Savvy.

Ezhava Subish Surendran                                                              Date:-
