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	Work experience

Achievements
	SPICE Telecommunications, Bangalore 

Feb 2002 – Feb 2003
Customer Relations - Query Resolution
· One point contact to solve all customer complaints and problems originating from the Call- Center
· Managing a team of 5 Senior Executives.
· Defining SLA (Service level agreement) time frames for all complaints relating to various departments
· Co-ordinating with other departments such as Billing, Revenue Assurance, Sales & Marketing, I T Development, Technical , etc,  in order to reach a solution for customer grievances
· Constant interaction with Systems and I T for development of Reports.
· Actively involved in designing an Escallation Module which would enable the Call-center executives to address the issues to the Query Resolution Team online.
Jan 2001 – Jan 2002
Senior Executive, Activations

· Supervising the entire process of activations and connections

· Managing a team of 8-10 executives
· Co-ordinating with the Regional offices 

· Maintaining and designing reports with respect to Sales and targets as against total activations 

· Managing the filing and scanning of documents of the entire customer base

· Responsible for new developments and interaction with Systems and IT for the same

· Documentation of the entire process with technical details

· Maintaining a regular flow of stock of SIMs in the market for consumption
· Co-ordinating with other non-technical functional teams for all Activation-related issues
May 2000 –  December 2000
Senior Executive, Customer Care

· Catering to customer service &  customer grievances

· Attending to customer problems & customer redressal

· Co-ordinating the functions of the Call Center
· Managing a team of 10-15 executives
March 1999 – April 2000
Executive, Credit Management

· Solely responsible for all matters related to Credit Management

· Investigating the credit worthiness of subscribers based on credit verification & monitoring their usage

· Deciding credit limits and deposit waivers for Corporates and Individual subscribers

· Scanning, studying payment pattern and processing information for subscribers who require Value Added Services such as STD, ISD and Roaming 

· Reviewing subscriber credibility and controlling risk and fraud

· Co-ordinating with regional offices and Collections in matters related to credit

· Reconciliation of Value Added Services  with the switch as against the billing system

August 1998 – February 1999

Executive, Activations

· Approving documents received for the activation process

· Allocating of SIM cards bought by Direct Marketing Associates

· Co-ordinating with regional offices for the entire process

Senior Executive, Credit Management

· Automated the entire system of terminating service (barring the calls) when 
· credit limits are extended, thereby minimizing frauds and enhancing the 
· recovery process
· Designed the Contact Point Verification format for accurate analysis and 
· decision making of credit worthiness of subscribers
· Automated the system of monitoring the usage pattern of users subscribing to the Roaming facility nationally and internationally

· Enabled 24 hour  functionality of the above system to enhance control on 
· misuse of Roaming facility

Senior Executive, Activations
· Developing basic SQL programs to generate Activation-related reports that are required as part of the Reconciliation process with the Billing, Revenue Assurance and Sales Departments
· Part of two-member team planning the decentralization of the entire Activation process at the Regional Office level. This comprised of:
· Financial Analysis of the entire project
· Infrastructure Requirement Analysis

· Manpower requirement Analysis

· Selection and training of the personnel

	Education

Additional Qualifications
	1995 - 1998
M.E.S. College
Bangalore

B.Com

Have passed all exams with a first class result.

1996- 1998                N I I T              Bangalore

GNIIT – A  2 year complete course

Languages learnt : FoxPro, FoxBASE, Unix, C, C++, VC++, Sybase, 

                                Windows  NT
 

Projects worked : Share Accounting system and Inventory control system in               

                              
FoxPro, FoxBASE, C++,  VC++ languages

Presentations on : Java and its applications, Supporting Technologies of 
                               Internet, Information  Networks, Indian Telecom Scenario
          

                                


	Computer Proficiency
	Microsoft Excel, Microsoft Word, Microsoft PowerPoint

	Summer jobs
	· One year part-time job as a receptionist at Dr. Srinivasan’s (orthopaedic surgeon) clinic

· Worked at an educational fair organized by British Council where delegates of  40 British Universities had participated
· Worked at ‘ All India Arts Council ‘ fair at Chitrakala Parishat

· Worked at ‘ All India Business Convention ‘ held at IISC

	Languages
	English, Gujarati, Hindi, Kannada 

German from Max Mueller Bhavan, completed M1 (4th level) and I hold the international certificate - Zertificate Deutsch.

	Interests and activities
	Literature, Music, Travelling, Badminton

	Extracurricular activities
	· Participated in quizzes, essay competitions and dramatics in school 

· Member of the School Choir

· Participated in essay writing competitions in school

· Member of ‘Girl Guides’ movement and nominated for the Rajya Puraskar Award

· Convened various inter-collegiate literary events during inter-collegiate fests

· Co-editor of student magazine ‘Pepper’ in college and currently Inter-Spice Newsletter

· Member of the organizing committee for ABHINAV 1997, M.E.S College Fest

· Co-editor of Office newsletter and magazine at Spice Telecom
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