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OBJECTIVE

                     To be part of an organization, which offers new and challenging assignments in order to expand my knowledge, sharpen my skills, there by helps me to acquire experience, which supports me to fulfill my dreams.

 ACADEMIC PROFILE

· Graduate in Bachelor of Technology – Industrial and Production Engineering from BAPUJI INSTITUTE OF ENGINEERING & TECHNOLOGY.

· Diploma in Automobile Engineering from SANJAY GHANDHI POLYTECHNIC
· S.S.L.C in SG SCHOOL 
STRENGTHS:

· Good communication skills

· Quick Learner and Good Listener

· Positive attitude 

· Uniqueness, Pro-activeness 

· People Management 

EXPERIENCE:  Intelenet Global services:  8 months experience in as an online Analyst (21/8/2017 – 25/4/2018) 

· Working with GOOGLE ADWORDS PROJECT.

· The role involves in creating Ad’s for the Business organization

· The role also involves creating the Ad’s by online Method of Payment.

· Understanding the customer Requirements, queries and responding to them.

SUTHERLAND GLOBAL SERVICES Pvt Ltd

                                                 Consultant: (21/9/2015-20/8/2017)
Client: UBER
Process: Cross Support Team/Driver/Rider support

· Was part of a team for UBER in India Handled crucial customer queries.
· Reviewing the customer tickets and providing the complete and accurate resolution.

· Email Support and semi calling outbound over critical issues”.

· Handled inbound calls and resolved the issues based on the issue type or routing it to appropriate channel.

· Following the regular updates from the clients and share best practices to achieve the performance metrics.
· Helped our team and other teams (Incident response and GPS) in attending the regional language (Kannada) calls, which helped them in providing the best resolution to the customers for their queries.

· Helping the newly hired consultants in understanding the process and all the issue types, which we used to handle.

Uber India Pvt Ltd:
COE Specialist I : (9/24/2019 – 9/30/2019)
Process: IRT L1/L2, Proactive calling & DACT

· Was an integral part of the CAST, Handled crucial customer queries.
· Reviewing the customer tickets and providing the complete and accurate resolution.

· Email Support and semi calling outbound over critical issues”.

· Worked for DACT (Driver deactivations) Project.

· Helped in Transition of DACT project to the COE lite VIZAG & trained the team at COE LITE Vizag over DACT project.

· Helped our team and other teams (IRT, SOS, EATS & SORT) in attending the regional language (Kannada) calls, which helped them in providing the best resolution to the customers for their queries.

· Currently working with the proactive calling team.

· The role involves in helping riders in need of safety and support in the nighttime.

Process: WFM (Real Time Analyst) (01/11/2019 – Till date)
· Analyzing and highlighting the issues in real-time to the operations to improve operational efficiency.
· Analyze and manage Call Volume in Real-Time to ensure Service Levels are met on a daily, weekly, and monthly basis.
· Collaborate with Supervisors and Managers to identify and track planned and unplanned Shrinkage.
· Working within various time constraints to meet critical business needs, while measuring and identifying activities performed
· Rolling out hourly performance updates including interval and intraday SLAs, absenteeism of the site, daily agent productivity, and callouts to improve the business efficiency.
· Managing critical queues and rolling out hourly productivity reports to meet the service levels.
ACHIVEMENTS:

· Got rated 4.8 in the annual performance review in Sutherland Global Services Pvt LTd

· Received appreciation through mails from the team and managers for the performance and for helping the team in handling regional language calls.

· Was recognized as the Employee of the month for more than 3 R&R
· Got Promoted as PROCESS CHAMP after completion of 12 months at Sutherland Global Services.
KEYSKILLS 


Sales

· Self-motivated, success-driven and results-oriented professional with a special talent for developing genuine client rapport 

· Behavioral based feedback to ensure associate satisfaction and achieving results

· Customer Engagement

· People Management 

· Communicating effectively and professionally.

· Can work at a sustained pace and deliver quality work.

HOBBIES:

· Playing Cricket.
· Travelling.
PERSONAL PROFILE:

Father’s Name
              :     SRINIVAS RAO ALAPATI

Date of Birth 
              :      09-08-1991

Address                                   :     H.NO 8-1-136/A, Marathi Nagar Colony, Shaikpet, Hyderabad

                                                                Telangana.

Marital status

:      Single

Languages known

:      English, Telugu, Hindi, Tamil & Kannada.

DECLARATION:

            I hereby declare that the above-mentioned details are factual and correct according to best of my knowledge.
DATE:  6 /13 /2019
                                                            
 PLACE: Hyderabad                                                                                      Kiran Kumar. A
