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PROFESSIONAL SUMMARY

· Experience in customer service operations for B2B and B2C customers in technical, Banking, education and e-commerce domains.
· Experience in Email operations, Service Desk operations, projects, Incident & SLA Management
· Extensive experience in working with clients/partners based out of North America, Latin America, Europe, Nordics, Middle East, Africa, APAC.

· Experience working with SAP Business by Design, SugarCRM, FreshService, eLearning Platform, e-commerce, Contract portal platforms
CORE COMPETENCIES

( Customer Service  

         ( Process Creation

        ( Partner management

( SLA Management

         ( Incident Management
                    ( Escalation Management

        

PROFESSIONAL EXPERIENCE


ITpreneurs Technology Pvt. Ltd., New Delhi, India 



                 2015–Present 
ITpreneurs is the leading provider of IT training content and services worldwide.  (www.itpreneurs.com) 

Operations Associate, 2015 to March 2018 – Sr. Operations Associate April 2018 to present 
Key Responsibilities

Customer Service Operations – B2B and B2C
· Handling queries on Exams Helpdesk on different stages: Processing, Scheduling, Cancelling and rescheduling of web based and paper based exams through ticketing tool SugarCRM/Fresh Service
· Co-ordinate with examination bodies i.e. EXIN, PEOPLECERT, OPENGROUP and APMG for any exam related issues and acting as a point of contact for all partners/learners for any exam related issues

· Responsible for managing day to day customer service operations for B2B and B2C customers from North America, Latin America, Europe, Nordics, Middle East, Africa, APAC

· Answer helpdesk/service desk support tickets via email/chat/call and maintain service levels for customer query queues and ensure 100% CSAT
· Creating reports (weekly) which will help in tracking down all learners registered for ITIL, COBIT, XBRL, KT, TIPA, Cloud Computing, DevOps and Virtualization exams

· Troubleshoot and resolve tickets raised by the customers related to eLearning/eBook/printed material issues assigned to them.

· Escalating major issues to the exam institutes if in case there is some technical problems with the exam/course or tool and keep a close follow up

· Sending contracts to buyer and supplier via EchoSign for digital signature and following up for the payment
· Creating SOP for every new project and briefing the same to the team mates accordingly. Handling team and creating roaster in the absence of seniors
· Uploading eLearning, eBook content on the portal and creating logins for testing
· Creating SO and PO for the buyers in SAP Byd, checking Supplier invoices and send to authorized person for approval

· Managing partner’s and supplier’s account, doing necessary amendments in SOs and POs in SAP By Design, Booking the sales order/Purchase order on behalf of partners
· Also handling Accreditation of Buyers and Trainer/Instructors with different supplier (Exam Institutes) like PeopleCert, DASA, CCC and APMG. 

· Managing partners/suppliers onboarding process and taking care of their contract renewal.
· Escalate the issue to the 2nd Level as per the escalation matrix. Doing web proctoring for the exams.
HBL Global Pvt Ltd (HDFC Bank)
 


                              2013
Operation Executive, Jan 2013 to Nov 2014
Key Responsibilities

· Responding to user queries over email.
· Responsible for checking customer account and Eligibility criteria

· Responsible for checking and deciding the customer surrogate

EDUCATION/Certification
ITIL v3 Foundation certification 2018 & HDI customer Service Representative Certification 2017 
· Masters              Master Of Computer Application (MCA) , Punjab Technical University, 2015        

	· Graduation

	Bachelors in Computer Application (BCA), Invertis Institute of Mgmt studies                     Bareilly, in 2012

	· Senior Secondary


	L B J P Inter College Tilhar (SPN) in 2009.

	· Secondary School


	L B J P Inter College Tilhar (SPN) in 2007



· PERSONAL INFORMATION:

· Father’s Name    :  Mohd. Shafiq.

· Nationality          : Indian

· Gender               : Male

· Marital Status      : Single

· Language Known : English, Hindi, Urdu

· Permanent Add    : Town Tilhar District Shahjahanpur(UP)
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