Neetu Jaiswal                                                    
501, Minakshi CHSL, RDP 7 Plot 111, Charkop Sector 6, 

Kandivali West, Mumbai 400064
Contact Details: +91 9324002959; WhatsApp No: +91 9820489816 Email: neetu.sri1505@gmail.com


Middle Level BPO industry assignments in Customer Relationship Management/Operations Management


· Over 11 years in BPO sectors. 
· 6.5 years in BPO Operations Management, Process Management and Team Management. 
· Proficient at managing & leading teams for running successful process operations & experience of developing procedures. 
· A thorough professional with a proactive attitude, capable of thinking in and out of the box, generating new ideas.  
· Possess excellent interpersonal, communication and organizational skills with proven abilities in team management and customer relationship management.
Worked in a Logistics Company-DSHwood Impex Private Limited

Logistics Executive

February 18 to December 18

· Prepared documents related to shipment to wood/logs from germany and Denmark to various countries.

· Prepared training manual for the team and SOP.
BPO Work Experience


JP Morgan Chase



Fraud Analyst (Operations)                                                                        


February 14 to October 15


· Taken inbound and out bound calls for leading Financial institution in United States
· Analysing Transactions and determining any Fraudulent activity on the customer CC
· Barring or unbarring of services on the Credit Card
· Verifying with the customer on any detected suspicious activity and taking correction measures
· Dealing with various department within the company 
· Holds the credit of receiving the following awards & appreciations
· Top performer of the batch in Training
· Excellent track record for Customer Satisfaction and Fraud detection


3 Global Services Pvt. Ltd


Team Coach (Operations)                                                                        


January 07 to February 14


· Taken inbound calls for leading Telecom provider and ISP in Australia. (3)
· Within 4 months, moved to the OJT (on job training) Team- wherein have trained the new joiners, monitored their calls and provided individual feedback and coaching. 
· Acting as a C-Sat SPOC for the process, wherein have done the synopsis of the DISAT and also highlighted the process gaps. 
· Coordinated with the team managers, training department, and quality department for enhancing the overall performance of the team in terms of customer experience and getting major customer pain areas resolved.
· Have designed training module on different processes to assist and ease newbie’s in their learning curve.
· Have ensured our newbies get all the support and training in customer management in order to improve our customer’s experience.
· Piloted the working of new tool- monitored its usage, timely feedback to improvise the tool and also its benefits to all.
· Holds the credit of receiving the following awards & appreciations:
· Have been nominated as Champ of Quarter for 3 quarters, won in 1 quarter.
· Best efficiencies for the month.
· Was given a chance to apply for an IJP before completing 18 months due to my performance and was promoted to Knowledge Coach within 2 years in the company.
· As a knowledge coach, have handled a team of 18, conducted tests and quiz, de-briefs and also refresher trainings after identifying the process gaps.
· Closely monitored the C-sat through analysis.
· Assisted players on improving customer experience through mock sessions to improve their customer management skills.
· Managed teams AHT and leakages.
· Done call listening, feedback and coaching sessions.
· Monitored the queue and call waits. Analysis done for call wait situation.
· Motivated team members for second service sales and content (Up selling).
· Taken mock calls to assist advisors in sales and providing excellent customer service.
· Have handled the team - so taken care of absenteeism, conducted monthly reviews and appraisals.
· Conducted performance appraisals and monthly reviews of the team. Appropriate feedback and suggestions to improve their own performance for their growth as well.
· Handled attrition process.
· Have managed OJT Batches and also managed the Escalation desk- with maintain SL.


FirstSource Solutions Ltd (formerly known as ICICI OneSource Ltd)    


Customer Service Advisor (Operations)                                                                        


March 05 to January 07


· Taken inbound calls for UK’s leading Telecom and ISP Provider (Talk-talk Process and Onetel).
· Also taken technical support calls for Talk-talk Process.
· Floor walked for newbie’s and provided technical assistance.
· Worked in back office for provisioning accounts with line rentals and broadband connections for Onetel Process- wherein experienced on working with errors where orders haven’t gone through. Speaking with BT and getting the issue resolved for our customers. (this was an out bound process to call and get the order details corrected for our customers)
· Holds the credit of receiving the following awards & appreciations:
· Rewarded for Best Performance continuously 3 months.
· Also have been awarded with the titles like Top performer of the month and Knight of the month.
· Was a part of the SME Team- wherein I used to listen to calls for newcomers along with providing coaching and feedback to them
· Highlighted process gaps to make it stable.


ACADEMIC CREDENTIALS


  Completed B’Com from R.D. National College & W.A. Science College, Bandra


DATE OF BIRTH: 15th May 1984


Passport Details


    Will be provided on request.


