
Deepesh Narayan Bhoir
House no. 585, near Khandoba Mandir, 

Chinchali, Ghansoli,

Navi Mumbai-400701

Email: - deepeshbhoir8@gmail.com

Phone: +919870224733
_________________________________________________________________________________________

Career Objective:

To work under a professionally managed organization having immense career enhancement opportunities in a sound-working environment, with the scopes for learning, self-development and growth through high value and cost effective quality service.

Work Experience: Total experience 3 years 4 month as on date.
	ORGANISATION
	WORK DURATION
	DESIGNATION

	First Source solution
	Sept 2012 to Feb 2014
	Customer Service Executive

	Vertex Solutions Pvt ltd.
	14th Jan 2016 to 8th Sept 2017
	Business Associate

	RHRS (Reliance)
	9th Sept 2017 to 12th May 2018
	Senior Officer

	TCSPL
	14th May 2018 to Till Date
	Assistant Manager


CAREER JOB PROFILE:
[Customer Service Executive in First source]

· Worked as customer service representative and handled Axis Bank outbound process.
· Handled the Welcome call and create the first impression on client.
[Customer Service Executive in Vertex & RHRS]
· Executing the IR Calls [Investor Relation Conference Calls].

· Moderated Multi-party high ended calls for Fortune companies like HCL, Credit Suisse, HDFC, Nirmal bang HSBC, Axis Assets Management Bank of Baroda Adobe etc.

· Handling the Pre-Calls, During the Calls and post Call activities.
· Pre Calls: Booking the Conference Calls received from the Sales Team or the Client Coordinator Sending the Confirmation Mail to clients with conference details.
· During the Calls: Assigning operators depending upon the size of the calls (Number of Participants) Call Handling (Capturing the Mandatory details of the participants and transferring them to the appropriate conference. Executing the call. Coordinating with the client on call for any preferential requirements.
· Post Call Activities: Mailing the Participant Report to the client, sending the call transcription to the vendor and subsequently to the client. Activating the Playback Option for the clients as per the requirement.

· Handles the Email Management wherein monitoring all the emails received from customer and equally distributing them within team.
· Maintaining and Handling the MIS report for Top customer Mphasis. This report is then circulated among the customer and management team.

· Preparing the Event Schedule Report and circulating with the team and Managers.

· Organizing online Demo to the high-profile customer about the product. (When they sign for product).

· Coordinating with the billing team for waiver and any adjustment in the bill

· Conducting training sessions for the new joinee in the team and also the refreshing training for the existing team members.

· Takes active participation in testing and R&D during launch of any application with Client team members.
[Team Leader & Assistant Manager in TCSPL]

· Designed a process for Moderator calls and activities.
· support sales team for in-person service management activities for large clients like Motilal Oswal, ICICI Pru, IDFC etc.

· Managing and maintaining team performance.
· Executing and providing training for the IR Calls [Investor Relation Conference Calls].

· Handling Moderated conference calls for prime customers like Motilal Oswal, Axis Asset Management, Muthoot Finance, IIFL, India first Life Insurance, TATA AMC, SBI General Insurance etc.

· Handling the Pre-Calls, During the Calls and post Call’s activities.
· Creating customer accounts, uploading rate tables, and managing DNIS set of the accounts.
· Pre-Calls: Booking the Conference Calls received from the Sales Team or the Client Coordinator, Sending the Confirmation Mail to clients with conference details.
· Call Handling (Capturing the Mandatory details of the participants and transferring them to the appropriate conference. Executing the call. Coordinating with the client on call for any preferential requirements.
· Post Call Activities: Mailing the Participant Report to the client, sending the call transcription to the vendor and subsequently to the client.
· Handles the Email Management wherein monitoring all the emails received from customer.
· Organizing online Demo to the high-profile customer about the product via WebEx and Skype. (When they sign for product).

· Coordinating with the billing team for waiver and any adjustment in the bill

· Takes active participation in testing and R&D during launch of any application with Client team members.
· Handle the support desk for variance Cloud Contact Center Products of the organization like ACD, VRM, VCS, Redirect, Routed, GCS, IGCS, DCS etc. on multiple switches (India, NY, SG, UK).

· Trouble shooting and taking follow-ups for NOC related queries.

· Preparing SOPs and User Manual for the cloud products and identifying and highlighting to the management for bug fixes.

· Monitoring of all the domestic and international switches and call traffic for prime customers like Google, Tech Mahindra, TCS, Arkadin, Chorus, Shaadi.com, Maersk etc.

· Taking active part in management meetings related to new developments and provide inputs to improve the current products.

· Analyzing the customer activities and prepare the PPT’s for them to improve their productivity. 
Achievements:

· Awarded as star quality in First Source. Received Gold and Silver star in two different quarter for maintaining the highest quality.

· Awarded for Leading Highest Event calls for the month of October 2016.
· Awarded for Rising Star for Q4 2016

· Hosted RNR award function for Q4 2016

· Rewarded for Expert opinion contest [Expert Idea related to process was selected]

· Received many appreciations from clients & Management for the conference call execution and ideas to improve the existing products.

· Promoted as an Assistant Manager in January 2021.

Educational Qualification:

	Exam Passed
	Name of the Institution
	Year Of Passing
	Percentage of   Marks
	Class

	
	
	
	
	

	S.S.C
	Mumbai Board
	Mar-2007
	66.00%
	1st

	
	
	
	
	

	H.S.C
	Mumbai Board
	Mar-2009
	53.5 %
	2nd 

	
	
	
	
	

	B.COM
	Mumbai University
	Mar-2012
	49%
	2nd 

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


Computer Expertise:  
· Microsoft Office Packages (Word, Excel, PowerPoint, etc.)
· Email Client: Microsoft Outlook, Lotus
· Internet Browser: Internet Explorer, Chrome 
Languages Known:
· English, Hindi, and Marathi 
Interest and Activities:
· Reading Books, Listening to music, Card tricks and Photography
Key Strengths:
· Clear understanding of the job, capability and aptitude to work logically and methodically. 

· Strong proficiency in effective decision making and prioritizing ability.

· Good written/verbal communication, interpersonal and analytical skills. 

· Analytical skills and Problem-solving skills.
· Independent / self-correspondence.

· A keen Team player.
References and Recommendations: To be provided on Request.
Declaration: ………………………………………………………………………………………………………………………

I hereby declare that all the above-mentioned information is true to the best of my knowledge and furnished correctly.

Deepesh Bhoir                                                                            Date:

                                           Few Of the Customer Appreciations

· 24th September 2019: I did 2 calls within last week, and am quite happy with the service -- Sanjay Athalye Managing Director & CEO Aspire Home Finance Corporation Limited
· 24th March 2020: Dear Deepesh, thank you for arranging the call so well.  There was clarity in the lines that all participants could clearly hear the chairpersons.  The operator was well aware of persons connected to the call. Thanks for making the arrangements so well.  All other calls that are happening during this week have also been well connected and organized by your team. – Martha Dsouza - Senior Executive | Secretary Motilal Oswal Home Finance Limited
· 19th May 2020: Thank You Deepesh..We need to have more people like you in the organization.  -  Anifa Fernandes| Vice President Corporate Relations - IDFC Securities Limited.
· 23rd Jan 2021: Hi Deepesh, thank you, for all the support provided for the IR call held yesterday – Shalmoli Sarkar - Jefferies & Bain
· 30th October 2021: Hi Deepesh, Call was really good and Ishaan Gupta from GDL is very thankful for your support throughout the call ---- Nirav Upadhyay – Jefferies & Bain
· 30th October 2021: Great job done Deepesh in handling such Call. We understood firsthand the intricacies. Experience makes difference --- Dinesh Kansara -- Managing Director & CEO – TCSPL

