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Email-ID: kcmishra.mishra9@gmail.com _______________________________________________________________________
Objective: 
To obtain a challenging position in the field of Operations Management, wherein, acquired expertise, creative talents and commitment to excellence will have valuable application & appreciation

Professional Summary 

· Around 11+ years of experience in It & Non-It Support Function
·  Project & People Management 
·  Daily Operation Management  
·  Business Escalation Management 
·  Sla Management 
·  MIS Management
· Vendor Management 
· Worked on  ITIL Base Structure 

· Good Knowledge of Telecom, Banking & Financial IT & Non-IT Domain  

· Working Under Client   Name - (Reliance Broadband, Uninor Telecom, IIFL(Financial Domain) , & SBI YONO Mobile App
Experience Details:
1. Working with IT Experis as Team Lead  from Sept 2017 to July 2020 

2. Working with Wipro InfoTech  Mumbai as  Team Lead   from  June   2013 to Aug, 2017 
3. Worked with  Nityo InfoTech  Pvt.Ltd  Mumbai as  Team Lead  from May 2012 to June, 2013
4. Worked with Serco Services Ltd., Mumbai as a Team Lead from 2010 to Feb 2012
5. Worked with Reliance BPO  Mumbai as CSE  From 2007 to 2009 
IT Experis Mumbai Sept 2017 to July 2020
Client Name   - YONO -SBI (Mobile & Portal Banking Product)
Job Profile:
· Handle all Banking & Insurance Product like Login, FD, FT, RD & Digital Banking product.
· Handle Customer Incident, Request & Escalation Mail, Call 
· Worked On Incident, Problem & Change Management 

· Successful Handle Daily Tech Support Operation  
· Create SOP ,KB & Issue Tracker for Ticket Resolution 

· Prepare Team Roster & Attendance 
· SD, CMS & ITSM Ticketing tool monitoring.
· Responsible for Monitoring All Bank App.
· Time to time Server & Application Backup and downtime Activity 

· Incident & Severity  SLA Management 

· Approval Policy and Checklist Preparation with Project Manager 

· Presenting Weekly & Monthly Performance Report in client Meeting  
· Weekly Coordination Meeting with All Stake holder and L2 & L3 Team.
·  Daily Team hurdle meeting and MOM Publication 
· Participate  Tech Support DR & DC Drill Activity  
Wipro InfoTech Mumbai June 2013 to Aug 2017
 Designation: Team Lead 
Client Name   - IIFL (Financial Broking company), 
Job Profile:

· Responsible for Pan India Incident Management  

· Handle & Analysis Finical Broking & Insurance Product 

· Handle 50 Members of   Helpdesk support engineer   & 3 Team Leaders 
·  Presenting Weekly & Monthly   Performance Report in client Meeting  

· Monitoring High level Incidents, Escalation & Pending backlog 
·  Coordinate, Manage and monitor the workings of various departments in the organization   to provide best service in client side 

· Create & Maintain SOP, Kb & Automation Process 

· Handle Business Escalation 

· Responsible for maintaining SLA & IT Asset
· Organizing Monthly & Quarterly R&R for Team Motivation
· Organizing Product & Quality Training among team Members weekly & Monthly Basis 
Nityo  InfoTech  Ltd, Mumbai  May 2012 to May 2013 
Designation: Team Leader  
Job Profile: -
· Handle 20  Members  Of Technical Support Associate 
· Tracking   Attendance for Team & Tracking of Agents Login / Logout time.
· Monitoring Agents break time/Lunch Time

· Preparation of Weekly Roster.
· Taking Daily Team Briefing 
· Arrange the Training Programmed for the team
· Maintain Absenteeism & Shrinkage 

· Co-ordination with L2 team when transferring Tickets & Severity issue escalation
· Call Listening & Feedback provide as per quality Parameter
· Preparing specific reports for the client such as MBR. 
· Co-ordinate with other departments like quality, training, HR, etc 

Serco Bpo   Ltd, Mumbai April 2010 to May 2012 
Designation: Team Leader 
Client Name   - Uninor Telecom

Job Profile:

· Handle inbound contact centre   
· Responsible for achieving SL, Abnd rate, CSAT and External Quality targets  
· Maintain Absenteeism & Shrinkage 

· Handle escalation Mail & Call
· Coordination with the concern departments for SR closure                                                                   
· Monitor the performances for each KRAs for all the team members, do in depth analysis on each parameter.                                                                                                                                      

· Co-ordinate with other departments like quality, training, HR, etc
· Taking Daily Team Briefing 
Reliance BPO
       Job Profile:
· Handle inbound Customer  call , email 
Achievements: 

1. Received the Best Change coach award from Wipro Management 
2. Best Productivity Officer Award from Wipro Management 

3. Number of Appreciation from Client for good Escalation Management                                                       
Educational Qualification:

· Graduate (Arts) Utkal University 
·  Oracle 9I -SQL (SEED)
Personal  Details
Date of Birth: 

 December 1984
Marital Status: 
 Married
City & Nationality: 
Mumbai & India
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        Thank You 
                                                                                                                  Krushna Mishra
