                                                                                               TUHIN PAL   








                                                  Village- Baranimdiha, Post- Pukhuria Dist – Bankura PIN:-722160 West Bengal
                                      Mobile: +91- 8910358767, 9717323777 Emails: tuhinp388@gmail.com



About Myself:

· Strong problem solving skills with an attitude to achieve and make a difference.

· Positive user interaction.

· Successful in implementation of assigned work in demanding time schedule without compromising on quality of deliverability is my commitment.

· Work well with others in team and possess personal qualities like handwork and dedication in order to achieve the desired goal.

· Open to learn new technology and skills which will help me contribute more efficiently.
· Expert Service delivery, Operation, Workforce Management & MIS Skill,
CORE COMPETENCIES:
	Shrinkage Planning
	Tools Training
	Trend Analysis

	Performance Management
	MIS
	Training & Development

	Client Interface
	Real Time Floor Management
	Team Management


CAREER SNAPSHOT

	Designation
	Company
	From Date
	To Date
	Sub process

	Team Span

	        Team Leader


	Aegis Pvt. Ltd(Kolkata)
	      Oct-16
	   Till date
	Operation
	28

	        Team Leader


	Serco BPO India Pvt.ltd (Karnal & Mohali)
	      Dec-14
	    Sep-16
	Operation
	25

	Team Leader
	Aegis BPO NOIDA
	      Aug-13  
	    Dec-14
	Operation
	28

	KNE& Floor support  
	Aegis BPO Jamshedpur (JSR)
	      Mar-11
	    Aug-13  
	Operation
	

	CSR
	Aegis BPO Jamshedpur (JSR)
	SEP-10
	Mar-11
	Operation
	


                                                                                                           TOOLS USED

· CRM
· PACS. (Provising & Customer Care System)
· UD {Unified Desktop}{Access of All URLS}
· Avaya CMS
· Minset

· Nortel

· I-care

· MS-Excel                                                                                               

· MS-PowerPoint

· Outlook Express 
· Aspect

· CMS

PROFESSIONAL EXPERIENCE: - 113 months in BPO.
Overall Experience: - 113 month’s
Key Performance Areas:-

· Driving Team to achieve Internal & External Client KPI & KRA
· Establish strong review and follow up mechanism.

· People management on a daily basis for a team comprising of 30 people.

· Preparing report for month audit.

· Take escalation calls of KNE.
· Daily call audit,

· Performance metrics for all CCE’s, support function, review on performance.
· Weekly people meeting for 0% attrition CSR.
· Effectively coordinate and escalate the unresolved complaints to the respective departments.

· Interact with client coordinators for process related issues.

· Maintain the team KPI and the performance data on a weekly basis, one to one sessions with team members.

Team Leader – Operations                                                     
August- 2013 to Till date
Key Performance Areas:-

· Driving Team to achieve Internal & External Client KPI & KRA
· Create BAB reports for Review with manager 

· Maintained Daily, Weekly and Monthly performance report for individual agent. 

· Driving the team towards meeting the key deliverables.

· Adhering to the production metrics.


· Real time management,
· Monthly RYG meeting with ER ( HR) for People satisfaction,

· Working for Team KRA and Process KPI
Call Centre Executive                                                   September’17-2010 – May’21-2011
· Worked as Call Centre Executive in Inbound Call Centre. 

· Handled customer query and provide them solutions.

· RBT, Recharge and product,  
· Handled the Billing related query.
· Service Related Issue.
Achievement:- 

· Airtel DTH performance monthly champ Award given by Canter head for login hour’s, AHT, ICE target in canter.
· Airtel DTH performance RNR award Top agent in DTH process given by canter head.
· I have got RNR & appreciation by Serco & DTH client side (Vikram Saraf).
· I have got best performer of KNE team continue 7 months.
· I have got best performer of Best TL for Supper CC transfer in Airtel Delhi Prepaid process. 

· Vodafone Delhi TV performance quterly Best TL Award given by Canter head for Lowest Shrinkage, UT, CQ target in canter.
· Vodafone Delhi TV performance Best TL Award given by Vodafone client (Rinki Gandhi) for TNPS in centre.
· I have got 2times best performer of Best TL for IB DISHTV process.
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                                          D.O.B:     



                                   03th May 1988
             

          FATHER’S NAME: 




   Mr. Madhusudan Pal
            

          MARITAL STATUS:




   Single

 E MAIL:                                                                                           tuhinp388@gmail.com
                                                                                                          tuhinp777@gmail.com
          NATIONALITY




   Indian


             
                          LANGUAGE                                                                  
   Bengali, Hindi, English
                                         PERMANENT ADDRESS:
                                                   Village- Baranimdiha, Near U.B.I Bank,

                                                                                                                                                   Post- Pukhuria, Dist – Bankura,

                                                                                                                                                   PIN:-722160 West Bengal  
                                         PRESENT ADDRESS:                                                                       AF-371, Ground Floor, Saratsarani  
                                                                                                                                                   Hanapara, Kestopur
                                                                                                                                                   24 North Parganas, Kolkata -700102
                                                       






    (Tuhin Pal)
Location: - Kolkata
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