 CURRICULAM VITAE
A.IBRAHIMSHA,                                                                                         

Laxman Salai, No. 97, Laxman Salai, 2nd cross street, OMR,
Kandanchavadi, Chennai – 600096.

Mobile Phone: 7358362748/8903548553
Email ID.: IBRAHIMSHAA@GMAIL.COM
Age: 39
__________________________________________________________________


 To Work in a place that gives an opportunity to learn and grow. 
Be committed to the profession and cast a spell in the mission taken up


APR. 1997 
SSLC with 65% - Bharath Higher Secondary School (CBSE)

Adyar, Chennai - 600 020.

APR.1999
HSC with 81% - Bharath Higher Secondary School (State Board)

Adyar, Chennai - 600 020.

APR.2003
Graduation with 51% - Bachelor of Banking Management 



The New College,



Royapettah, Chennai - 600 015. 




OPERATING SYSTEM


: -
Microsoft Windows
PACKAGE




: -
Microsoft Office

ACCOUNTING KNOWLEDGE

: - 
Financial Accounts 







Management Accounting,








Typing Speed of 40 wpm. Tally 9
NIIT AND CISCO CERTIFIED

: -     CISCO CERTIFIED NETWORK
                                                                           ASSOCIATE – (VERSION 2 
                                                                           2014- Cisco ID: CSCO12599261).
                                                                           Basic knowledge in Hardware
CERTIFICATION
                                 : -       Diploma in BPO operations.
PROJECT
: -
Has completed Training cum Project Work in Indian Overseas Bank as a part of Graduation.
TRAINING
: -
1. 
Has been trained to take (BCP) Activities in BPO Operations.


2.
Has prepared UPP, SIPOC, FMEA, and Process MAP & Process Flow Chart.



3.
Completed Training on email Etiquette, Telephone Etiquette, PMS, IQMS, ISM.

DTP OPERATOR: MAR 04 - FEB 06 - Ramesh Computing Systems.
DESCRIPTION: - Helping the customers in preparation of normal office documents.
TOOL                  : - MS-OFFICE APPLICATIONS.
RESPONSIBILITIES:

· To compose and update a wide range of business and personal documents.
· Preparation of business Letters, Memo, Fax, Annual Report, News Letters, Brochures etc.

· Preparation of PowerPoint Presentations.
SENIOR CUSTOMER SERVICE EXECUTIVE - FEB 06 - MAY 08 – SERCO (formerly Intelenet Global Services)
PROJECT: BARCLAYS BANK BACK END SUPPORT
PROCESS: Mandate Change, Refer List Processing
DESCRIPTION: - 

KYC – KYC is common sense good business practice – it is about understanding what business activities your customer is involved in, they are part of the Anti Money Laundering Framework designed to protect the customer and bank from the regulatory and criminal penalties.

Mandate Change is the process of providing cheque signing authority for the business people in UK following KYC norms

Also Involved in Additional Process called CONSTABLE, where the cheques deposited by customers are honored after checking their balance in their accounts and facilitate them on O/D 

TOOL: - EMAIL, PST, BARCLAYS CUSTOMER SYSTEM, VOTERS ROLL.
RESPONSIBILITIES:
1. To QC the final output by sending a letter that mandate change has taken place.

2. To keep track of SLAs

3. Checking on errors generated while processing 

4. Following KYC norms in validating the Documentary proofs provided.
Designation: Senior Process associate (BPO2) - Tata Consultancy Services
Duration: MAY 2008 to FEB 2010
Project: The Nielsen Company - formerly AC Nielsen (Transition support team)
Process: Advertisement Information Services (Back end support) (AIS) (New Process Testing for  
UK & AUS support.
Description: Tracking all essential details (i.e., Name of the company, Brand, Color, Size, etc.) of an advertisement published in a magazine and feeding the information in the provided tool.

Tool: DPPF, CHAT, EMAIL
Responsibilities:
· Review of test cases written by onsite tam.

· Execution of the test cases using sample test data.

· Creation of checklist for Load Testing.
Process: Business Systems (Europe) - Data Mapping (Part of Report Services - Sub Process (Transition support team) (Back end support)
Description: Data Mapping involves the integration of local tags or labels of a manufacturer (eg: L'Oreal) to its global product name. The dynamic creation of this list is formed, as and when the Data Mappers and each new global item to the White book in L'Oreal IP.
Tool: L'OREAL INTEGRATION PLATFORM, CHAT, EMAIL
Responsibilities:

· Review of test cases written by onsite team.

· Writing Test Cases.

· Creating test data based on test cases.

· Executing the test cases using Win Runner.
Process: Report Services (US) (Back end support) - Client Services (Main Process)

(Semi-Voice)
Description: Generating market research reports for consumer products in the US geography.

Tool: NITRO, CUSTOM TEMPLATES, HORSE, CHAT, EMAIL
Responsibilities: 

· Producing customized reports across different product categories using multiple databases. 

· Contacting Client service Representatives on regular basis for any changes in the report or modifications. 
Sara Collections (Billing Executive – support staff) from March 2010

Duration: March 2010 to Jan 2015
Description: Supporting the Back office including Billing and Inventory updation.

Tool: MS - OFFICE
Responsibilities: 

· Providing Customer support. 

· Billing support

· Email correspondence and Invoice preparation.
· Inventory updation and Payment support.
Call Street Global Services – US – Backend support – Chargeback Analyst (Main process – Floor support Assistant) from March 2015
Duration: From Mar 2015  to Feb 2020
Description: Supporting the floor supporting agents on work related queries.
Chargeback – A chargeback is a transaction disputed by the cardholder, there are many reason for chargeback but main reasons being fraud and returned merchandise.
Tool: Payment Gateway, CRM portal, USPS website, Corporate Portal, Email,
Chat
Responsibilities:

· Disputing chargebacks from Online Portals.
· Documentation and Research support for chargebacks. 

· Back office floor assistants are responsible for the work quality of all Non voice agents. They enforce proper service protocols and standard operating procedures for all agents. They review all process documentation and work with the recruitment staff to coordinate new hire and training. They ensure that all agents are performing at or above par. They formulate ways to drive issues in client relations down to a minimum; ensure compliance for quality assurance feedbacks and communication logs. Floor support assistants enforce disciplinary actions for noncompliance of SOPs and protocols for erring agents; monitor AHT (average handle time) or client-agent interaction time and address performance issues. They respond to floor issues with urgency and immediacy; manage and coach a team of agents and conduct performance evaluations. Floor support assistants set department goals, adhere, and enforce departmental policies and procedures. They identify challenges, formulate solutions, and implement them in order to reach successful conclusions. Floor support assistants handle escalated client issues from back office agents and supervisors; manage agent issues with recruitment or human resources and ensure that all personnel files are up to date and cataloged. Floor assistants provide expertise and guidance to the new agent recruits in the transition from training to floor process. They recognize and reward progress and finally, act as the initial management escalation point for issue resolution.

Date of Birth
:
15/03/1981
Father's Name
:
A. Abdul Khader
Nationality
:
Indian

Languages Known
:
English, Tamil, Hindi(can understand ,write)
Address
:
No 97. Old no 6, Laxman salai, 2nd cross

                                                                        Street,CBIcolony,Kandanchavadi,OMR                                                      
           Chennai - 600 096.

Phone
:
8903548553/7358362748
Marital Status
:
Married
Total Experience
:
12 yrs
Previous CTC
:
3, 10,114
Expected Shift
:
Day shift/Afternoon shift
Expected OFF for the Job
:
Saturday and Sunday or any 2 days 
Notice Period
:
Immediate Joining
Expected Interview Timings
:
All Days
· Quick learner who can quickly master all aspects of a job with limited training.
· Team player with the ability to communicate effectively

· Optimistic & Flexible person.

· Consistently maintaining the quality of 95% and above in all the projects.
· TCS award for Excellent Work Support and TCS award for Sports.
· Has been able to maintain a good rapport with clients in understanding their requirements & providing solution.
· Has been able to get appreciation mails on a regular basis from clients.
I hereby declare that the information mentioned above are true and correct to the best of my knowledge. 

Place:

Date:                                                                                          (A.IBRAHIMSHA)[image: image1.png]



OBJECTIVE: 





EDUCATIONAL QUALIFICATION:





SKILL SET:





EXPERIENCE:





PERSONAL DETAILS: 





ACHIEVEMENTS: 





DECLARATION: 








