Riazuddin






Total Professional experience – 10 Years & 8 months in Client Servicing, Team Mgt., Operations (Customer Service, Sales, Collection, Email)
Industries Worked With: Mobility & Email (Voice & NV Processes)

Mass Callnet-Mobility in Voice Process (Customer Service, Collection, Sales)
Vertex BPO-Mobility in Voice Process (Customer Service, Collection, Sales)
BPO Convergence-Email (Blended) Process (Paytm)
E mail- Riazuddin.r1@gmail.com



                                   Mobile: +91-9654288198


Objective

Operation Assistant with strong interpersonal and organizational skills with a keen ability to multitask a variety of challenges and responsibilities.
Professional Synopsis

· Worked in BPO Convergence Pvt Ltd from Feb’17 to Mar’20 (Assistant Manager).
· Worked in Vertex customer solution Pvt Ltd from Jul’13 to Jan’17(Team Leader).
· Worked in Mass Callnet India Pvt Ltd from Jul’09 to June’13(CCE, Team Leader).


Career Achievements
· Earned promotion from entry level to senior level in the same organization within 11 months in Mass Callnet.
· Proven track record of success with consistent delivery of client KPIs within SLAs
· Successful team building and leadership skills, Maintained a good rapport with the clients and team members

· Received numerous letters of recommendation, and appreciation from customers and management.
· Conducted review and analysis of data to establish metrics and determine opportunities for improvement.
· Resolved operational and customer issues through in-depth coordination with cross functional/ cross divisional teams.

Area of Expertise 

· Business Process Engineering

· Designing new process and improving existing processes by way of process re-design to meet business needs
· Preparing monthly review reports and presenting the same to clients.
· Managing & monitoring the performance of teams, maintaining Shift Statistics to ensure efficiency in process operations and meeting of individual & group targets.
· Doing Weekly Inflow analysis to maintain the KPI and to meet the Billing targets.

CAREER HIGHLIGHTS
A- BPO Convergence Pvt Ltd. (Email)                                              Work Period:  Feb’17 – Mar’20
    Asst. Manager Operation 
Operation Responsibilities:
· Leading a team of 6 Team Leaders.
· Responsible for raising invoice to clients (PAYTM) for service providing.
· Responsible for making shift wise roster as per inflow report for meet KPIs.
· Supervising the Control & Compliance Mgt of all the LOBs related to Paytm Email process (Fastag CST & 3rd Party).
· Highlighting process loopholes and suggesting Corrective measures for process Improvements.

· Creation and amendments in Quality Monitoring Sheet as per client and customer requirement.
· Responsible to maintain the C-Sat ratios and sharing the inputs & suggestions to make the Paytm service more customer centric
· Responsible for conducting Monthly and Weekly review for Process improvement.
· Responsibility of Reward and Penalty procedure in monthly billing.
· Responsible for efficient re-open assurance.

· Prepare the Agent Performance tool to quality score, Daily Login Hours, production report summary and observation with the complete transparency. 

· Responsible for process Shrinkage and Man-days & Paydays variance 

· Responsible to minimize the attrition as per desire target to achieve our billing FTE which is direct impact on center performance

 B -   Vertex Customer Solutions Pvt Ltd.                                                      Work Period: Jul’13 – Jan’17
     Team Leader Operations                                                 
· Handled Vodafone collection & Data upselling process for Vodafone NCR.
· Responsible for Daily & Monthly Revenue VS Target.
· Responsible for team Shrinkage and Attrition.
· Made new Analysis of data, generate the MIS reports in Excel like daily target V/s Achievement data.
· Doing customer visit for individual as well corporate customers.
D – Mass Callnet India Pvt Ltd                                                          Work Period: July’2009 - June’13
       CCE &Team Leader
· Worked as a Team Leader in Onboarding (Sales & Retention) & Collection process of Vodafone NCR.
· Responsible for daily tracking of Acquisition churn cases and highlighting to respective channels from where sourcing was done.

· Doing customer visits to get the payment and resolve the disputes.
· Escalate the cases to the concern team like escalation desk and dispute handling team.
· Handling the escalated issues with the respective concern persons of company and collect the payment after resolving the issues.
· Coordinate with sales channels and Vodafone stores to resolve the issue of customers.
              Rewards & Recognition:
· Achieved 13% 0-90 day’s churn lowest ever in Vodafone Delhi in Mass Callnet.

· Achieved 12% 0-60 day’s churn lowest ever in Vodafone Delhi in Mass Callnet.

· Achieved the PAN India no-1 ranking in C-Sat continuously for 4 months in Vertex BPO.

· Achieved the PAN India no-1 ranking in EQ continuously for 3 months in Vertex BPO.

· Achieved the RNR target Revenue in 6 different months in Vertex BPO.
· Achieved 0.03% 0-90 DTPG churn lowest in my Vega BPO.

· Achieved the billing with RNR target.
· Awarded as best AM for conjunctive three Quarters 

· Awarded for the Hall of fame in BPO Convergence for the improving the Quality score & achieving R&P grid.

Qualification:


· Passed Graduation
· Passed 12thExamination
· Passed 10thExamination
Personal Details:
Name: 

Riazuddin


                       Marital Status: 

Married
DOB:

18 Dec 1989



            Gender:

Male

Nationality: 
Indian

                                 

 Contact No: 

9654288198
E-Mail: Riazuddin.r1@gmail.com

           

 Languages Known:
English & Hindi
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Profile





Dynamic and result oriented professional with 10 years of rich experience in managing Operations.


A keen planner and strategist with strong background in implementing process improvements, quality initiatives for desired performance levels and resolving performance bottlenecks.


Excellent at client handling and inter departmental coordination.


Possess exceptional interpersonal skills, presentation skills, comprehensive problem detection/ solving abilities and a highly analytical bent of mind. 








