Shaik Nizamuddin


Dear Sir/Madam,
I’m a professional with 9 years of experience specializing in Customer experience have skilled me in high order to meet and exceed the needs of a Call center Management. Being a part of the pioneer of call center industry, have equipped me to learn and master all the required skills to be in the roles I could play. Is a self motivated Professional with excellent verbal and, interpersonal skills such as Developing assertive approaches, Accepting responsibilities, Resolving Conflicts, Working in Teams and communication skills. Specialize in project management, Standard Operation Procedures management, KRA Leading Management. Have proven to be a motivated team player and a very effective Manager.

My present position includes managing 50 Customer Sale Executive

My experience in Call Center has provided me with a strong understanding of 

People and Process development. I am confident that my experience can be successfully 

leveraged to add value to work as an operations manager or a Deputy Manager at your 

Esteemed Organization.

The resume can give you an idea of my potential for making a worthwhile contribution to 

Your company.  I believe it may be mutually beneficial for us to meet.

Thank you for your time and consideration.
Sincerely yours,
Shaik Nizamuddin
Shaik Nizamuddin


Personal Profile:

· Talented sales/marketing professional with more than 8 years of experience in various arenas.


· Quick study with ability to easily grasp and apply cutting-edge ideas, imply new methodologies, concepts, and techniques. Provide a setting conducive to higher-level learning.


· Expertise in prospecting and cold calling, new client development, man management, market trend analysis, presentations, strategic planning, staff training, supervision, mentoring customer service operators.

· Experienced in coordinating special events, staff training and development, leave forecasting, human resources, and employee supervision.

· Skilled in forging profitable relationships with clients resulting in increased sales and profitability. 

· Superior communication, intuitive, interpersonal, multi-tasking, organizational, problem solving, and leadership skills.

· Excel in both independent and team work environments.

· Energetic, innovative, flexible, and self-motivated team player.

· Proficient in the use of computer applications including MS Word, Excel, PowerPoint, Internet, and Word Perfect.


STRENGTHS
1. Knowledge-based skills: Acquired from education and experience (e.g., Basic computer skills, languages, degrees, and training ability). 

2. Transferable skills: Portable skills that I take from job to job (e.g., communication and people skills, analytical problem solving and planning skills). 

     3. Personal traits: My unique qualities (e.g., dependable, flexible, friendly, expressive, formal, punctual and being a team player).



Education

·  GDM (Graduate Diploma in Management) from ISBM. 
· InfoTech Course in computer basics for Six Months. 



Employment History

Head of Operations, Eden Outsourcing Pvt Ltd, Bangalore –April 2008 – Till Date

Process: Outbound Sales Support
· Providing Telemarketing for USA . 

· Projects Handled: Finance (Loans, Credit Cards, and mortgage), AT&T Up selling, Yellow Pages, Telecommunication, ISP, Home security systems, Real Estate

· Providing product training, language and cultural background training for CSR’s.

Job Profile: In charge of Front Hand Operations which consists of

                                    Customer Solutions (CAS) Dept,

                                    Getting in New Business, handling the Clients&

                                    Retention Dept. 

                    In charge of Back Hand Operations

                                    Hiring and Recruitment

                  Training Dept &   

                                     Quality Dept

Responsibilities as a Manager:

· To develop performance standards like workload and utilizes .

· Interact regularly with the counter part in the US,

· Presents doubts or queries for clarification to process owners and regularly follow to ensure receipt of appropriate solutions to the same. • Clarifies and answers process related queries, enabling team to meet targets

· Facilitates, resolves and removes obstacles, if any

· Interacts with peers and colleagues on a regular basis to ensure work is completed timely.

· Mentors and develops team members in taking up the challenges

· Motivates team members and provides team members regular performance feedback

· Improves performance of underperformers by coaching and counseling.
Experience with tax, insurance, escrow, claims and refund processes. • Proven ability in gathering and interpreting information, and process mapping and documentation operating procedures.

· Strong prioritizing and time management skills

· Good mentoring and coaching skills.

· Good conceptual and analytical skills. 
Good planning and organizing Skills. 
Good written and verbal Communication skills. 
Flexibility and adaptable. 
Ability to travel 10-25% both international and domestic

· Overall performance of the team against the centers objectives.
· Contribution towards the development of the center and teams culture
· Overall performance against the individuals KPIs/KRAs and goals, contribution to the performance of the center
· Development and relationship of the center within the organization.
· To develop a sense of mutual trust and Openness

· Conducting regular training sessions
Worked with AVG Automation from June 2007 till April 2008 as Team Lead International Sales & Tech Support.

Trained and worked in USA.

AVG, an American Group of companies, is vertically integrated to design and manufacture state of the art electronic products. Established in 1975, AVG has introduced more than 500 innovative new products. Extensive hardware, firmware, & software design capability, in Illinois & Iowa. Hold 20+ Patents & 15 New Pending. Has an installed base of over $1 Billion in fortune 500 companies such as Ford, GM, P&G, Abbot, Miller, & IBM. PCB fabrication. 3 EMS Plants for Complete Turn Key Assembly & Box Build. Thick Film Hybrids. One of the largest semi-conductor FABs. Known for “Uticor Tough,” High Reliability, HALT-HASSed Products, designed to operate in harsh industrial environments. In the fore-front of High Technology such as BGA and controlled impedance high density board products. 

Current Responsibilities:

     Handling a team of 50 Sales Account Engg. Responsible for Business Development of Touch 
 Panels, Touch PLC’s & Marquee’s to existing client base across US
 Manager Operations, Pumax India, Bangalore –Nov 2005 – May 2007

Process: Outbound Sales Support
· Providing Telemarketing for US and UK clients. 

· Projects Handled: Finance (Loans, Credit Cards, and mortgage), Tours and Travel, Telecommunication, ISP, Home security systems.

· Providing product training, language and cultural background training for CSR’s.

Job Profile: In charge of Front Hand Operations which consists of

                                    Customer Solutions (CAS) Dept,

                                    Getting in New Business, handling the Clients&

                                    Retention Dept. 

                    In charge of Back Hand Operations

                                    Hiring and Recruitment

                  Training Dept &   

                                     Quality Dept

Responsibilities as a Manager:

· Center Objectives: Overall performance of the team against the centers objectives.

· Cultural Feel: Contribution towards the development of the center and teams culture
· Personal Achievement: Overall performance against the individuals KPIs/KRAs and goals, contribution to the performance of the center
· Business Development: Development and relationship of the center within the organization.
· Participative Management style: To develop a sense of mutual trust and Openness
· People Development: Conducting regular training sessions


Worked as Asst Manager / Business Communication and soft skill trainer for Pumax India, Bangalore, Dec 2004 – Nov 2005

Process: Outbound Sales Support

· Providing Customer Care Service for TELECOM, the leading Telecom service providers in UK.

· Providing Customer Care Service for Telecom, the leading Mobile service providers in UK.

· Providing product training, language and cultural background training for CSR’s.

Job Profile: In charge of Front Hand Operations which consists of

                                    Customer Solutions (CAS) Dept &

                                    Retention Dept. 

                    In charge of Back Hand Operations

                                    Training Dept &   

                                     Quality Dept

Responsibilities as an Asst Manager:
· To develop an authentic team of Team Leaders, Senior Customer Care Specialists and Customer Care Specialists.

· To calibrate calls according to the quality check sheet.

· To track calls and to test product knowledge of specialists.

· Meeting every customer expectations and achieving sales targets with authentic team.

· Received multiple appraisals in developing teams that provided “appreciation calls” and “best calls” according to customer satisfaction ratings.

· Developing new techniques and strategies to meet customer expectations.

· Scheduling the work floor in accordance to peak business hours.

· Training teams off floor with voice, language and cultural background.

· Training teams for pitch, tone and personal rapport with customers.

· To develop listening skills.


Worked as TL/Supervisor, Pumax India, Bangalore, Oct 2002 – Dec 2004

As a Team Leader, managed and developed a team of 20 CSR’s and aided them in delivering exceptional customer service by ensuring that they achieve optimum output, quality and productivity standards.
Responsibilities as a Team Leader:

· Provided hands-on assistance to the team in case of problems, both, through direct intervention and mentoring

· Was a single point of contact with the team and the senior management through effective communication on key deliverables and soft issues.
· Assist in scheduling and time management.
· Periodically interacted with the middle and senior management 
· Embodied the spirit of excellence through team building, able leadership and sound man-management skills.
· Was directly responsible towards fostering the development of the team by motivating them and ensuring career advancement and a long-lasting and fruitful relationship of the team with the Company through feedback and counseling
· Developed strong inter-personal relationships with the team to cohesively bond them together with the Company and integrate them with the vision and core values.
· Provided support to the team by acting as the first line of escalation of customer related queries to accomplish the goal of providing exceptional customer experience.


Customer service executive, Net vision Cyber Tech, Chennai, Nov 2001-Oct 2002

As pivotal members of the operations team, rendered service to both UK and US customers. Pressure/stress handling situations was done with dedication and commitment. Delivered high quality and quantity performance. 

· Achievements:
1. Had one among the best login hours successively.

2. Had acquired the highest no of sales for four months (SPH=1.5)

3. Had achieved the fastest 100 Quality approved sales.

4. Was recognized by the V.P operations and the higher-level management as one of the best performer.

5. Was recognized by the management as a consistent performer.


Languages known

English, Hindi, Kannada and Urdu



Personal Information

Sex:                 Male

Marital Status: Married

Nationality:      Indian.

Passport no: B-3534891

VISA: B1/B2



Referrals: Available on Request

Looking Forward to Working Together.

