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Phone: +91 9645407255

Profile:                              Male, 36, Married
Nationality:                      Indian
Permanent Location:     Kochi, Kerala–India
Passport No:                    P6437850





TENURE HIGHLIGHTS

· 7+ YEARS OF PREVIOUS SUPERVISORY EXPERIENCE IN A CALL CENTER, CUSTOMER SERVICE, AND PATIENT RELATIONS AREA INCLUDING 4+ YEAR ADMINISTRATIVE / COMMUNICATIONS EXPERIENCE
· DEMONSTRATE COMPETENCY AND RELEVANT EXPERIENCE IN CALL CENTER OPERATIONS
· KNOWLEDGE OF ORGANIZATIONAL POLICIES, PROCEDURES AND SYSTEMS
· KNOWLEDGE OF OPERATING A VARIETY OF OFFICE EQUIPMENT AND PROFICIENT IN VARIOUS
· EXPERIENCE IN MEDICAL PRACTICE SETTING
· MICROSOFT OFFICE/SUITE PROFICIENT (WORD, EXCEL, POWERPOINT, PROJECT, ETC.)
· ABLE TO MULTITASK EFFICIENTLY AND EFFECTIVELY


LANGUAGES KNOWN
· ENGLISH (READ, WRITE AND SPEAK)
· TAMIL (READ, WRITE AND SPEAK)
· MALAYALAM (SPEAK)
· HINDI (SPEAK) & 
· URDU (MOTHER TONGUE)



PROFESSIONAL EXPERIENCE     

OPERATIONS MANAGER CALL CENTER (NEWTECH IT & RCM)                     KOCHI, KERALA. INDIA
01/2021 – present
· Supervise staff within one or more operations departments
· Maintain proper employment levels through selecting, interviewing, and training of personnel; conduct performance management activities within each assigned area of responsibility
· Maintain high levels of performance for customer service metrics including: call answer rate, call quality, customer service ratings, order accuracy, etc.
· Manage and improve operational processes, policies, and systems in support of the organization’s mission and to improve efficiency and quality
· Maintain effective inventory control processes which includes inspecting and maintaining quality and standards of goods and supplies
· Create reports, metrics, and budget plans for the organization, as assigned
· Contribute to long- and short-term organizational planning which includes planning for initiatives geared toward operational excellence

CLIENT CO ORDINATOR (QWAY TECHNOLOGIES)                                           COIMBATORE, TAMILNADU, INDIA
04/2020 – 12/2020
· Act as bridge between client and the team to give concept a physical implementation and help Senior Management to help adhere smooth transition
· Focus your full attention by carefully listening to and observing client or member
· Directs the day-to-day activities of the employees by ensuring schedule adherence and optimum performance
· Assists in the development of new products, policies and resulting technology changes
· Evaluates individual performance, determines trends, analyzes strengths and/or weaknesses and develops training programs for improvement
· Challenges and supports employees in their development, and uses individuals’ capabilities and potential for the benefit of the team
· Encourages the professional expression of varied ideas and viewpoints, and creates an environment where individual differences are valued and respected

ASSISTANT MANAGER (DOCGIANT SERVICES)                                                  KOCHI, KERALA. INDIA
07/2003 – 10/2008
· Creates and executes plans for expense management, staffing, service, technology and process improvements
· Plan work schedules for around-the-clock operations and assign staff to accomplish daily work by providing for variations in workload
· Develop, coach and motivate Service and front-line leadership to improve and measure performance and foster a customer focused culture
· Fosters an inclusive work environment that promotes associate engagement and development at all levels using the performance management process
· Provides Physician Relationship Managers and Process Analyst’s assistance with strategic Payer initiatives as requested
· Hiring, training, and developing call center employees. Handles all facets of performance management including performance evaluations and corrective action
· Full people management responsibility (onsite and virtual team members), performance and compensation management, and training and development

ASSISTANT MANAGER (EXL SERVICES)                                                              KOCHI, KERALA. INDIA
10/2013 – 5/2016
· Ensure workload and workforce management objectives are met to meet the demands of the aggressive marketing campaigns.
· Manage day-to-day operations ensuring weekly sales and client service
objectives are met.
· Provide professional and organizational development direction to Service
· Implemented processes to improve quality of service.
· Participated in improving on boarding process and actively participated in the recruiting, selecting and interviewing of front-line employees as well as
· Implemented processes to improve coaching techniques and coaching varieties.
· Implemented training and measuring process for leadership skills.
· Developed and implemented new sales training and customer service training
· Implemented internal call center Help Desk for newer agents.
· Implemented new coaching techniques for assistant team leaders and




EDUCATION

BACHELOR’S DEGREE IN MANAGEMENT STUDIES (ISBM)

SKILLS
· Business acumen
· Problem solving
· Strategic Management and Planning
· Global thinking

TRAINING

COMMUNICATION EXCELLENCE (EXL SERVICES PVT. LTD CAPABILITY DEVELOPMENT)


DECLARATION

THANKS FOR YOUR TIME AND CONSIDERATION. I’D LOVE A CHANCE TO LEARN MORE ABOUT THE POSITION AND DEMONSTRATE HOW I CAN HELP THE COMPANY AND TEAM TO REACH ORGANIZATIONAL GOALS.

I CAN BE REACHED AT MY PHONE OR EMAIL IF YOU NEED ANY OTHER INFORMATION.




                                                                                             THANKS,
                                                                                             MOHAMED IBRAHIM KHAN.
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