Puneeth R
Escal ati on Specialist - H Power Support Centre

Bengal uru, Karnataka - Enmil ne on |ndeed: indeed.conir/Puneeth-R bc332220e733906d

To be an asset to my organization by utilizing the recent inproving trends and make opti mum
use of the available resources for the success of the conpany. Mre inportantly, working
harnmoniously in a teamto bring forth the best fromself and everyone.

WIlling to relocate: Anywhere
WORK EXPERI ENCE

Escal ati on Speci al i st

Hi Power Support Centre -

June 2015 to Present

Client: Machine Zone (Supporting 3 Ganes)

Rol es &anp; Responsibilities:

« Escalating tickets to clients, Creating Inquiries regarding the process to receive update
fromdients, Providing feedback to Agents regarding Cients Escal ations and internal invalid
Escal ati ons.

Team handling ( Mentor)

* Tracking performances of the team menbers in terms of Production, Quality and CSAT.

« Monitoring Queue, Allocating Agents to different queues, Preparing Reports, Process

i mprovenents initiatives.

« Taki ng operations training sessions on Gamepl ay, DSAT reviews, Quality, FTR and Tickets
handl i ng.

« Maintaining &np; ensuring stringent adherence to quality standards, identifying gaps and
opportunities by live assistance. Handled QJT and Tenured Team

¢ Handling Supervisor tickets, Lead conpensations and Audits.

Sal es Associate in Convergys

AT&T -

January 2014 to May 2015

Cient: AT&np; T

Rol es &anp; Responsibilities:

e Addressing Customers Billing Inquiries and upselling over Chat.
« Making Calls to customers in case of |ead generations.
Process Executive - Operations in |Infosys

G sco -

August 2012 to Novenber 2013

Cient: G sco

https://ww. i ndeed. coni r/ Puneet h- R/ bc332220e733906d?i si d=r ex- downl oad& kw=downl oad-t op&co=I N

Cont d. ,
Rol es &anp; Responsibilities:
e Assisting Cients over Email and Phone regarding Billing discrepancies and Order Managenent.

« CRMtool experience in Supporting and Reports generation.

Custoner Relations Oficer in HGS

Decenber 2011 to July 2012

Cient: MS

« Making calls to customers to review customer satisfaction and upselling.
¢ Handl ed Escal ati ons from Custoners.

e Taking Calls to address Customers Inquiries.

EDUCATI ON
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PES Col | ege of Engineering - Mandya, Karnataka



