Name: Taher Shaikh

Work Experience:

Kenworth Finserv Pvt Ltd (Aug 2020 - March 2021)

Freelance Position - Mumbai, Thane & Navi Mumbai - Loan - Banking & Finance Sector

Streamlining the loan process by contacting National & Private banks to ensure smooth transaction of business on clients & company end

Assisted company in hiring process by coordinating with multiple H.R consultancy

Drive on boarding process of Real Estate Agents from Mumbai, Thane & Navi Mumbai region by offering them best commission on processing loan files thru DSA

Ensure timely coordination between bank & client pertaining loan files for higher conversion rate

Contact Residential & Commercial Construction company offering loan assistance to new & existing customers

Perform face to face meetings with bank staff to issue DSA agreement & negotiate pay out structure

Handle individual & office loan files with bank & private firms for disbursement process

Covered Home Loan, Commercial Loan, Project Funding, Mortgage & Personal Loan cases

Track employees attendance & payroll process

Handle in house meetings with client & bank official, if required on company behalf

Ensure accurate commission payout to Real Estate Agent & receive service commission from clients is performed on loan disbursement confirmation from bank on timely basis

Yatra Hotel Solution Pvt LTD (Formerly Desiya Online Distribution) (August 2015 - April 2020)

Senior Executive - Client Relationship - Desiya B2B - Mumbai
Handle key Travel Agency accounts related to post sales inquiry
Co-ordinate with agency & hotels (PAN India) on daily basis
Primary mode of contact - Email & phone option as secondary option for real time communication
Provide customer service thru Emails & Inbound / Outbound calls
Assist agency / Sales Manager on post sales inquiry - Sold Out / Rate Issue / Contract Issue / Check in Denied / Relocation of bookings / Property related issues / Bill To Company services
Handle International booking - post sales issue thru Expedia & Zumata
Provide additional support to hotels across India related to inventory & rates on real time & offline basis
Ensure smooth relation is maintained with agency & hotels including BDM
Maintain FCR & CSAT to gain maximum future business from client
Tasked to put maximum hotels on Online Inventory Management thru Extranet
Negotiate with properties for promotions and better margins to increase business.
Provide maximum resolution on daily basis with zero defect
Daily co-ordination includes Accounts Team, BDM, Sales Manager, Pre Sales Team & Operation Team
Additional task includes confirmation & check out calling along with cancellation / amendment process on email.
Assist agency for processing online & offline booking which do include international package.
Direct contact with agency & hotels to ensure smooth transition of business for the company.
Cultivated and maintained strong industry relationships and customer partnerships to capitalize on opportunities and maximize business success.

Up selling done to PAN India hotels to opt for HotelLauncher which is a software designed to handle & maintain end to end operation / task related to hotel business.
New contracting & re-contracting of PAN India hotels done on behalf of BDM / Company. Initiating on boarding process of hotel business
Liaise with hotel vendor / supplier ensuring better rates / inventory is offered for B2B platform. Additionally, get more hotels go live on OTA platform.
Experience of working on Salesforce.
Firstsource (October 2014 - August 2015)

Credit Card Collection Officer - American Express - USA
Worked for Quad collection LOB for American Express
80% outbound & 20% inbound based collection process
Ensure daily, weekly & monthly acceptable targets are achieved
Adhere to state specific law & maintain acceptable quality on call
Basic understanding on Experian, Equifax & TransUnion about credit report / credit score system in USA. 
Understand legal process including bankruptcy chapter
Firstsource (December 2009 - September 2013)

Process Trainer - U.K Telecom Process – Account Support & Technical - o2

Providing Training to New Hire for Pay monthly

Coaching, Monitoring and Motivating Associates to achieve process goals

Processing regular Feedback and Coaching for performance improvement

Managing OJT team for Pay monthly

Conduct refresher training along with floor support

To perform CSAT Analysis & provide feedback on real time

Track performance of DAP & PIP
Handle on chat escalation query
New updates are cascaded to entire operation, when required by client
Track batch performance on regular basis & ensure feedback provided, on 1-1 basis
Experience of working on Salesforce.

Quality Analyst - U.S Debit Card Process – Sales & Account Support - UniRush - Rushcard

Audit/Monitor calls and emails

Processing regular Feedback and Coaching for performance improvement

Chaired weekly calibration with client for E-care

Prepare weekly quality report along with publication

Conduct refresher training along with floor support

Create TNI report on weekly basis for training team

Conduct process assessment for new hire including OJT certification

Manage & conduct refresher training for DAP & PIP
Handle Tier II Escalation on calls & email
Provide feedback / observation to Client / Operations to enhance process flow
Daily & Weekly feedback is provided to agent to ensure zero defect on calls & email
New updates are cascaded to entire operation, when required by client
Zero reversal of audit when dispute filed by OP’s for voice or email quality feedback
Experience of working on Salesforce
Trained on Speech Analytic system
Attend meeting to streamline process & restructure process map for better revenue / performance of business
Business Trainer - U.S Debit Card Process – Account Support & Technical - UniRush - Rushcard
Providing Training to New Hire

Coaching, Monitoring and Motivating Associates to achieve process goals

Processing regular Feedback and Coaching for performance improvement

Managing OJT team & ensure BAU conversion target is achieved
Conduct refresher training along with floor support

To perform CSAT Analysis & provide feedback on real time

Provide on floor & room training to DAP & PIP
Track batch performance on regular basis & ensure feedback provided, on 1-1 basis
Handle Tier II Escalation on calls
Ensure training yield is maintained & achieved on batch to batch basis
New updates are cascaded to entire operation, when required by client


Had joined U.S Debit Card Process as an associate to process debit card application and later moved to Customer Service Department. 

UniRush - Rushcard - Task included in Customer Service:

Providing basic information about the company & card plan to the prospective customer on call
Process new application on call by ensuring accurate details are captured
In case of application failure, appropriate process / procedure is provided to the potential customer, to get the card account approved
On call account servicing which includes balance, transaction detail, bill payment set up / cancellation, balance transfer request, fraud flag issuance, online account access, direct deposit set up for payroll / social security benefit/ tax refund /  Federal benefit, money transfer deposit set up
Adhere to FCR & CSAT norms laid as per operation & client along with NPS criteria
Regular handling of escalation call on behalf of TL / Manager & ensure deescalate the issue under FCR & convert to CSAT
Trained on TSYS & Metavante system.
Trained on direct deposit tracing for unmatched payment including manual tracing with JPMC
Ensure internal & external (client end) quality score is maintained at individual level
Was part of pilot email team with daily / monthly target for closure & quality maintained
Also, trained by client to audit & approve documents sent by potential customer for application closure

Achievement - Received Quality E-care, Fighting fit, Performance & Dedication, Extra Miler, Best Kaizàn Idea & 100% Attendance since joining certificates. Also 2 time First Privilege member.

Firstsource (September 2008-March 2009)

Customer Service Associate - Domestic Telecom & Media – Sales & Technical

Process application for new customer

Provide package details to potential customer & convert into sales
Up sale appropriate package on customer service call 
Provide technical support to existing customers & Engineers

Was also a part of internal escalation team to handle complex query
Handled initial & relocation setup for customer on call. This includes set up of set top box & pairing of remotes along with channel issue trouble shooting.
Achievement - Received Best Quality Score certificate

Skills

Certified M.C.A Umpire

Yellow Belt Trained

Applied for Project Management course
Education:

G.B.E.S High School, Vile Parle East.
S.S.C - 1999

Rizvi College, Bandra West.
H.S.C (Science) - 2002

Sathaye College, Vile Parle East.
Appeared for T.Y.BSc - Physics - 2005

Personal Details:

Address: 703, B Wing, Asmita Ascon 4, Naya Nagar, Mira Road – E, Thane 401 107.

Cell: 998786881

Email Address: taher1.shaikh1@gmail.com

Date of Birth: 10th September 1983

Father’s Name: Nadeem Ashraf Shaikh

Mother’s Name: Nazneen Shaikh

Marital Status: Bachelor

