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D Justin Jubak Lam
SUMMARY
· Completed M.Sc Computer Science and pursuing M.B.A in Operations with 5+ years of rich and progressive experience in cross industry services. Dynamic and Versatile are considered to be my distinguishing qualities.

· Functionally responsible for Process level Rostering & Scheduling based on Call Traffic Analysis & Forecasting for various shifts

· Responsible for Inbound Queue Management and Shift Staffing for effective SL Management.

· Co-ordination with the clients in terms of Quad Reports, Service Level & Staffing during exigencies.

· Initiating and conducting Video-Con calls with Vendor Managers for Process Updates.

· Certified QMS Auditor, for ISO 9000 Standard

· Have exposure in preparing  SOP  &  SIP documentations for processes

· Have theoretical knowledge in COPC 2000 standard as applicable for BPO’s

· Six Sigma GB trained by QAI India.

· I’m self-motivated quick learner and good team player having strong analytical and leadership qualities with result oriented approach.

· Key Skills - Customer Servicing, IT Consultancy & Services, and ISP Technical support.

OBJECTIVE

· To combine my technical knowledge and my interpersonal skills in establishing a professional career 

· To strive for the heights of excellence and to carve a niche in the organization I’m bound to by ensuring a positive value addition to the organization.
WORK EXPERIENCE

TEAM LEADER
Feb - 2004   Till Date


Progeon Ltd


Bangalore
LINKSYS
· Job responsibilities involve the role of preparing the shift start reports, monitoring the SLA (service level agreements) via the Call Center pulse, and the productivity cum efficiency through data base monitoring.
· Mentoring a team of 20 members and assessing strengths and weaknesses of team members and formulating a remedy plan for the low performers.
· Involved in the preparation of an effective MIS for the team so as to keep a track of daily Productivity vis-à-vis Quality.
· Attendance Monitoring & Leave Sanctioning of team members 

· To make sure that the requirements of the clients were fulfilled within the deadline and also to check the quality of screening done by the team members.

· To achieve the targets set by the company for the team to make new clients and also to strengthen the relationship with the existing clients.

· To assist team members in approaching new clients and also handling escalated queries from jobseekers or clients.
· Offered the Level II support in India for the US ISP’s and other services.

· Assessing strengths and weaknesses of Helpdesk Officers and formulating a remedy plan for the low performers.

· Have masterminded the art of maintaining strict QA levels increasing the customer sat loyalty and generating more references from the client thus meeting all SLA commitments.
· Delegate responsibilities appropriately, responsible for staffing resources according to volume of calls.
· To co-ordinate with HR, Finance & Admin for the internal needs of the team members.
· To conduct Performance Appraisals for my team.

Additional Responsibilities

· Have been the single point of contact for the US clients and the offshore team interacting on a daily basis

· Integral part of ISO and subsequent surveillance audits

· In charge for the process level Document and revision control for Sunone FSC

· Creating Audit charter, scheduling and conducting QMS Audits & follow-ups along with the QA team.

· Creating awareness within the team about the quality standards practiced.

· Defect Identification and root cause analysis for quality improvement leading to six sigma practices by DMAIC implementation

· Streamline and maintain client-specific Knowledge base in co-ordination with the Development team

· Frequently review account’s performance and chalk out plans to meet the timely need of the clients

· Overall accountability for the Sunone FSC Process betterment chartings as per the directions of the Project Manager
· Have done a complete analysis of all the NC’s during the initial ISO audits before the certification audit and have given a management report.
· Compiled and classified those NC’s and have developed comprehensive solutions and methods ( by combining COPC and Six Sigma metrication techniques ) to adapt the QMS for utmost customer satisfaction and well have proved the continual improvement phase in various Operational Processes.
Other Contributions
· Have initiated the concept of Voice Coach support team for a cluster of teams to

· monitor and give concurrent feedback for the associates on calls.

· Have implemented the idea of weekly internal JCM’s for the teams.

· Have introduced & implemented the idea of document & version control for the process level updates from the clients.

· Five of my team members have been promoted as SME’s and Quality Auditors in the same process.

TEAM LEADER
Jan - 2002   Feb - 2004


Antarix-e-Applications


Chennai

EARTHLINK
· Responsible for resolving customer complaints in a highly available 24/7 web based CRM processing operations, supporting customers in a geometrically dispersed environment.

· Telemarketing and telesales

· To meet daily targets in terms of outbound survey calls.

· To adhere to staffing & break timings

· To focus on compliance and delivery standards on every customer transaction.

· To attend call monitoring & calibration sessions

· To file & maintain relevant campaign updates

· To meet overall performance targets

· Handling irate customers.

· Co-ordinating with quality team in meeting quality targets and scores

· Co-ordinating with the team members to ensure compliance with the established performance metrics and maintain overall quality targets

· Handling customer queries related to sales and save service.

· Won the Best team Award for 3 successive Months of the 6 Month tenure.

AT&T, SPRINT &  CINGULAR
· Primarily Responsible for the Customer Care and Sales & Marketing functions for our Business Client.

· Involved in the introduction of Process Based Pay (PBP) and achieving the highest target for the month across the process.  

· Mentoring a team of 15 new hire trainees as there Point of contact (POC), doing the quality analysis by means of pre-send audits and helping them achieve the quality metrics.

· Initiated various plans for the Ramp- Up, streamline and continuous improvement process of Sprint Cellular Service.

· Taking Monthly Product Training and Quality Update & Responsible for Quality and Quantity matrix. 

· Assessing strengths and weaknesses of team members and formulating a remedy plan for the low performers.

Additional Responsibilities

· Attending con-calls with clients to discuss quality impacts in service levels

· Reviewing & Analyzing customer sat scores 

· Have created the SOP documentation for the process Bellsouth Broadband Helpdesk support.

· Have done QBR presentations for the Process.

· Internal Process mapping

· To discuss Process improvement chartings with Project Managers

· Documents Release and version control for process updates.

· To attend fortnightly Joint calibration sessions with the team in the presence of One external & One internal Voice auditors.

· To help the sourcing team by conducting interviews along with the HR personnel for short listing prospective candidates for the process.

CUSTOMER SUPPORT EXECUTIVE

Sep - 1999 
Nov - 2001

B. B. Customer Support Solutions

Chennai


AT&T  SUNCOM &  VERIZON
· Primarily Responsible for the Sales and Marketing & Customer Support functions for the company.
· Perform duties of Team Leader in as and when required.

· Won the “Best Performer Award” twice.

Additional Responsibilities

· Handling customer queries related to contract issues & billing issues

· To mentor new associates of the team.

· To do floor confirmations

· To review and suggest changes in scripts as & when required.

· To work with the Supervisor in charting plans to improve team’s performance targets.

CERTIFICATES OBTAINED

· CCNA Certified Professional
· IRCA certified QMS Lead Auditor for ISO 9001:2000 complete suite from International Register of certificated auditors of Europe –

Relates to planning, scheduling, conducting and reviewing ISO audits.
· Quality Council of India (QCI) & IATCA certified Quality Auditor

· Six Sigma Green Belt trained to implement DMAIC cycle for ITES from QAI   (INDIA)
· CQIA (Certified Quality Improvement Associate) from American Society of Quality (ASQ) of U.S.A -  Relates to Process Mapping, Benchmarking Processes & Root Cause Analysis for defect identification.

· Crosby Associates certified Quality Professional  

· CSQP (Certified Software Quality Professional) from Indian Institute of Quality Management (IIQM) under STQC India –  Relates to software quality covering SEI-CMM Models, SQC & SDLC Processes.
· Have completed Business Writing Skills Program.

COMPUTER PROFICIENCY

· O/S

  
  Dos, Win 9X/, Win NT/2000/XP (Prof & Server), Unix
· Languages
  
  C, C++ 
· Office Automation
 MS Office, Star Office
· Multimedia
 Adobe PhotoShop 7.0
· CRM Tools
 Siebel, Vantive, Radiance [Sun Microsystems], Case Tracker, Interactive Intelligence, Encompass Agent, CRM, SOEG, Call tracker, Super User , Remedy
· Call Audit Tools 
 Nice Universe, Celera’s CPATS, CFT
· Reporting Forecasting & Scheduling Tools
 CMS Avaya, Blue Pumpkin, BLS Reporting Portal 
· General Skills
 H/W assembling, Trouble shooting plus Basic Networking Concepts
QUALIFICATION

2002-05
B.I.M

       M.B.A. (Operations)
 (80% as of II Sem) 2002-04
Loyola College           M.Sc Computer Science           78 %   1999-02                       Loyola College              B.Sc Computer Science          70 %                                                                                                                                                                             1997-99                       T. I. M. H. S. School               State Board                  70 %

1995-97                        O. C. F. School                       CBSE                          70 %
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Languages
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:

Games, Music and Athletics
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:
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