DEV RISHI THAKUR
Location: RZ-421, Street No. 07, East Sagarpur, New Delhi, 110046
Mobile: +91 8802754490
E-mail: devthakur576@gmail.com
------------------------------------------------------------------------------------------------------------------------------------------Career Objective
A seasoned professional with over 11 years of experience in enhancing operational efficiency and ensuring exceptional service delivery in high-volume customer experience centers. Seeking to leverage extensive expertise in quality management, performance analysis, and team training to contribute to the company’s commitment to excellence and customer satisfaction.
Professional Experience
Cognizant Technology Solutions (Apr 2021 – Aug 2024)
Role: Process Specialist (Quality Auditor) - Google Ads
· Audited 18 cases daily and provided feedback to a team of 10-15 agents to ensure compliance with client standards.
· Prepared weekly and monthly reports for WBR and MBR.
· Conducted comprehensive audits of client interactions to assess performance and ensure SLA compliance.
· Analyzed performance metrics to identify areas for improvement, driving a 15% increase in customer satisfaction scores.
· Developed and delivered quality training programs for new hires on best practices and quality standards.

WNS Global Services (Oct 2018 – Nov 2020)
Role: Sr. Customer Support Associate (Voice) - Lending Stream (Banking)
· Managed 20-30 inbound calls daily, addressing customer inquiries and processing orders.
· Maintained a customer satisfaction rate of 85%, consistently achieving "Excellent" ratings on post-call surveys.
· Demonstrated in-depth product knowledge, guiding customers through features, billing processes, and troubleshooting.
· Managed difficult customer situations, resolving issues promptly to maintain customer loyalty.

Arvato Bertelsmann (Feb 2017 – Jun 2018)
Role: Sr. Customer Support Associate (Voice) - British Airways (Change Booking Specialist)
· Handled 10-20 inbound calls daily, processing ticket changes and addressing customer inquiries.
· Managed booking changes for international travel, ensuring adherence to company policies and customer preferences.
· Coordinated with travel suppliers to ensure seamless booking modifications and cancellations.
· Communicated with clients to understand their needs and offered alternative options to meet changing travel schedules.

InterGlobe Technologies (Jul 2015 – Oct 2016)
Role: Process Specialist (Voice) - eDreams Odigeo (Travel Agency)
· Assisted with complex itineraries and rebooking under tight deadlines, ensuring minimal disruption to travelers' plans.
· Provided timely updates to clients regarding travel changes and modifications.
· Maintained accurate records of all changes and cancellations in the travel management system for reporting and billing.

Convergys India Pvt. Ltd. (Dec 2013 – Apr 2015)
Role: Customer Service & Sales Executive (Voice) - Citibank Customer Service
· Provided support for Citibank’s banking products, including credit cards, mortgages, and savings accounts.
· Assisted customers with inquiries related to account balances, transactions, fraud concerns, and card activations.
· Guided customers through troubleshooting for online banking, mobile apps, and ATMs.
· Processed updates to accounts, including address changes and personal information updates.
Key Skills
· Quality Management & Process Improvement
· Compliance & Regulatory Knowledge
· Root Cause Analysis (RCA)
· Reporting & Documentation
· Team Training & Development
· Customer Service Excellence
· Performance Analysis
Education
· Bachelor of Commerce | Burdwan University, West Bengal (2004-2007)
· Higher Secondary Education | West Bengal Council (2002-2004)
Personal Qualities
· Strong listener, quick learner, and self-driven.
· Results-oriented with a positive outlook.
· Ability to think creatively and identify emerging trends.
· Proven ability to self-manage with a strong sense of accountability.
Languages Known: Hindi, English, Bengali
Personal Details
· Date of Birth: 22nd May 1985
· Marital Status: Married
Hobbies & Interests
· Cooking
· Bike riding
· Making new friends
· Reading self-development books
