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PROFESSIONAL SUMMARY

Quality Analyst with 3+ years of experience in call monitoring, quality auditing, and performance coaching within BPO
environments. Skilled in identifying root causes of quality gaps, developing KPI dashboards, and improving agent performance
through data-driven insights and process optimization.

PROFESSIONAL EXPERIENCE

Call Quality Analyst January 2023 – February 2026
Essencea Infoserv, Gachibowli, Hyderabad

• Conducted 30+ daily quality audits of customer calls, evaluating agent performance against client guidelines and quality
frameworks

• Evaluated 25+ agents for compliance, communication quality, and process adherence; delivered actionable feedback and
coaching sessions to drive performance improvement

• Designed and implemented a quality KPI dashboard using Excel and Google Sheets with real time data integration,
reducing manual reporting time by 60%

• Utilized Ameyo call monitoring platform to review call recordings and evaluate agent performance across multiple quality
parameters

• Performed Root Cause Analysis (RCA) for recurring quality issues and recommended process improvements to reduce
defects

• Participated in calibration sessions with operations teams to ensure consistent quality scoring standards

• Maintained quality audit accuracy rate of 95%+ through consistent application of quality frameworks and attention to
detail

Customer Care Professional August 2022 – January 2023
Essencea Infoserv, Gachibowli, Hyderabad

• Handled high-volume inbound customer calls, resolving service queries while maintaining consistently high CSAT scores

• Followed standard operating procedures and quality guidelines to ensure accurate and compliant issue resolution

• Maintained comprehensive documentation and adherence to compliance standards during all customer interactions

TECHNICAL SKILLS & QUALITY METRICS

Quality Tools: Ameyo, Quality Audit Frameworks, Call Calibration, Verint (familiar)
Metrics: CSAT, AHT, FCR, QA Scorecards
Data & Analytics: Microsoft Excel (Advanced), Google Sheets, IMPORTRANGE, KPI Dashboard Development
Methodologies: Root Cause Analysis (RCA), Process Improvement, Quality Framework Implementation
Core Competencies: Quality Assurance, Call Quality Auditing, Agent Coaching, Performance Management, Compliance
Monitoring

KEY ACHIEVEMENTS

• Developed automated quality KPI dashboard integrating multiple data sources, reducing manual reporting time by 60%

• Maintained 95%+ audit accuracy while processing 30+ daily quality evaluations across multiple client programs

• Successfully reduced average case handling time through process optimization and elimination of redundant workflows

EDUCATION

Bachelor of Technology (B.Tech), Computer Science and Engineering 2017 – 2021 (Course Incomplete)
Malla Reddy College of Engineering, Hyderabad

Intermediate in Mathematics and Science 2015 – 2017
Sri Chaitanya Junior College, Kukatpally, Hyderabad

ADDITIONAL INFORMATION

Languages: English (Fluent), Hindi (Fluent), Telugu (Native)
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