Arti Mishra Khokhar


CAREER OBJECTIVE

Over 7 years of experience in various domains, i.e. Telecom, Health Care. I want to excel and challenge myself in every opportunity which enables me to enhance my skills and improve self-productivity through quality of work, for the betterment of my career and the organization alike.

PROFESSIONAL EXPERIENCE

· Working as Executive (In Change) Calcenter cum Patient Services with Indraprastha Apollo Hospital since 25th October, 2012.

· Worked as Team Leader of Callcenter Dept. in Bcube It Services Pvt. Ltd (Associated With Apollo Hospital)  since June, 2010 to September, 2012.
· Worked as Team Leader in Aegis Ltd. (Associated with Apollo Hospital) since March, 2008 to June, 2010
· Worked as Sr. Executive- Tele Sales with ATS Services Pvt. Ltd. from August, 2007 to February, 2008
Project Chronology [Client side: APOLLO HOSPITAL]

Knowledge Graph – As an Executive
· Handling Customer Care team, Telephone Exchange, Apollo Edoc, Apollo Prism,  providing training to new staff.

· Accumulate DATA from various departments and convert it into a consolidated  Weekly and Monthly reports.
· Prepare Daily MIS of different Investigations and Health Checks.
· Keep on updating all information about hospital and its management.
· Monitor performance of Agents and making a monthly performance report.
· Looking after all the new campaigns launched by Apollo and handle all the queries asked by callers, collecting information from callers and also providing training to all Agents.
· Providing training to Callcenter staff about latest technologies, i.e. HIFU, Robotic Surgery, Novalis. 
·  Looking after “AASHIRWAD POLICY” specially designed for older people, Making monthly calls and organizing Doctor @home visit, sending report to concern department.
· Giving training of Apollo Edoc to all OPD staff and Customer Care team.
· Conduct audit calls time to time to sustain the quality of calls & Service.
· Handling overall online appointment system.
· Fix meeting with Consultants, make them understand online appointment procedure, collect their profile information and upload it on  www.apolloedoc.com
· Conducting Soft Skill training classes for all Out Patient departments. 

· Auditing of Calls and sending report to Sr.GM HR for improvement and necessary actions. 
· Handling all the Calls, Appointment, and queries of “Sleep Lab”, coordinating with doctor and patient for an appointment. 
· Keep on eye on misuse of Telephone, to reduce the bill amount.
· New initiatives for the cost cutting.

· Converting mobile  connections into CUG to reduce the total cost telephone bill. 

· Responsible for smooth functioning of Callcenter and Telephone Exchange Apollo Edoc and Apollo Prism. 
As a part of Management: 
· Responsible for 5-S for entire OPD, Radiology, Callcenter and Telephone Exchange areas in the hospital.

· Responsible for EMS (Environment Management System) and 5-S training of OPD, Radiology, Telephone Exchange and Callcenter departments.
· Responsible for any escalation related to Callcenter, Telephone Exchange, Apollo Edoc and Apollo Prism.
· Responsible for “Telephone Etiquette” training and implementation in the Out- patient area.
· Performing “Night Manage” duty.

· Preparing Performance Report of Telephone Exchange and Callcenter.

· Conducting Call Audit and sending reports to GM-HR.
· Responsible for QI (Quality Initiatives) of the Dept.
· Handling Chairman’s office in the absence of VP-PS.

· Weekly meeting with staff to listen and solve their problems.
Project:

Apollo Edoc

Client:

Apollo Hospitals

Responsibility:
Manage www.apolloedoc.com with continueed new updates by using admin rights, upload Doctors profile, timings and keep on updating as per changes.



Block slots incase Doctor is on leave or during festival. As per requirement, create or delete specialty or Doctor. Taking printout of Appointments and get the appointment booked by callcenter Staff, cross check booked appointments (in case any change in appointment whether the staff informed the patient or not). Solve the queries of Callers about Edoc, guide them for booking through Edoc. Educate Callcenter Associates about Edoc.
Project:

Apollo Prism
Client:

Apollo Hospitals

Responsibility:
Solve the queries of Callers about www.apolloprism.com  that how can one check online Investigation reports. Also by using admin rights creating login ID and password for those who are not able to generate it or facing problem. Coordinate with the technical team to update changes or upload Investigation reports 

Employer:
ATS Services Pvt. Ltd.

Role
    :
Sr. Tele Sales Executive

Duration:
August 2007 to February 2008 

Job profile & responsibility
· Making welcome calls to the new SBI credit Card holders.

· Educate callers about all the benefits and features of Card.
· Solving queries of SBI customer about Interest rate, charges etc.
· Deals with Customer to offer them Short Term Loans on SBI Cards.

· Transfer Balance from SBI Credit Cards to other Card.

· Calculations of Balance Transfer and EMI's.

· Sale of ICICI Bank Credit Cards.

    AWARDS & ACHIEVEMENTS

· Received best performer award in 2009.
· Received Best Quality Initiative award from MD in 2014.

ADDITIONAL EXPOSURE

· Proficient with the use of MS office & Internet.

EDUCATIONAL DETAILS


	EXAMINATION
	UNIVERSITY/BOARD
	Year of Passing
	Division

	MBA (H.R.)
	Sikkim Manipal University
	2012
	II Div.

	B.A.
	Kanpur University
	2002
	II Div.

	Inter Mediate 
	U.P. Board
	1998
	II Div. 

	High School
	U.P. Board
	1996
	I Div.


      PERSONAL DETAILS

· Father’s Name

: 
Mr. Ashok Kumar Mishra
· Languages Known
:
English, Hindi
· Nationality

:
Indian

· Marital Status

:
Married 

· Hobbies


:
Making painting & Cooking

Date:

Place:








(Arti Mishra)

Cell: +91 9818833143
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