A. Krithika                                                                                        Email:krithika1ba@gmail.com
Hyderabad	Contact:8297432794


Professional Summary:
· An award-winning professional with 10+years’ experience in customer service and business analyst.
· Maintained reports of work in excel
· Expertise in handling international clients
· Effective team player with excellent analytical, problem solving, communication and interpersonal skills, with ability to interact with individuals at all levels.
· Achieving End-Customer resolution by resolving queries and issues of customers.
· Flexible in all circumstances and can handle any kind of pressure and quick learner.
· Capableoflearningnewtechnologyandideasandunderstandingthemrapidly.
· Conversant with the computer-based applications like MSOffice (Word, Excel & Power Point)

Career:
Global University Systems	March2018 – October 2023
Business Analyst, Global University System   process: ulaw                  Location: ilabs                        	 
Job Title: Student Information Officer and supporting Business analyst (December-2019 to October 2023)
Student information officer: 
· A competent professional with more than 4 years of experience in international support
· Always delivered outstanding performance in the team.
· Resolved the customer issue related to their query
· Communicating clear instructions to the team members
· Provided technical support for Email and Calls.
· Supported new members within the team to improve the process knowledge.

Subject Matter Expert:

· Assistance to new team members with process knowledge.
· Point of contact for any process related queries.
· Provided training Investigated complaints/requests
· Participated in any new in sight projects



              HUB Role: Business Analyst
· Gathering requirements by conducting sessions with faculty, administration, finance, and IT teams for implementing a new SIS.
· Designed AS-IS and TO-BE process flows for admissions, enrollment, grading, and attendance management.
· Defined functional requirements and developed user stories in JIRA for agile delivery.
· Collaborated with the development team to design ERDs for student records, courses, and grade management.
· Ensured compliance with FERPA/GDPR regulations by defining role-based data access of student’s information.
· Supported User Acceptance Testing (UAT) with staff members, reducing system errors.
· Designed SIS reports and dashboards (enrollment trends, fee collection, academic performance) using Power BI.
Sales and Enrollment Officer (Sales & Outreach): (March 2018 to November 2019)
· Engaged with prospective students via phone, email, and in-person sessions, converting inquiries into applications.
· Partnered with corporate and school networks to generate leads and promote programs.
· Assisted in designing promotional campaigns and tracked ROI of marketing spend.
· Achieved an average application-to-enrollment conversion rate, above the institute average.
Supporting business analyst in Sales and enrollment for St. Patrick University:
· [bookmark: _GoBack]Partnered with admissions and marketing teams to analyze the student sales funnel (inquiry → lead → application → enrollment).
· Defined KPIs such as lead-to-application ratio, application-to-enrollment conversion rate, and revenue per student.
· Implemented Salesforce CRM workflows for lead assignment, follow-ups, and automated reminders, reducing response time by 25%.
· Developed Power BI dashboards for tracking real-time sales performance, enabling leadership to adjust marketing spend based on ROI.
· Led workshops with counselors to document user stories for CRM enhancements (e.g., automated follow-ups, SMS/email drip campaigns).
· Mapped AS-IS and TO-BE processes for admissions and sales operations.
· Worked with QA team to design test cases for CRM modules and tracked defects in JIRA.



Previous Experience:

Amazon	May2017–February2018

· Processed Customers order related queries
· Worked in North America Retail process, specialty in promotions and gift cards.
· Delivered prompt and professional service to customer claims.
· Provided accurate, valid and complete information by using right methods & tools.
· Investigated on customers complaints/requests.
· Identified and reported fraud accounts.
· Confidential In maintaining customer Records


Genpact India Pvt.Ltd	November2014-April 2017
Job Title: Process Developer	Client Location: Google


· Account Recovery Claims investigation, processing requests generated by users for the Google Accounts they have lost access
· Part of special project called “Insights”, generating ideas for automation of process.
· Communicating clear instructions to team members
· Notifying Googlers of discrepancies observed
· Supported new members within the team to improve the process knowledge.
· Managing the team and the client dealing with the interactions
· Scrubbing the data to analyze and provide insights with accurate data for automation of process
Promoted as Subject Matter Expert
Responsibilities handled

· Assistance to agents dealing with deliverable accounts
· Point of contact for any subject queries and feedback
· Managing day today team operations.
· Preparing internal weekly/monthly and quarterly reports
PSL Pvt.Ltd	November 2010-June2011
Job Title: Electrical and Production Engineering	Location: Vizag

· TATA PROJECT LTD – RINL – Vizag Steel Plant Pipeline Project-950Mtrs
· LANCO Infra tech Limited - Transportation of Water from Mahanadi River at Cuttack to Pradip for Pradip Refinery Project – 93 kms.
· M/s. Zuberi Engineering Company - Raw Water Intake System for 6 X 600 MW.
Kenexa	February2010-June2010
Job Title: Technical Support Executive	Location: Vizag


· Answered Technical calls supporting to KRP process
· Given presentation on different issues arises in a technical wall
· Handled recruiter call for the companies tied with Kenexa.

Achievements:

· Achieved Two Silver awards for best performance and maintaining quality
· Received a Bronze for consistent performance
· More than Three Client apperception awards for Maintaining 100% accuracy
· Excellent organizational skills in order to handle multiple deadlines and tasks a high-pressure work environment.
· Excellent interpersonal and communicational skills and self-motivated
· Ability to work efficiently in a team.

Skills Set

· Strong Inter personal and communication skills
· Client Relationship Management
· Time management skills 
· Quick Learner

EDUCATION


· BachelorofTechnology (B. tech)–Vignan’sInstituteofInformationandtechnology
2009
· Board of Intermediate (MPC)–SriChaitanyaJr.College2005
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