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ARNOLDO D’ALESSANDRO ARIAS

Mobile: 09239736041; E-mail: arnoldodarias@gmail.com

JOB OBJECTIVE 

A challenging career that offers an opportunity for continuous learning and rewarding for shouldering more responsibilities and be a part of a team in accomplishing corporate goals. Assignments in Process Management/ Client serving/ Spanish Interpretation & Translation with a high growth oriented organization in BPO sector.

Professional Profile

Over 08 years’ experience (5 years in BPO rest in other) Spanish Translation & Interpretation, Quality Assurance and Team Management. Proficient in managing & leading teams for running successful process operations & developing procedures, service standards for business excellence. Deft in managing all activities for translating / interpreting and coaching in Spanish language. 

AREAS OF EXPERTIES

Process Management

· Mapping business requirements and coordinating in developing and implementing processes in line with the pre-set guidelines.

· Preparing Standard Operating Procedures, Operation Manual to facilitate smooth functioning of process, ensuring conformance to Service Level Agreements.

· Undertaking responsibilities of removing unnecessary procedures in processes; ensuring uniformity in the process understanding at the client’s end the organization’s end.

· Monitoring the overall functioning of processes, identifying improvement areas and implementing adequate measures to maximize customer satisfaction level.

Client Servicing & Quality Assurance

· Supervising customer service operations for rendering and achieving quality services; providing first line customer support by answering queries & resolving issues, ensuring minimum TAT.

· Setting out quality standards ensuring a high-quality customer experience, while adhering to the SLA and work processes.

· Conducting regular quality audits and reviewing Dashboards with a view to monitor the performance of associates, ensuring compliance with pre-set quality parameters.

Translation & Interpretation

· Understanding the subject matter and converting information from one language (source language) into another (target language) – Spanish and vice versa.

· Conducting extensive research to create a list of common words and phrases associated with the topic.

· Actively involved in manipulating sentences and ideas to flow with the same coherence as those in the source document, keeping in mind the cultural references to explain the intended audience.

· Responsible for computerized translation of all the documents and receive/ submit assignments electronically.

Team Management

· Managing & monitoring the performance of team members to ensure efficiency in process operations and meeting of individual & group targets.

· Implementing strategies for building team effectiveness by promoting a spirit of cooperation between team members; monitoring performance & providing feedback on areas of improvement.

· Determining training needs of employees and conducting suitable training programs on technical and soft skills to enhance their operational efficiency leading to increased productivity.

WORK EXPERIENCE:

Title 

-
Team Lead (Spanish Language specialist)

Employer 
- 
SUN KNOWLEDGE PVT. LTD.
Location   
- 
Kolkata

Dates 
     
-
19/01/2009 to till date.
JOB PROFILE:

· Team lead of the Spanish Department.

·  Quality assurance of the Spanish calls

· Coaching and training in Spanish

· Taking care of escalation of Spanish call.

· Prepare reports of the agents’ performance.

· U.S.A. healthcare system and Medicare expertise.

WORK EXPERIENCE:

Title 

-
Senior executive Quality and Verification 

                                       (Spanish Language specialist)

Employer 
- 
BNKe solutions Pvt. Ltd.
Location   
- 
Kolkata

Dates 
     
-
25/4/2006 to 15/08/2007
JOB PROFILE:

· Listen the Spanish calls of 30 agents

· Verify the quality and accuracy of the voice accent and grammar 

· Provide effective feedback to the team members

· Verify and keep a track of the agents progress

· Generate weekly and monthly reports

· Train the Spanish agents about the accent and cultural background of the Hispanics of USA
WORK EXPERIENCE:

Title 

-
Senior customer care executive (Spanish Language specialist)

Employer 
- 
BNKe solutions Pvt. Ltd.
Location   
- 
Kolkata

Dates 
     
-
15/08/2007 to 18/01/2009
JOB PROFILE :

· Handling inbound calls of technicians of DirecTV

· Handling outbound calls to the DirecTV customers on C sat

· Handling the Supervisor’s calls of the Spanish Team
Title 

-
 Customer care executive (Spanish Language)

Employer 
-
 Inuva Info Management Pvt. Ltd.

Location 
-
 Kolkata

Dates 

-
One year (2005-2006)
JOB PROFILE:

· Handling outbound calls on mortgage lead generation

· Taking care of the Spanish customers of the Southern part of USA

· Handling all the Spanish Speaking Clients documents in Spanish

· Making an average of two leads daily 
Title 

-
 Translator and Interpreter
Employer 
-
 Language Consultancy Services (India)

Location 
-
 New Delhi

Dates 

-
 2007 onwards 

JOB PROFILE:

· Translated Financial and Technical Documents 

· Interpreted for various Spanish speaking tourists in Kolkata 
EDUCATION:

Degree 

-
 B.A.

University 
-
 Caracas

Location 
- 
 Venezuela

Year 

-
 1984

OTHER QUALIFICATION:

Diploma 
-
 1 Year Mass communication 
Institute 

-
 University of La Plata

Location 
-
 Argentina 

Year 

-
 1985

Diploma 
-
 1 Year Training
Institute 

-
 Metropolitan Subway transport system

Location 
-
 Caracas, Venezuela

Year 

-
 1986
Language Known
:
 Spanish, English, Basic Hindi & Bengali, and Learning French

Traning Programs Attended

· Share point training

· ISO 27002:2005 Awareness 
· Voice and Acent Neutralization

· Six Sigma Green belt certification, December 2009

· Minitab

· Quality training

PERSONAL PROFILE:

Address    
              :
 Nihar Apartments, 2A & 2A/1 Naba Mahajati Road, 

 Dum Dum Cantonment, Kolkata-700 028. West Bengal.

Date of Birth 

:
 13.08.1965

Marital Status 

:
 Married

Nationality 

:
 Indian 

Hobbies 


:
 Reading Books, Listening Music, Graphic Design 
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