👔 Prince Singh
Customer Experience Leader | Grievance Resolution Expert | Operational Strategist
📞 9702621508 · 📧 Snghprince41@gmail.com
📍 Mumbai, India

💼 Professional Summary
Dynamic and results-driven customer service professional with 8+ years of experience leading high-performance teams, optimizing operational workflows, and resolving complex escalations. Proven track record in grievance management, cross-functional collaboration, and compliance handling across retail banking and BPO sectors. Adept at leveraging CRM platforms and data insights to elevate service delivery, enhance team productivity, and drive customer satisfaction. Seeking a leadership opportunity to deliver transformational impact and strategic growth.

🚀 Core Competencies
	💡 Service Delivery Excellence
	📊 Data-Driven Operations
	🧠 Strategic Thinking

	Customer Experience Management
	Escalation & Case Resolution
	Workflow Optimization

	CRM Tools: Salesforce, Zendesk
	Compliance & Legal Handling
	SLA & TAT Adherence

	Mentorship & Team Coaching
	Cross-Functional Engagement
	Performance Analytics



🧑‍💼 Professional Experience
IDFC FIRST Bank Ltd – Team Leader
Aug 2023 – Jul 2025
· Directed a team of 25+ Nodal Escalation Officers, achieving significant improvement in first-contact resolution rates
· Spearheaded response to PNO-level grievances for Retail Loans and Credit Cards, ensuring regulatory compliance
· Implemented escalation triage system improving turnaround efficiency by 20%
· Managed sensitive legal correspondence and customer advocacy cases
· Conducted performance evaluations, coaching sessions, and leadership development initiatives
IDFC FIRST Bank Ltd – Nodal Escalation Officer
May 2021 – Aug 2023
· Resolved high-volume customer cases via email across banking verticals
· Led process standardization initiatives, reducing complaint handling time
· Delivered On-the-Job Training (OJT) sessions for junior team members
· Analyzed monthly service metrics using Excel dashboards to inform strategic updates
IndusInd Bank – Customer Service Executive
May 2018 – Apr 2021
· Managed inbound queries with a focus on customer retention and service personalization.
· Pioneered pilot Video KYC onboarding during COVID disruptions
· Mentored peers to sustain team performance during remote working conditions
Tech Mahindra Business Services – Customer Service Advisor
Jul 2017 – May 2018
· Delivered multi-channel support for UK-based telecom clientele (Three UK)
· Handled inquiries across billing, transfers, roaming, and network diagnostics
🎓 Education
· B.Sc IT, S.M. Shetty College – CGPA: 3.4
· HSC, IDUBS Junior College – 49.43%
· SSC, BPES High School – 72.73%


