MUJEEB QADRI

QUALITY ANALYST

Umer Colony, Lalbazar, Srinagar, 190023 | muj33b.g4dri@gmail.com

SUMMARY

Quality Analyst with 3+ years of experience in quality audits, operational evaluations, RCA, performance
reporting, compliance monitoring and coaching across high-volume customer-service and Al operations.
Proven record of maintaining 98-100% quality accuracy, leading 16 QAs, building performance dashboards
and translating audit findings into targeted improvement actions. Experienced in stakeholder reporting,
process-gap identification, training support and continuous quality improvement.

SKILLS

Quality Auditing - Quality Monitoring « Root Cause Analysis » Trend and Defect Analysis « Quality Scorecards
« Performance Dashboards « Corrective Action Planning « Calibration « Compliance Monitoring « Coaching
and Feedback « SOP and Process Improvement « Stakeholder Reporting » Microsoft Excel » Google Sheets «
Google Apps Script - WBR/MBR Reporting

PROFESSIONAL EXPERIENCE

Senior Representative Operation, Concentrix Aug 2025 - Apr 2026

e Supported customers in the United Healthcare insurance process, verifying member information,
reviewing benefits and claims-related concerns, identifying potential fraud or misuse, and ensuring
all resolutions followed regulatory compliance, privacy, and internal policy requirements, while
maintaining a 100% NPS score.

« Handled Amazon Retail North America customer cases involving accounts, orders, payments,
disputes and chargeback-related concerns; verified customer and transaction information, identified
suspicious activity, and escalated potential fraud cases according to payment-security and fraud-
prevention procedures, achieving 78% FCR and 82% CSAT.

Senior Quality Analyst, Cognizant Jan 2022 - Aug 2025

» Led ateam of 16 QAs on high-impact Google Ads Al projects, ensuring 99%+ audit accuracy, strong
quality compliance, and consistent support across multiple workflows.

» Developed dynamic dashboards, live trackers, and automated reporting workflows using advanced
Google Sheets formulas and Google Apps Script, improving productivity by 40%, efficiency by 30%,
and reducing manual errors by 35%.

o Conducted RCA, performance coaching, peer training, and stakeholder reporting through WBR/MBR
updates while maintaining 98—100% quality accuracy and exceeding productivity targets by 120%.

EDUCATION

Bachelor of Civil Engineering 2017 - 2021
Aryans College of Engineering
e Relevant coursework in Structural Design and Project Management.

ADDITIONAL INFORMATION

e Languages: English, Urdu, Hindi.

» Certifications: Prompt Engineering, Generative Al, MS Excel Data Analysis, Google Ads.

o Awards/Activities: PERFORMANCE AWARD The Helping Hand (Aug 25), PERFORMANCE AWARD
Working as one (Mar 2025)
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