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~ Seeking challenging assignments to leverage experience & expertise with an organization of high repute ~
Objective: 
A highly skilled and talented Training & Sales professional with diverse experience in conducting soft skills training. For staff across all levels in an organization. Looking for the position of Learning & Development specialist in a well established organization. 
Professional strengths: 
Hands-on training professional known for strategic and focused approach with over 8 years of experience in diverse training environments with extensive accolades for optimizing ROI including a surge in the customer service satisfaction scores, establishing creative strategies for optimizing internal operations and effective team management.

· Results driven Training Project Management experience.

· Expertise in implementation of the ADDIE methodology with developing training content.

· Successfully amalgamated soft-skills with the English language learning environment.

· Key strengths lie in logical reasoning to solution finding and implementation of behavioral psychology.

Professional Snapshot

NADIA Training & Recruitment Services, Dubai

November 12-November 14
Senior Corporate Training consultant:
· Provider of innovative sales/marketing programs designed to increase sales and market share, enhance employee relations and build customer service support.
· Designing Tailored training programs as per client Requirement 

· Designing Tailored Training Quotations as per client requirement 

· Following up with Clients to Plan training programs for their employees as per client training calendar.
· Counseling Individuals on a daily basis of all age groups and nationalities to take up career courses for better career prospects.
· Facilitated process change and motivation of staff.
· Developed and implemented action plans and individual sales-tracking systems to set goals and evaluate progress throughout the selling cycle. 

· Spearheaded development and growth of company's products/services working on a 1:1 basis with Trainers assigned. Performed in-depth needs assessment and facilitated implementation of a comprehensive business operating systems

· Worked closely with people to help them realize what they could do and then motivated them to achieve their goals.
Contributed to business development
· Designed and implemented a comprehensive sales "bible"; proposed and developed promotional materials, sales scripts and sales manuals. Established sales compensation packages.
· Responsible for preparing lesson plans on methods and documentation to be presented 
· Handled the tasks of designing and developing Soft skill training curriculum for the entire customer base 
· Conducted trainings on soft skills for staff and Trainees 
Achievements:

· Commended for being one of the top 2 performers across all Branches consistently for 9 months

· Have consistently met set sales targets since the first month

Peninsular and Oriental Steam Navigation Company, UK
October 10- September 12
Cyber Library Manager (Officer)/Passenger Service Manager
· Handling Internet related Customers & Crew complaints  

· Setting up Internet services for all active Cruises

· Handling Finance reports for Internet services 

· Designing Internet Plans as per Cruise Schedules 

· Maintaining Books in the library 

· Stock management for the Library

· Training new staff on Passenger Safety 

· Helping Crew office with New Crew Joining Formalities 

· Handling Passenger complaints 
· Training  new staff on Customer Service as per company standards  
Achievements:

· Awarded with Employee of the Year in August 2012 for achieving highest number of passenger nominations for implementing all 7 company values (awarded with a gold pin by the Captain)

· Achieved highest number of CSQ targets across the fleet for 2011. 

· Over achieved sales target consecutively for Library and the cyber café

First Source (BPO) India

January 09 – July 10
Senior Training Team Leader– Communication Trainer:

· Inspired each and every team member to perform and produce their best.

· Determined the duties and responsibilities of individuals in a team.

· Analyzed the individual performance of each team member and motivated them to perform even better.

· Organized training workshops to improve the performance of the members who were lagging behind in terms of performance.

· Analyzed the assigned projects and distributed tasks to the members as per their area of expertise.

· Reported any problem or fault in the project to the project manager or supervisor.

· Offered solutions to the top management regarding project-related queries

· Managing the team post classroom training to ensure target performance achieved before the transition to operations.
· Mentor, coach and groom the new candidates into good customer service professionals.

· Assist operations Team Leaders in closing any training gaps within their teams.
· Planning and delivery of department level projects to ensure bridging of performance related gaps identified. 

· Design, develop, modify and train content involving Communication in English, Australian Culture and Soft Skills required for effective customer management.
· Developing facilitator guides for the content developed to ensure standardization.
· Ensuring up skill of other trainers in the department and present reports on progress.
· Mentor new and existing trainers. Monitor progress and provide additional coaching/support.
· Create training schedules periodically incorporating recent changes.
· Train batches of new candidates on assisting customers with their mobile phones, the processes and 
Systems involved and customer service skills.

Achievements:
· The Training team is awarded the “Dream Team” award twice during my tenure.
· Selected to train new trainers on using the Adult learning principles and ADDIE methodology to develop new content for their respective skill sets.
First Source (BPO) India

January 07 – December 08
Voice & Accent Trainer:

· Facilitated day-to-day training sessions and assisted new-hires in gaining knowledge and enhance their soft-skills 
· Skilled at employability skills, teaching material, and procedures with understanding of various teaching methods
· Established a daily agenda and maintained training objectives for the session as per curriculum

· Developed training material and scrutinized the efficacy during sessions for UK, US and Australian processes
· Invited discussions and conducted group sessions on topics covered

· Identified target areas of improvement and provided solutions to enhance soft skills

· Generated and delivered timely reports on session conducted to the Training Manager

· Monitored agent calls and provided timely and actionable feedback with focus on enhancing performance
· Synchronized with Talent Acquisition Team and Training Manager to group new-hire selection and performance
· Managed operation escalations to ensure improvement of customer satisfaction scores
· Strategized Training Need Identification plans based on particular call drivers to improve agent’s performance
· Conducted bi-weekly Outlier Management sessions to enhance team performance
· Conducted Rewards & Recognition ceremonies to boost employee morale
· Interviewed and recruited new-hires for UK and US processes
· Audited calls, provided actionable feedback to floor agents to enhance customer satisfaction, accuracy &  productivity

· Ensured adherence of quality parameters

· Involved in Data Analysis and provided effective solutions to reduce Average Handling Time; enhanced individual & team performances 
· Generated and published accurate reports as per timelines

· Liaison between clients & operations team to resolve existing problems & implement long & short term solutions

· Liaised with the Subject Matter Expert team to conduct training sessions thereby increasing agent’s productivity
· Analyzed areas of opportunity; conducted weekly team sessions to clarify doubts & check efficacy of training session

Achievements:

· Ability to train Product, Process, Communications, Soft Skills and Culture.

· Awarded the “TRAINER OF THE QUARTER”

· Conducted successful training projects to improve Issue Resolution and Communication. 

· Ensuring up skill of other trainers in the department and present reports on progress.

· Mentor new and existing trainers. Monitor progress and provide additional coaching/support.

First Source (BPO) India

January 06 – December 06
Customer Service /Sales Representative:

· Delivered excellent customer service by offering quick and timely resolutions over inbound calls

· Achieved client parameters such as Customer Satisfaction, Accuracy, Call Handling Time and Call Quality

· Participated weekly in client monitored calls
· Elected as Process Buddy Training representative 
· Consecutively achieved sales target on a monthly basis 
Achievements:
· Awarded Certificate for Highest conversion in sales consecutively for 5 months 

· Awarded the Certificate of Excellence for the Coolest Delivery of SME Training 

Credentials

Academic:
· Bachelors in Arts (Communicative English) from M.V.L.U College, University of Mumbai, India in 2010 

Trainings Attended:
· Effective Communication skills workshop 

· Underwent TTT on Voice & Accent feedback-coaching methodology workshop conducted by British Expat

· Excel workshop

· Food & Safety 

· Conflict Management
· Business presentation

· Trainer excellence programme

· Leadership & Management
· Training on Customer service 

· Content Development 

· Guest Feedback/Complaint Handling and Implementation

· Sales

Personal Vitae
Date of Birth: 31st Jan, 1987

Languages Known: English, Hindi, Konkani,Tulu & Marathi
References: Will be pleased to furnish upon request 

Visa Status: Visit Visa 

Visa Validity: 11th Feb 2014 – 10th May 2014


