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OBJECTIVE 
To work in a stimulating and challenging environment that would facilitate maximum utilization and application of my skills, expertise and experience in the field of training/ customer service and process development.
SYNOPSIS
Young, energetic & result oriented professional with 10 years+ of hands on experience in customer service, training and market research in industries like Banking, Publishing and Internet Technology. Recognized for outstanding performance and ability to work effectively in a dynamic, fast-paced environment; Multitasking ability and versatility to manage complex projects under aggressive timelines; Adroit at analyzing the organizations requirements; highly ethical, trustworthy and discreet;
· Possessing valuable insights, keen analysis and team approach to implement best practices to achieve business excellence and customer satisfaction.
· Adept at learning new concepts quickly, working well under pressure and communicating ideas clearly and effectively.
CORE COMPETENCIES 
· Training
· Team Management
· Customer Service
· MICE activities 
BASIC JOB PROFILE
· Handling teams focusing on Customer Service.
· Training and managing Training Batches
· Creating new process for improvisation of the process and the organization. 
· Created concepts for round tables and seminars. 
· Created training courses for language proficiency. 
WORK HISTORY



   (June 2013 – Present)
Author Relations Team Leader
· Leading a team of Executives who handle the Invoices, Contracting and Author Relations for Packt. 

· Responsible for creating the database of authors. 

· Initiated and created a survey questionnaire for authors based on the product type of the book to gauge the author’s satisfaction with Packt.  
· Surveying all authors periodically and create reports based on the survey results. 
· Responsible for resolving all author queries/complaints which we receive from internal and external stakeholders. 

· Evaluating and measuring Packt Reputation from feedback received from all Social Media sources. 

· Accountable for answering and resolving all author queries receive on the Packt website. 
· Answering and resolving contract related queries for internal and external stakeholders.
· Liaise between Accounts and the Authors, Proof Readers and Photographers to ensure smooth delivery of payments. 

· Responsible to send royalty statements to all authors every quarter.

· Resolving all sales and royalty queries from Author in the designated timeframe. 

GLOCAL INFOMART PVT LTD 


(Feb 2012 – June 2013)
Relationship Manager- Publication and MICE Activities 
· Assisting the management with conceptualization of Round tables and seminars.

· Creating the event plan and co-ordinating with the vendors

· Database management of the potential delegates, delegates who have attended the event in the past and speakers

· Inviting Chief Guests, Guest of Honors, Panel members and speakers for the various event sessions

· Conducting web surveys, telephonic surveys and gathering key information from targeted prolific heads for the IT sponsors.

· Marketing activities like Blast mails (EDMs) and uploading event related updates on the company website

· Delegate acquisition for the events matching the delegate profile requirements of the sponsors.

· Co-ordinating with sponsor companies for smooth flow of information and client servicing.

· Sourcing out information on vacancies in banks, NBFCs, insurance companies and having these job-openings published in the Current openings section of Banking Frontiers magazine.

· Renewal of contract with Monster portal. Having Monster Ads published in the magazine.

· Carried out extensive web surveys for some of the key sponsors

· Managing the vendors, Co-ordinating with banquet manager, handling the registration desk and several other menial tasks at the time of the events.

· Post event activities like sending thank you mails, maintaining healthy relation with the delegates by regular follow-ups and meetings and getting the feedback forms from attendees.

· Transcription of the round tables and talk shows that would be then edited by the editor and carried in the magazine. 

J P MORGAN CHASE                                                                


(July 2008 – Dec 2011)

Financial Advisor and Relief Team Manager
· Analysing customer profile and advising the best possible option available based on customers financial standing.

· Highly Imperative to scrutinize the customer account by means of customer insight, customer profiling and customer engagement.

· Keeping abreast of all the economic regulations which are inversely and directly related to financial laws affecting consumer credits and spending behaviour.

· Actively been a support and assistance for the team and have achieved company based goals by accomplishing process competitions and also excellence in providing quality customer service.

· Got promoted to a Relief Team Manager in November 2009.

· Handled more than 10 training batches along with the Process Trainer to help the trainees better equip their process and diminish the gap between Training and Operations for New Hires.
· Was responsible to change the entire Training Module for New Hires and make the training entirely Customer Centric.

· Worked on projects to help the Existing Advisors increase ways and means to achieve better Customer Satisfaction scores which in turn will help the organizations rating on J D Power.

· Daily Call Calibrations with the New Hires to help them understand the process better.

· Shortly thereafter, got promoted to a Customer Experience Coach.
· Data crunching to help understand and analyse data on various parameters like CSAT scores, VRU surveys, Transfer Rate, First Call Resolution. 

· Calibrate Calls on a daily basis for specific parameters, analyse and give instant feedback.

· Track and keep record and follow up with the feedback given to measure success.

· Side by Side and remote Monitoring s done for advisors on a daily basis based on the data analysis.

· Got Promoted to a Communication Coach.

· Call Calibrations held to understand the root cause of the Communication Barrier of advisors and help them with the same

· Constant feedback and coaching given to the advisor with a timely follow up done to measure success

SUTHERLAND GLOBAL SERVICES                                                                      
    (Oct 2006 – Feb 2008)
Sr. Trainer
· Process Trainer for New Hire Advisors for process and up selling products and benefits.

· Managing each batch for approximately 3 months and then handing them over to Operations.

· Crunching site level data week on week to check where the site stands.

· Making Action Plans and delivering the same on the floor

· Speaking to clients and putting Action Plans forward and speaking about hits and misses

· Weekly interaction with the client on the performance / targets achieved.

· Discuss updates with the floor

· Take team huddles and give ideas to meet and increase targets

· Make monthly Spiff’s and drive it across the floor

· Training and development of staff.

· Weekly performance review with the senior management.

· Design floor motivation activities and conduct floor competition across teams

WIPRO BPO                                                                      
                                (May 2004 – Oct 2006)

Sr. Customer Service Executive 
· Providing financial solutions to clients based in US.

· Maintain all the sales metrics as laid down by the client.

· Got promoted to a Sales Coach

· Call monitoring, coaching and feedback, responsibility for delivery of the refined customer experience in every call.


· Providing structured and formalized feedback to agents.

· Tracking and recording MIS data related to call monitors, deviations/adherence to quality metrics, correction plans.

ACHIEVEMENTS & AWARDS
· Packt Publishing- Extra Miler Award Feb 2015

· Packt Publishing- Manager of the Month- July 2014

· J P Morgan Chase- Certificate of Appreciation- October 2010

· J P Morgan Chase- Outstanding Customer Service Award- December 2010

· J P Morgan Chase- Customer Engagement Award- July 2009

· J P Morgan Chase- Chase Idol Award- March 2009

· J P Morgan Chase- Chase Idol Award- June2009

· J P Morgan Chase- Customer Engagement Award- July 2009

· J P Morgan Chase- Class Excellence Award- 2008

· Created a process flow in the training module for upselling products in Sutherland Global Services. 
· Was responsible to change the entire Training Module for New Hires and make the training entirely Customer Centric in J P Morgan Chase. 

· Received various appreciation letters for handling Customer Queries effectively in J P Morgan Chase. 
· Was appointed as the first Author Relations Team Leader in Packt and created the entire process from starch. 
· Made and implemented changes in the Invoices team in Packt Publishing to ensure smooth process of payments for authors. 
· Single handedly created the concept of Packt Reputation tracker to track all activities on social media websites in order to gauge the brand and reputation of the organization.
EDUCATIONAL QUALIFICATIONS
· S.S.C from St Johns the Evangelist High School (Mumbai)
· H.S.C from St. Andrews College (Mumbai)
· T.Y.B.A from University of Mumbai (Mumbai) 
IT SKILL SET
· High level of proficiency with MS tools like Word, Excel and Power point & SAP Document management system.
· Knowledge of C, C++ language, Operating Systems like Windows XP / Vista, Windows 7 & 8.
PERSONAL DETAILS
Date of Birth: 

           
27th December, 1985
Marital status:                                Single.
Languages: 


English, Hindi & Marathi. 
References:


Available on request
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