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Seeking challenging assignments in Training with a growth oriented organization.

                                                                Travel and Tourism
ORGANISATIONAL DETAILS

· A result oriented professional with 8 years of experience in Customer Service in Travel and Tourism, Training (Soft Skills, Process Training, and Sales Training), Coordination and Team Management. 
· Experience in managing the Training of New Hire Batches and Transition Queue (OJT) phase of the New Hire Batches functionality with key focus on performance and deliverables. 
· Trained in Air, Car, Hotel Booking, Ticketing, Reissues and Refunds Using SABRE platform and AMADEUS (GDS) Worked for RRG (Revenue Recovery Group) and handled Pre-process Training. 
· Training batches on how to Audit Tickets for Qatar Airways, SAS Airlines and US-UA Airlines.
· Capable of fostering an atmosphere that encourages Trainees to express their ideas and talents to enhance the Training experience with maximum productivity. 
· Certified as WNS Certified Trainer. 
· Have prepared Curriculums, Training Plans for the New Hires and Content Development which is approved by US Clients. 
· Manage the Knowledge Management System. Publishing KC and Maintaining the performance of the participants at enterprise level ( Costa Rica, Gurgaon, Pune , Mumbai ) 
· Resourceful in running a several projects on Process Development like AHT Reduction Projects and CSAT Improvement Project


Career Objective:

A vision to lead the team, accepting challenges and moving in a direction that will draw self-satisfaction and growth to the organization

Professional Experience

Organization:- Services (25th June, 2007 – 05th May, 2015)

· Joined as an Customer Service Representative for ACH (Air, Car Hotel) for 6 months

· Worked with VIP Desk for a period of 1 year

· Moved into International Desk, handled International Reservations

· Worked with the TTSD Desk (Total Trip Specialty Desk) Worked on Sabre System and handled Package reservation for a period of 7 months

· Worked with Quality team for 4 months:- 

· Call barging for new agents/ newly launched products.

· Conducting feedback sessions

· Monitoring Email Quality and conducting one-one feedback sessions and RCA Analysis
· Promoted as a Process Trainer (July 2010):-

· Ensuring maximum Throughput from the batches trained through until the end of the Transition Queue (OJT) phase. 

· Create Refresher Trainings to enhance employee effectiveness. 

· Observe, coach and counsel New Hire Trainees on all aspects including style and technique to be used to deliver a great performance in Production. 

· Conducting periodic performance evaluation sessions with the New Hire Batches. 

· Ensuring optimum utilization of Training resources to ensure optimum performance of the Training Batch. 

· Leading, mentoring and monitoring the performance of the team members to ensure efficiency in process operations. 

· Identifying Trainee strengths and build on them. 

· Identifying the Trainee areas of improvement and provide a concrete work plan for improvement. 

· Promoted as an Assistant Manager in Training (April 2012 till date):-

· Planning, scheduling and coordinating the Training program. 

· Creating and sustaining a dynamic environment that fosters development opportunities and motivates high performance amongst team members. 
· Maintaining MIS/ Reports which can be used to understand batch performance. 

· Prepare Site related Management Report. 

· Drive the Process and Floor-Support Training for an on-time and quality delivery

· Allocated and supervised tasks to team members
· Interacting with client for reporting Training Plans and Content creation.
· Handle Client communications, online conferences. .

· Providing Training to new Team members

· Assisting team mates (Associates/Trainees) in troubleshooting.

· Provide regular feedback to team members and ensure that error should not be repeated again.

· Providing process training to the new joiners as well as to the existing team members.

· Trouble shooting and rectifying the errors

· Preparation of reports on Individual analysis like Daily time track with regards to productivity

· Handling Customer Queries on Calls

· Preparing daily productivity

· Call barging for team members.

· Providing feedback about calls taken to team members
EDUCATION QUALIFICATION

B.Com (2007)


:
Second Class (Mumbai University)

H.S.C. (2004)


:
First Class (Mumbai Board)

S.S.C. (2002)


:
Second Class (Mumbai Board)

PROFESSIONAL QUALIFICATION

IATA/UFTTA Foundation Course

Diploma in International Airlines and Travel Management

CRS:- Sabre and Amadeus
WNS Certified Trainer

COMPUTER LITERACY

Operating System

:
Windows

Utility Software’s

:
MS-Word, Excel, Power-Point 
PERSONAL DETAILS

Visa Status                                       :             Visit Visa 
Date of Birth


:
18th March 1985
Sex



:
Female
Languages Known

:
English, Hindi, Gujarati, French and Marathi
Hobbies


:
Teaching, Listening Music, Dancing.

Strengths    :
· Adaptable

· Like to take up responsibilities and challenges.

· Smart Learner

· Honest & sincere
· Punctual


