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I am Reshma R Shukla, worked as SeniorSales and Customer Service Trainer.Seeking a position, to utilize my skills and abilities in the industry that offers professional growth while being resourceful, innovative and flexible.
I have Comprehensive problem solving abilities, Excellent verbal & Communication skill to deal with people diplomatically, willingness to learn and a team facilitator.
Qualification:
Bachelor of Science (B.Sc. Genetics)
Certifications
: 
Bangalore University
Projects:Immunotechnology and Gene Cloning. 
 SHAPE  \* MERGEFORMAT 



Feb-15 – Sept-15: Aegis Pvt. Ltd

Profile: Senior Trainer

Job Description:Conduct new hire communication and process training for EXPEDIA.
1. New Hire Training included taking interview and conduct Communication and Process Training.
2. Communication Training included Grammar, Culture, Call Etiquettes, Behavior etc. and Process Training included Billing and Sales, Booking Flights, Hotels and holiday Packages. 
3. New Hire batches had to complete Process training with a minimum average score of 95%.

4. I would also participate in Quarterly review & update improvement of training manuals and evaluations.
5. I also conducted upskill training.

6. Involved in weekly QA call calibration.
7. I used to communicate with clients to update the training modules as per requirement.

8. I was also responsible for employee engagement and retention of the employees.
Oct 11 - Feb 15: Convergys Services Pvt. Ltd
Profile: Universal Trainer
Job Description:Joined Convergys as quality evaluator on 17th October 2011 where I had to monitor calls and provide feedback for AT&T.
1. As a quality evaluator I used to monitor calls and provide feedback.

2. Organize weekly calibration with client for product calibration.

3. After the calibration I used conduct meeting with the training department to make sure all the trainers are calibrated on the new update and information is passed on to agents.

4. Got promoted as a Trainer on July 23rd 2012 where I was responsible for New Hire training and Training co-ordination.
5. As a trainer I used to conduct Induction for new hires and to deliver training sessions in adherence with process manuals and rigid training schedules.
6. Trained multiple LOB’s(Voice and Non-Voice).

7. Involve in weekly QA call calibration.

8. Regularly training and coaching the team with process updates received by the client.
9. I have also trained Pilot batches and Involved in conducting weekly process update meeting.
10. As a Training coordinator I used to monitor data work for all the trainers like Batch Start headcount, Attrition, Total Graduates and Throughput  per batch .

Feb 10 – Feb 11: Accenture Pvt. Ltd.

Profile: Sr. Customer Support Associate.
Job Description:We handle queries from customer and end users regarding various issues. We had to maintain a high level of quality and professionalism with our customers.
1 Helping customers with their bills.
2 Taking payments for their services.
3 Assisting customer for any issue they face.
4 Handling customers emphatically.

We also had some additional duties like create and implement knowledge base articles to help our customers.
Oct 08–Nov 09:IBM Daksh Pvt. Ltd.
Profile: CRM-Executive
Job Description:  Collection agent for LTSB Bank. 

1. Worked as a debt collector for a UK based Bank. (Collection Department).
2. Handling both bank overdraft accounts & loan accounts.
3. Understanding the customer’s situation to make payment arrangements.
4. Work assertively to collect on the call.
5. Coordinating with the team manager for monitoring the calls for the team.

Feb 08-Oct 08: Ocwen Solutions Pvt. Ltd.
Profile: Debt Collector
Job Description:Mortgage collector.
1. Working as a collector for Mortgage.
2. Handle past due accounts.
3. Handle Inbound and outbound calls.
4. Coordinating with the team manager for monitoring the calls for the team.
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· I have been awarded as Best Performer and for displaying commendable prowess as a Business Operator in ensuring process and overall delivery excellence by Accenture Pvt. Ltd on May 2010.
· I have been awarded Superstar Trainer Award by Convergys Services Pvt. Ltd. 
· I have been awarded Best Trainer Award by Converys for every quarter in 2013 and 2014.

· I have been awarded asBest Trainer by Expediafor achieving 100% graduation with New Hire Batches within first 6months of my work.
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