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PERSONAL PROFILE

Highly task orientated with a total of 22 years of experience spanning over sales, concepts selling and merchandising but over the last 15 years have being aligned to Training & Development spanning different vertical from Telecom, Financial, Banking, Insurance and Healthcare covering voice and non voice program.
SUMMARY OF EXPERIENCE

· Implement training programs, and courses to fulfill learning objectives and deliver courses using various methods including but not limited to classroom or small group facilitation, individual coaching and self-guided learning (Customer Service, Conflict management, After sales collections) 
· Human Resources: organization development, talent management, JD, recruitment and competency based interviewing techniques.

· Analyze employee performance through interviews, focus groups, observation and work product analysis.  Recommend training programs, job aids and other performance improvement interventions based on assessment results.

· Migration of complex program (financial, Banking, Healthcare, Telecom, Back Office) from vendor location to India using ADDIE.

· Identify instructional strategies, plan evaluation methods, and propose training timelines for internal client approval.  Produce collateral materials using internal resources.
· Single point of contact with the client for optimum exchange of information and feedback to help course design and facilitate operation in successfully achieving the required targets. 

· Identification of training need for all process domain and create executable action plans.

· Designing SOPs and SLAs, across all accounts within the organization and ensuring toll gates are maintained at each level.

PROFESSIONAL EXPERIENCE
Firstsource Solutions Ltd previously known as FirstRing later ICICI OneSource.(Nov 2000 till date)




Manager Training &Development (Sep 2009 till date)
Responsibilities
Training KPI are meet for North American, British clients.


 Develop, implement, and monitor training programs within an organization.





 Monitor floor performance and identifying gaps





 Providing process improvement recommendation to the client  


Assistant Manager - Training & Development (Apr 2005 to Aug 2008)

Responsibilities
Training Project Manager for 7 accounts

Documented & Executed SOPs & SLAs

TAP, TNI, SWOT identification for aligned processes

Conducted TTTs for trainers – Domain specific and delivery style

Setting up training functions in different locations in India 

Designed Behavioral training programs for internal and external customers

Ensured training as a function met COPC requirements.

Handled special project on reduction of learning curve & attrition analysis

Design Manager 

(Dec 2005 to Jun 2006)

Responsibilities
Instructional Designer for a complex Income Reconciliation Process (Stocks, Bonds, Disputes, &REPOs, Processing cash adjustment, Dynamic Rate Change Adjustments, interest  & Principal  Rate Adjustment for CMO's Process , ARP) in Chicago
Designed QA mechanism  

ID for an Email process in Salt Lake City, UT using ADDIE 
Led a project to reduce overall costing on printed paper 
Senior Trainer
(August, 2002 to April, 2005)

Responsibilities
Designed training manuals for 9 outbound programs
Groomed trainers to enhance delivery skills 

Maintained training calendar &TAP

Maintained yield no less than 85% for all programs

Sales Trainer with 85% target penetration for all outbound processes

Assistant Trainer 
(Dec, 2000 to July 2002)


Responsibilities
Trained learners in customer service & selling skills

Certified American Express trainer


Redesigned selling skills, Customer service participant guides


Conducted SWOT analysis on accent neutralization

Monitored and provided feedback to agents from a process &accent perspective 

Cymboinic Pvt. Ltd.
Net Team Manager    
 (July 2000 – Dec2000)
Responsibilities
Educated distributors about the company

Implemented new and innovative ways to improve sales & customer relations 

Sheridan Resorts Pvt. Ltd.  
(MNC based in Florida)
Relation Manager 
(Jan 1996 – Sept 1998) 

Responsibilities
Trained executives in concept selling & customer support. 


Organized events for company’s corporate clients.

Oversaw the customer service department & Maintained client profiles 
Threads Pvt. Ltd.   

Show Room Manager  
(Mar 1993 - Nov 1995)
Responsibilities
coordinated merchandisers and designers

Store & staff management
CAREER LANDMARKS / ACCOMPLISHMENTS:
· Review & Governance mechanism 2015 
· Single handedly Transitioned two complex process (banking and back office) from Chicago and Salt lake City, UT 2005 & 2006. 

· Doubled sales conversion from 6.11% to 13.3% for an insurance product. ( quarter of 2005)

· Certified as universal trainer by meeting company requirement to train in all aspects of call center training.
· Received “Directors all Star” Award for AXP Training and Support on the Amex production floor.

· Certified trainer for American Express (Pay by Phone) by qualifying their six-sigma requirements June 2001.

· In 1997 was nominated by R.C.I at Delhi for the “Toppers Club” and also promoted as Sales Manager. In February, 1998 was given charge of the Owner Relation Department, overlooking post Sales Collections.

TRAINIG PROGRAMMES COMPLETED:

· Six Sigma & COPC certified internally. 
· Have undergone numerous workshops held by Mr. Bob Mansur VP Employee & Organization Dept FirstRing India on trainer stance, questioning techniques, teams building exercise, delivery standards, ADDIE process.
· In 1998 December attended a 3-month course in Windows 95&98, later in 1999 did a two month course in Web Designing and hosted www./calamity1803.webs.com
· As an owner Relation Manger attended a week course on customizing the needs for Indian markets conducted by Mr. Micheal Hubbard vice president of Sheridan Resorts Pvt. Ltd. 

· At Sheridan Resorts Pvt. ltd. underwent training on concept selling & marketing by Mr. Christopher Eaton, president of sales at Island One Resort incorporated from Orlando, Florida.
EDUCATION

	degree / course
	Name of collage / school
	year of passing

	Bcom
	Bangalore University
	2009 - 2012

	IELTS
	· university of Cambridge (International English Language Testing System)
	2001

	Web Designing

· Windows

· HTML

· PhotoShop

· Web hosting

· Web development
	AIIT
	1999

	PUC
	Ba Baldwin methodist college
	1992 – 1993

	SSLC
	Su Sudarshan Vidya Mandir
	1991


PERSONAL INFORMATION
Date of Birth




:   18th March, 1973

Hobbies





: snooker, surfing. Photography and paragliding
3

