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Synopsis: MBA with more than 13 years of experience in Training & Customer Services in Luxury Retail Industry. Outstanding team player unmoved by immense pressure, smart worker and self-motivated with high sense of customer service, eye to detailing, Strong team player & leadership skills with sales orientation and excellent understanding of delivering excellence to customers with Delight
Professional Experience:
Head Customer Relations – Sales & After Sales (Luxury Retail) – Audi Gurgaon (Oct. 13- Till Date)   

 (German automobile manufacturer that designs, engineers, produces markets and distributes luxury automobiles)
· Analysis, improvement & development of customer touch point activities to ensure customer satisfaction and further delight with SFDC tool as measuring parameter
· Manage the development of parameters for the customer feedback measurement in collaboration with Net Promoter Score-IT-System (touch point, survey channel contact, dependency with other customer contacts)

· Set and monitor adherence to Net Promoter Score process (data, execution, results)

· Responsible for call center operations & track the SLA achievement 
· Contribute for the hiring and selection process of all customer facing & service executives.
· Responsible for demonstrating problem-solving skills, identifying solutions to barriers/issues for effective service creating win-win situations for the organization & the client.
· Preparation of a report for the monthly Kundentisch- Present the deep dive analysis with top 5 reasons of dissatisfaction, counter measures & action plan to management to discuss areas of improvement in regard to customer satisfaction & customer delight & avoidance of repeated concerns with similar nature.
· Report the analysis & findings for: CSS-Analysis report, Complaint –management report, Requirement list report & subsequent action plan with required counter measures
· Ensure the adherence to 100% Service Core Process follow up & audit from time to time.
· Provide support and training to frontline & CRM team to embed customer feedback in work routines and behaviors
· Manage the development of parameters for the customer feedback measurement in collaboration with Net Promoter Score-IT-System (touch point, survey channel contact, dependency with other customer contacts

· Implement broad proactive measures towards resolution of the complaints & track the complaint ratio.
· Implementation of the defined & innovative ways to delight –Interpersonal, Quantifiable, Surprising within each touch point.
Head of Training & Quality –Hero BPO – Retail Processes (Jan.11 –Oct. 13)

(From the stable of India’s leading business house Hero Group comes HeroBPO. The global leader in Consulting, Technology, Outsourcing, and Professional services.)
· Interact with managers of different business verticals and facilitate training need identification process based on projected deliverables, competition, and developmental needs.
· Design & Develop new training programs and upgrade the existing programs.

· Develop testing and evaluation procedures for both trainers and training programs in order to enhance training effectiveness.

· Managed a team of 11 people for both Training & Quality.
· Conduct corporate training programs in the areas of Communication, Team Building, and Time Management, Leadership etc.
· Module coordinator & Leader for GD/PI module & Personality Development Program.
· Actively involved in Personal Interview activities
· Focus on honing the personality traits, grooming, communication, language, personal habits & how to deal with people around you.
· Design & Execution of training programs both behavioral & functional for all the levels - Associates and Managerial.

· Monitor, conduct & organize Web based training for new hire to make learning more flexible than ever & make them strong with the technology use.
· Plan, develop & Organize training and employee development programs, using most appropriate method of delivery such as classroom training, demonstrations, on-the-job training, meetings, conferences and workshops.

· Drive Automation projects in areas of training & development.

· Providing feedback to the trainers on identified skill gaps and help them iron out the gaps

· Coaching and Mentoring around facilitation skills; pre-planning before training session; content development; session planning etc.

· Planning and effectively addressing organizational training needs via roll out of monthly training calendar & prepare trainer roster.
· Confer with management and conduct surveys to identify training needs based on projected production processes, changes, and other factors

· Conducting the initial kick start sessions and then developing the other trainers (under train the trainer program) to take over

· Identify training needs from review discussion forms and coaching feedback forms

· Develop course ware like student handbook, facilitator handbook, Power Point visuals, etc.

Using Instructional Design skills and techniques 

· Interpret data from pre-training/post-training feedback forms and make appropriate changes to training delivery

· Evaluate effectiveness of training programs through evaluation of pre-training and post-training scores, training feedback scores, etc
· Ensure continuous improvement in training strategy and process to improve CSAT with implementation of training guidelines at Contact center.
· Proactively and continually collaborate with internal & external stakeholders clients to ensure timely, efficient, and accurate deliverables
· First level profile screening on communication capabilities for all customer facing staff
· Work closely with the Operations Manager, Floor Supervisors, and Team Leaders to contemplate the needs of individual agents on the floor with a view to enhance call performance. 
WNS: Sr. Trainer & Operations Leader at WNS-(Nov06- Dec10)

· Transitioned the Voice Process & conducted Process training, Refreshers and Soft Skills training for various processes including training of new hire as well as existing employees.
· Transitioned the Blended process for the company, along-with the responsibility of training soft-skills & behavioral aspects like Stress, Anger & Time Management, Self-Confidence & Esteem, Personality Development, Business Etiquette & Grooming for the middle managers.
· Handled a team of 45 agents & all issues related to performance, behavior, punctuality and attendance in line with 6 TL’s & 2 QM’s
· Check on the call quality and performance of the new hires along with QM to drive customer satisfaction & retention
· Measuring & monitoring performance to ensure the SLA is achieved and work on continual improvement plan.
· Actively engaged in the hiring for Avon process with diverse responsibilities. 
· Responsible for driving & designing various Reward & Recognition programs for the process and took them to the implementation stage.
· Documenting development needs of agents & conduct team briefing with past reports and reiterate on fields which need improvement.
· Interface with other teams in the Call Center to share best practices.
· Developed Training Calendar for the year..
· Conducted certification post training within parameters defined for the process.
· Ensured adherence to training processes, training schedule, training timelines and accuracy of training material defined internally as well as by the client
· Ensured higher training success rate Throughput %( no. of agents successfully trained and certified as per internal as well as client parameters).
· Proactively seek process improvements and assist in process documentation.
· Plan departmental/functional training budgets, forecast costs and delegate numbers as required by organizational planning and budgeting systems. 
Wipro :  Operations Team Leader (Aug 03 to Nov 06)
· Support the production team, conduct calibration sessions, reviews, and coaching for agents. 
· As a team leader, promoted team work and responsiveness of individuals in their areas of responsibilities. Identified training needs of the team in both tech and soft skills and deliver solutions to address gaps. Conduct Short Burst Trainings (SBTs) for enhancing quality and productivity.
· Accredit calls taken by associates on a regular basis to identify and rectify gaps. 
· Coach agents to perform better on calls/write emails through one on one feedback sessions and call monitoring/correcting emails. 
· Tracking progress of the agent, based on call monitoring.
· Maintain records of training activities monitor the effectiveness of training programs and follow up on pre and post training evaluations. 
· Provide regular feedback to the agents on call quality & first call resolution technique (FCR)
Achievements/ Certification
· WNS certified trainer. 
· Cambridge University Certified for English Language Training’s.
· Received certificates for being the best performer of the quarter. (Wipro & WNS) 
· Top performer  throughout and was awarded G4/P4 ranking.(WNS)
· Bagged the following awards --The “Miles Ahead” for achieving the excellence in TRANSITIONING the process AVON for WNS & also the “Extra Miler” award for taking Process Excellence Initiatives. 
· Successfully transitioned the process overseas (PHILIPPINES) .
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