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Allan
E-mail: allan.279689@2freemail.com 

VISA: Employment/Residence Visa Cancelled and Ready to join immediately.
______________________________________________________________________

Skills Summary
A high energized and results-driven Leader with over 11 years of diversified exposure into customer care & customer experience, BPO operations, retail management – food and non-food and training with experience in a managerial capacity. Excellent planning and organizational skills resulting in the optimum functioning of the department and the consistent achievement of service standards. 
Proven interpersonal and motivational ability to ensure a strong team approach and the attainment of maximum performance levels and productivity. Responsible for the introduction of a number of successful customer service initiatives. An Individual and a dedicated lead with the ability to obtain outstanding results in a challenging environment.

Work Experience

Ez Surf LLC, Dubai, UAE
Lead - Business Development, January 2017 – May 2017
Industry: e-commerce

Rentreon.com is an online marketplace where users can rent or sell any type of rental product. We are inspired by high quality experiences that are simple, accessible and environment friendly. Our mission to make friends by creating community and convenience in everything we do. To support this vision, in building the largest rental database in the UAE, where people from everywhere come together to rent any type of equipment, vehicle, furniture or service. We’ve partnered with Ez Surf, a Dubai based premium supplier of beach/outdoor rental equipment & furniture to create stellar beach experiences for local residents and tourists.
Core Responsibilities:
· Promote the Company’s product/services addressing or predicting clients’ objectives.

· Arranging business meetings with prospective clients.

· Recruitment, training and mentoring new sales agents

· Preparing sales contracts ensuring adherence to law established rules and guidelines of the trading land.

· Tracking records of sales, revenue and invoices.

· Provide trustworthy feedback and after sales support.

· Build long-term relationships with new and existing customers.

· Develop and install values into entry level salespeople.
· Identify trendsetter ideas by researching industry and related events, publications, and announcements; tracking individual contributors and their accomplishments.
· Locate or propose potential business deals by contacting potential partners by discovering and exploring opportunities.
· Close new business deals by coordinating requirements; developing and negotiating contracts, integrating contract requirements with business operations.
· Protect organization's value by keeping certain information confidential.
· Update job knowledge by participating in training opportunities.

· Maintain personal networks at all levels.

· Enhance organization reputation by accepting ownership for accomplishing new and different requests, exploring opportunities to add value to job accomplishments.

AVENUE LLC, Dubai, UAE

Lead - Customer Experience & Training, March 2015 December 2016
Industry: Retail, Non - Food

Established in 2002, Avenue is a pioneer in the value department concept stores in the UAE, with stores across the GCC, Avenue provides a one - stop shopping experience for every family’s fashion need and promises to deliver quality products with outstanding value.

Core Responsibilities:
· Lead and manage a team of customer service agents.

· Initiate sales drive across all store formats.

· Staff Motivation and empowerment to drive sales.

· Ensure all quality standards are complied with and that policies and procedures are consistently applied.

· Recommend changes to the product and its services if required. 

· Carry out market research, trend analysis, and competition analysis and do intelligence gathering on operations, services and products in the market.

· Plan, assign and monitor work tasks for optimum team efficiency.
· Perform quarterly staff performance evaluations.
· Identify and address development needs.
· Develop staff training programs and reference manuals.
· Formulate and implement customer service policies and procedures.
· Determine customer service requirements through surveys, focus groups and benchmarking best practices.
· Analyze data to identify strategies for improvement of service and productivity.
· Ensure the consistent achievement of customer service levels and standards.
· Resolve escalated customer service issues.

A. Training & Development:

· Develop, create and plan training modules using the ADDIE training methodology.

· Deliver all retail sales training programs that will impact business initiatives throughout the retail sector.

· Provide Staff with classroom training, demonstrations, on-the-job training and workshops.

· Lead the development, implementation and evaluation of all brand training programs and platforms for employee and business development.

· Facilitate training programs for the Store Managers/Asst. Store Managers.

· Collaborate with Sr. Retail Training & Communications Manager on programs content and layout.

· Conduct store visits for training and development to ensure retail goals, expectations and compliance of standards are being met.

· Personally ensure compliance with all relevant Workplace Health & Safety and Occupational Health & Safety legislation, and related to store.
HumanCapital Management Limited, Bangalore, India, 

Lead - HR, Training & Customer Care, March 2014 - March 2015, 

Sr. Consultant Partner HR & Training - February 2013 - March 2014.

Industry: Human Resources, Consulting Management
HumanCapital is a global team of professionals working to shape the organization for performance excellence and contribute to the development and management of Human Resources for the benefit of the society. Human Resources worldwide offer a wide range of consulting services to our customers to help them to achieve excellence in Human Resource Management.

Core Responsibilities:

· Accomplishing human resource objectives by recruiting & selecting.

· Planning workshops for orientation and training. 

· Assigning, scheduling, coaching and counselling.

· Successfully led and completed several recruitment drives at the branch offices. 

· Planning and monitoring work implementation.

· Acquisition of New Clients and sharing their requirements with my Pan India Team.

· Conducted surveys for best practices on customer experience and customer satisfaction, Analyse client feedback to improve the current standards.
· Responsibilities involved managing a team of Sr. Customer Care Executives who handled queries related to Customers and Business Partner across all branches.

· Assess, evaluate and train existing and new customer care executives and trainers in the team.

· Interactions with the clients were through the medium of telephone, e-mail support, chat support and face to face.
· Learning about the organization’s products or services and keeping up to date with changes.
· Surveys for best practices, customer experience and customer satisfaction, feedback survey for improvements. 
· Leading a B2B campaign which involves working closely with Clients.

· Planning and implementing campaigns across 250 Franchisee Partners Pan India and Managing the Recruitment Drives.
TESCO, UK & India,

Lead - Customer Care, Training & Operations Support, March 2009 - February 2014

Industry: Retail, Food
Tesco PLC is a British multinational grocery and general merchandise retailer with headquarters in Welwyn Garden City, Hertfordshire, England, United Kingdom.  It is the third largest retailer in the world measured by profits and fifth-largest retailer in the world measured by revenues.
Core Responsibilities:

· Transitioned the process from UK.

· Played the role of an Individual contributor.

· Manage multiple projects while working closely with different business units to execute on training programs to provide required resources with appropriate quality.

· Exceptional performance on an everyday basis in terms of numbers. Achieved numbers beyond the set target and within the stipulated timeline.

· Provide on-going training to existing CSMs/Agents which includes soft skills, e-mail etiquettes, communications and voice & accent training.

· Improve customer service experience, create engaged customers and facilitate growth.
· Take ownership of customer issue and follow problems through to resolution,

· Set a clear mission and deploy strategies focused towards that mission.

· Develop service procedures, policies and standards.

· Keep accurate records and document customer service actions and discussions.

· Recruit, mentor and develop customer service agents and nurture an environment where they can excel through encouragement and empowerment.

· Keep ahead of industry’s developments and apply best practices to areas of improvement.

· Coordinate and implement all activities related to several training courses offered.

· Provide support for mentoring program for new employees.

· Quality monitoring.

· Built good rapport with all the suppliers have demonstrated good customer service skills and have taken all the suppliers in confidence.

Education:

Master’s in Business Administration - XIBM, Bangalore, India

Bachelor of Commerce - Bangalore University, Bangalore, India
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