PARTHA 

CAREER OBJECTIVE:

To have a career in a creative and progressive organization that offers professional growth prospects and to pursue my excellence with hard work, dedication and self-determination in order to interact with the best of my professional approach towards my career path and job assignments. In addition to this, to use my strengths in the best direction so that the organization’s and my objectives re met.
SYNOPSIS
· Around6 years of progressive experience in training and content development
· Known for meticulous prioritization of the assigned tasks and prompt email responses 
· Data analysis and reporting for the entire function

· Expertise in handling the training function, identifying training needs, designing training modules, training delivery management & data management

· A passion for my work and an instinct for customer centricity. With channelled effort, I am able to create a global mind-set to apply the best ideas and meet challenging situations. 

· Proficient in running customized end to end solutions for all types of training needs

Core Functional Strengths
· Present weekly and monthly performance reviews to the clients and the operational leaders

· Managing & conducting training, learning and development process for new hires and existing employees
· Professional Content Development based on Instructional design 

· Documentation and Data Management skills through Daily Report Publication
· Ability to multi-task and work under pressure and deadlines

· Ability to work independently without supervision
· Planning and Coordination of Process/Department based events like Family Day, Talent Spark (In house R&R)

· Ability to build and maintain relationships

· Strong communication and interpersonal skills
Organizational Details

	From June 2016 – Till Date
	


Key Responsibility Areas-

· Create calendars for the trainers regarding their schedule for the entire week

· Help trainers understand the nuances of the business and complete the content before time

· Help the trainers attend GROW sessions for grooming and development

· Conduct Motivational Sessions for New Hire Resources

· Help the trainers create SOPs

· Conduct New Hire Trainings

· Soft Skills Training & communication modules for the entry level profile in the organisation

· Co-ordinate and ensure availability of training logistics for the sessions

· Maintain detailed feedback/attendance of the participants in training

· Conduct regular feedback or capsule sessions to help the participants come up the learning curve

· Ensure calibration and conduct interviews for the potential hires at the entry level

· Compile pre-training and post-training reports

· Conduct floor walk, barging both live and recorded calls in order to improve performance

· Identify training needs after getting inputs from Quality and have it implemented in the business

· Conduct regular assessments for the participants

· Measure training effectiveness: Tracking the voice of customers

· Content Development Skill Set: Training modules and content as and when needed

· Conduct TNI, training objectives, design 2-4 hours of training content for entry level employees

	From June 2015 – January 2016
	Analyst – Communication Trainer/Accenture India 


Key Responsibility Areas-

· Conduct New Hire Trainings for candidates hired for various airline processes
· Trainings include Voice, Grammar, Soft skills, Customer Service and first level of Process based on the LOB hired for
· Conduct Face to Face to assess candidates on 1st and 2nd level of communication
· Support live production in terms of audit and feedback
· Planning and implementation of the training and feedback calendar for the training function
· Initiate Manager Call Listening sessions for agent progress & development

· Soft Skills, PD Skills, Communication Skills

	From June 2013 – May 2015
	Lead – Communication Trainer/ IBM Global Process Services


Key Responsibility Areas-

· Provide support to the processes aligned, in the form of Audit & Feedback

· Conduct trainings on Voice & Accent, Grammar and Soft Skills

· Train and prepare the new hires for their production responsibilities in terms of customer service and call handling skills

· Work with multiple stakeholders both internal and external across the globe

· Company Executives at associate level

· Operational Leaders

· Clients of multiple processes, understanding their training & Operational requirements

· Documentation and Data Management skills through Daily Report Publication and Needle movement checks

· Planning and implementation of the training and feedback calendar for the training function 

· Setting &maintaining of the quarterly training budget for the aligned process for ESAT activities

· Develop content based on the requirements of the processes and based on TNA

· Initiate Manager Call Listening sessions for agent progress & development

· Completed the training on Facilitation Skills Training from the British Council

Key Initiatives:

· Exhaustive use of videos, audios and presentations based on the training need and as initiatives to drive effectiveness – Received an award for going the Extra Mile (GEM)
· Project on reduction of the Associate based defects affecting their scores - Received an award for Going the Extra Mile (GEM)
· Creation of training modules on Accent Neutralization & Facilitation skills

· Content revamped to keep abreast with the ever evolving client needs
· Analysis and improvement programme on customer improvement and DSATS
Key Responsibility Areas-

· Trained the new recruits (Chat&Voice Processes) on Accent Neutralization, Grammar, Indianism, Intonation, Culture & Customer Service
· Assessed the prospective candidates on their V&A for final recruitment call
· Developed content for chat process batches
· Have handled Trainees for UK, US, Canada & Australia

· Created associate monthly action plan and oversaw the implementation of the same
· Content and module creation for various learning opportunities identified
Key Initiatives:

· Worked on a Business Email Etiquette project for the Finance department
· Involved in the training to operations transition of the NHT batches
	From October 2009 to June 2013
	Communication& Soft Skills Trainer/ HCL Technologies


· Various Projects/ Training Assignments-

· V&A, Soft Skills and Culture Sensitization

· Trained the candidates on Pronunciation, Grammar, Intonation, Free Speech, Language Enhancement, Service Excellence, and Culture

· Have handled Trainees for both UK & US batches with strength of 15-20 trainees

· Soft Skills, PD Skills, Communication Skills

· Member of the Content Development Team, making modules on High School projects. The content was on various topics of Personality Development, Problem Solving Skills & Decision Making

· Handled trainings on Communication skills which included Effective Communication, Grammar, Pronunciation, Sentence Construction, Indianisms, and Speech Sounds, Listening

· In Personality Development & Soft Skills, trained students on Motivation, Positive Attitude, Presentation Skills, Business & Email Etiquette, and Expectations Management, Team Management, Interview Skills, Exuding Confidence, Body Language, Cooperation, Building Relations, Telephone Etiquette

· Conducted demo classes for all the batches, Expectation Management and Introduction to the modules

· Trained the candidates on topics like Types of Communication and Effective Communication

· Conducted various Debate and Group Discussions to enhance their Language and in turn their Confidence
	From June 2006 to Dec 2008
	Customer Service Associate/ ABN AMRO BANK


Key Responsibility Areas
· Worked with ABN AMRO Bank as a Customer Associate
· Assisted members with the consumption and validity of their miles and points redeemed
· Checked for financial frauds
Academics

EDUCATIONAL QUALIFICATION:

· Bachelor of Commerce (B.COM) 

· Indian School Certificate (ISC-12), New Delhi, India. 

· Indian Certificate for Secondary Education (ICSE-10), New Delhi, India. 

COMPUTER PROFICIENCY:

· Operating systems: Windows 98, 2000, XP and Vista. 

· Packages: Ms Office (word, excel, power point), GW Basic, Visual Basic. 

· Usage of excel in data and analysis reporting.

LINGUISTIC PROFICIENCY:

· English, Hindi, Urdu and Bengali. 

· STRENGTHS:
 Excellent communication skills. 
Very Strong Explanation along with convincing and persuasive skills to a pretty large group of people in English-without the usage of vernaculars.
Have a very strong ability to persuade resources for the achievement of individual, team and organization objectives.
• Knowledge transfer-especially to new resources.
• Facilitation Training-English language (both written and spoken), communication and domain knowledge.
• Always eager to learn anything in life that I don’t know and implement them in my lifestyle. 
• Interaction with top management to have end-to-end understanding of the process.
• Administrative and coordinative jobs. 
• Team player with clients, staff and customers. 
• Analytical skills and ability to work under pressure. 
• Adjust with different types of colleagues. 
• Customer Centricity - Ability to go beyond the deliverables and delight customers. 
• Ability to adjust in all working conditions. 
• Strong customer centric focus, relationship management with key stakeholders.
• Commitment towards my job and taken responsibility. 
• Ability to manage multiple priorities and to adjust workload accordingly.
• Coach advisors in soft skills and English grammar. 
• Eager to learn from seniors in the related field and implement it. 
• High quality service orientation. 
• Capacity to interact with people from all walks of life. 
• Fluent in English, Hindi, Urdu and Bengali. 


Learnings/Trainings Attended
• Using SAP
• SOP Writing Skills
• Public Speaking Skills
• Facilitation Skills
• Time Management
• Team Management
• Leading and Motivation
• Excel-basic and advanced

HOBBIES:
· Reading novels and newspapers. 

· Watching movies.

· Surfing the Internet. 

· Listening to music. 

· Spend time with friends and interact with people. 

ACHIEVEMENTS:

· Have been nominated as a member of the HR Extended team as an HR Catalyst
·  Customer satisfaction

· Remaining business compliant.

· Reducing overall COE waivers

· Retention of customers.

· Reduction of complaints and escalations.

PASSPORT DETAILS:  HOLD VALID INDIAN PASSPORT.
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