RAGHAV




E-Mail: raghav.372176@2freemail.com 
In quest of opportunities in Operations Management /Training & Development with growth oriented organization.
Professional Snapshot
· Insightful experience of 9 years and over in leading Operations & a zeal to excel in Operations /Training & Development.
· Deftness in handling overall functioning of processes & implementing processes in line with the pre-set guidelines. 

· Competent in assessing and implementing effective CRM solutions with an aim to ameliorate customer contentment and customer loyalty thereby generating repeat and referral business. 

· Responsible for facilitating Quality Calls with the customers on discussion of errors and latest updates every week.

· Proven abilities in planning, development, customer relationship management with interpersonal, communication and organizational skills. 
· Possess excellent business acumen to forecast business prospects through project feasibility study. Ensuring that process surpasses achievement of delivery & service quality norms for clients.

· Holds the distinction of being awarded with various awards like Star of the month and:
· Best EBITDA in the month of December’08 in the R & R programme.
· Highest Sales made in an hour & for the highest hours worked in a Month.
Core Competencies 

Process Management: 
· Mapping business requirements, coordinating in developing and implementing processes in line with pre-set guidelines. 
· Monitoring the overall functioning of processes, identifying improvement areas and implementing adequate measures to maximize customer satisfaction level. 
· Conducting internal process audits & process reviews for ensuring strict adherence to the process parameters.

Training & Development: 
· Spearheading training, learning and development process on quality systems.
· Determining training needs & conducting programmes to enhance efficiency in operations towards accomplishment of corporate objectives.
· Evaluating the effectiveness of training programmes by developing pre/ post assessment programmes. Conducting and providing feedback on areas of improvements. 
Module Development: 
· Identifying potential areas for grooming through regular assessments. 
· Imparting training to the teams on Art & Technique of Sauvé Interaction, Soft Skills, Behavioural Skills, etc.

· Designing efficient soft skills modules pertaining to written & oral communication, ethics and etiquette modules.

Team Management(as helping hand): 
· Managing team functions viz. manpower planning, induction, soft skills training based on the needs and requirements of the target audience, other soft skills training etc. 
· Leading, mentoring & monitoring the performance of team members to ensure efficiency in process operations and meeting of individual & group targets.

Professional Chronology

Genpact (BFSI {Ge Money\Latitude Financial}) (December 2014- till now)

IBM Concentrix  (From November 2012- December 2014)

Convergys (ORANGE)  (From August 2011- 2MAY 2012)

Nirula’s, Corporate  (From Mar’08- Till Dec 10)

Last designated as Field Trainer

The Growth Path 

Mar’08 –Mar’09

Assistant Shift Manager 

Mar’09 –Sept’09

Field Trainer

Sept’09 –Dec’10

Sr Executive Training
Major responsibilities handled: Conducted TNI (Training Need Identification) & TNA (Training Need Analysis). Conducted internal audits for food service, product audit & training for the same. Generated store reports mentioning details of audit.

Significant Highlights

· Pivotal in setting the training plan to be implemented with immediate effect.

· Attended training sessions on grooming, product knowledge.

· Rendered training sessions on “Train the Trainer” & drafted S.O.P’s(standard operating procedure) 

· Planned the follow-up training plan of the new joinees like Area Managers, Restaurant Managers, Assistant  Restaurant Managers, Shift Managers, Assistant  Shift Manager’s , RMT’s (Restaurant Management Trainee), GRE’s (Guest Relation Executives), RSE’s (Restaurant Sales Executives), and the Team member’s of the restaurant.

· Handled operations with the team of 25 to 50 team members. 

· Ensured accomplishments of targets as 12,00,000 while adhering to deadlines. (monthly)

· Rendered prompt resolution to the customer queries to ensure that the team collectively moves towards the common goal effectively & efficiently. 

· Involved in handling audits & maintaining quality of restaurant; taling overall audit scores from 75% to 95% zone basis (West Delhi, North Delhi & Gurgaon.

· Designed new training for cashiers for Nirula’s metro outlets behavioural and product based.

Significant Highlights

· Designed new training for cashiers for Nirula’s metro outlets behavioural and product based.

TELEPERFORMANCE INDIA (From Sept 03 to march 05)
Extramural Activities 
· Participated in various extra curricular activities since the school level.

· Represented the school/office team in various plays/skits which took place on a school/office level.

· Active member of welfare society which helped the handicap children, and orphanage (Khushi).

· Awarded for:

· Sports and various other activities at school level.

· Various certificates for Online/Classroom trainings.
Academic Credentials

Degree in Hospitality Management from Jagan Nath Institute of Management Sciences (JIMS) affiliated to Sikkim Manipal University in 2008
Personal Dossier 
Date of Birth:

19th December 1983
Languages Known:
English, Hindi & Punjabi.

References & documentation shall be furnished as & when required.

