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Summary

Communication trainer who is organized, driven and effective at using efficient methods of teaching while focusing on the individual needs of each participant. Energetic, results-oriented team-player eager to bring strong administrative skills to a growing company in need of top-level support. Responsible Administrator versed in mediating conflict and running efficient daily business operations.
Highlights
	· Certified TESOL 
· Curriculum development and assessment

· Proven customer service skills
· Speaks English, Hindi and Malayalam

· Proficient in Microsoft Office Suite
	· Schedule management

· Problem resolution

· Problem ownership
· Spreadsheet development

· Report analysis

· Staff motivation

· Employee training and development


Accomplishments

Process Improvement

· Oversaw implementation of new training material which resulted in more cost-effective service.

Data Organization

· Improved office organization by compiling quarterly budget reports, financial spreadsheets, organizational charts and company data reports using advanced Microsoft Excel functions.

Customer Service

· Handled customers effectively by identifying needs, quickly gaining trust, approaching complex situations and resolving problems to maximize efficiency.

Scheduling

· Facilitated on-boarding of new employees by scheduling training, answering questions and processing paperwork.

Experience

	11/2014 to 
12/ 2015


	Shop Executive

Protein Shoppe India - Cochin, Kerala, India. 
Delivered excellent customer service by greeting and assisting each customer. Addressed customer inquiries and resolved complaints. Stocked and restocked inventory when shipments were received. Reorganized the sales floor to meet company demands. Worked closely with the district manager to formulate and build the store brand. Bridged the language barrier with clients and suppliers from the northern states of India. Assisted with IT issues and purchases. Streamlined inventory and stock management.  Maintained store and register in the absence of the store manager. Kept track of store records and license validity.  Designed displays and flyers for all branches and franchises.


	12/2011 to 10/2014
	Senior specialist –Training
Sutherland Global Services - Cochin, Kerala, India

Handled new-hire training and refresher training. Monitored associates on calls, with set parameters and provided learning feedback. Developed training program for BLM process. Worked on improving curriculum effectiveness by constantly updating training contents when required. Employed kinesthetic, visual and auditory approaches to make lessons interesting and interactive. Instructed more than 200 students through lectures, discussions, group activities and demonstrations. Attended professional development workshops focused on learning goals and classroom management. Conducted small group and individual classroom activities based on differentiated learning needs. Completed ongoing staff training sessions. Provided inputs to operations team to improve agent performance and quality.  

	07/2009 to 08/2011
	Administrator

New Delhi Institute of Engineering and Management -Janakpuri, New Delhi, India
Deeply involved in the planning, formulation and co-ordination of institute policies and standard operating procedures of day-to-day operations of the institute. Created filing system to streamline and organize student documentation, study materials and training resources. 

Generated financial reports for management review. Prioritized project components and organized scopes. Liaised directly with students to meet needs and maintain satisfaction. Achieved notable successes in cost control, revenue generation and marketing effectiveness. Managed operations in accordance with budget requirements. Maintained detailed administrative and procedural processes to improve accuracy and efficiency. Played an active role in student pacification and knowledge dissipation. Taught spoken English and personality development to prepare the students for future interviews. Acted as the IT administrator as well and supported both software and hardware issues. Organized software licenses and handled all system updates.

	09/2008 to 07/2009


	Sales coordinator

PINNACLE COMPUTER SYSTEMS LLC - Karama, Dubai, U.A.E.
Listened to customer needs and preferences to provide accurate advice. Answered incoming telephone calls with professional and knowledgeable responses. Recommended and helped customers select merchandise based on their needs. Tracked down sources of special products and services to meet customers' special needs.

	09/2006 to 06/2007
	Technical Support Officer
CONVERGYS - Gurgaon, NCR, India

Maintained composure and patience in face of difficult customer situations. Referred difficult issues to upper management while maintaining positive rapport with customer. Resolved customer complaints and concerns with strong verbal and negotiation skills. Displayed courtesy and strong interpersonal skills with all customer interactions. Informed customers about issue resolution progress. Supported customers having data connectivity issues. Provided thorough support and problem resolution for customers. Developed and maintained positive customer relationships. Handled a large volume of phone calls. Maintained a calm, professional demeanour when faced with high demand, high volume workloads. Troubleshot hardware issues and worked with service providers to facilitate repairs. Created new account, reset passwords and configured access for users.



	06/2005 to 09/2006


	Senior Associate

HERO ITES - Gurgaon, NCR, India

Accepted credit card applications after verification of customer information and forward for approval. Satisfied customer inquiries and educated them about the credit cards applied for. Handled a large volume of phone calls. Maintained a calm, professional demeanour when faced with high demand, high volume workloads. Informed customers about sales and promotions in a friendly and engaging manner. Trained new employees on company customer service policies and service level standards. Took over calls escalated to supervisor.

	04/2001 to 07/2001
	Cashier

NIRULA'S - Vikaspuri, New Delhi, India
Operated cash register with proficiency. Provided professional and courteous service at all times. Worked overtime shifts during busy periods. Opened or closed cash box and ledger, depending on shift. Coordinated all the functions of all staff members in kitchen, cleaning, delivery, front-counter and storage. Maintained information of all kitchen functions and answered customer inquiries responsibly. Maintained process and inventory information. 


Education
	2015
	CertTESOL, Trinity College, London

Cochin International Language Academy – Cochin, Kerala, India

Second Language Acquisition course work 

Certified ESL Instructor

Coursework in English Grammar, Linguistics and Language Development

	2013
	SCLP – Sutherland Certified Learning Professional
Sutherland Global Services – Cochin, Kerala, India

Certified group trainer.

Coursework in training methodologies.

	2006
	BCA – Bachelor of Computer Applications
Guru Gobind Singh Indraprastha University – New Delhi, India.

Coursework in Software Engineering and Technology Management

Coursework in Computer Networking and Information Technology


Volunteer experience

· Joint secretary of Marthoma Youth League, Vikaspuri, New Delhi for the year 2002–03.

· Secretary of Marthoma Youth League, Vikaspuri, New Delhi for the year 2003–04.

· Active member of the church choir as well, during the above mentioned tenures.

Additional Interests and activities
· Provided communication training to new recruits in a manpower consultancy.

· Gave tuitions up to Engineering-diploma level since 1998.
· Reading technical manuals.
· Cooking.
· Fixing electrical and electronic appliances and plumbing.
· Maintenance and repair of light motor vehicles.
