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PERSONAL DETAILS:

D.O.B


: 30th June 1983
NATIONALITY
: Indian

MARITAL STATUS
: Married
LANGUAGES KNOWN: English, Hindi and Bengali.

VISA STATUS

: Husband's Visa of U.A.E

CAREER OBJECTIVE:
 To emerge as a successful professional by constant learning and implementation accepting new areas and challenges. I want to prosper in the area of Public Relations and Hospitality.

 
PROFILE:

 I am a graduate in Political Science (BA), also completed the course of Public Relations Officer and Advertising from Wellingker's, with a Certified Personality Development 

Course from Yongbuzz and have a strong knowledge of computers in Ms Office, Word, Excel and PowerPoint. I was also involved in extra curricular activities like Dance, Drama, Debate and have anchored as well as organized many events.
STRENGTHS:

 Positive Attitude, Self Confident, Willingness to work hard and capable of managing stress. I am focused and a good team player. Self driven and am capable of managing   my activities independently.

TOTAL EXPERIENCE: 3 Years.
EXPERIENCE:

24th May 2004 till 17th May 2006
 Worked as PROCESS TRAINER in ZENTA India Pvt Ltd (B.P.O) in Mumbai from June 2005 till 17th May 2006.
ROLE
· Identify training needs

· Module Development

· Managing a team of 12-15 CRA’s and Senior CRA’s.
· Providing Pre-Process, Process, refresher-up and On the Job Training for new agents.
· Trained over 350 agents on an outbound credit card process.
· Underwent training such as voice and accent neutralization, soft skills, management development training (for TL’s).
· Call monitoring and providing quality scores along with the Quality team to the management and providing feedback for the professional and personal development of agents.
· Responsible for performance, productivity and quality of all team members.
· Preparation of various MIS reports like team performance, agent, weekly and daily performance and productivity reports.
· Handling escalated calls also responsible for software up gradation.
· Taught Effective English speaking over 175 employees.
· Training CRA'S (Client Response Associate) for the products of the process called DISCOVER and CHASE BANK from USA.
· Monitoring and ensuring Quality of query resolutions

· Interacting with Foreign Delegates (clients) from DISCOVER and CHASE for business, planning and executing projects for the growth of the process.

· Maintaining the data of all training batches for process training and the ISO Certification files for the company's Training Department.
ACHIEVEMENT
· Trained 35 candidates on an average each month in the BPO industry from Nov 2005 to April 2006.

· Developed new modules for as per process requirements resulting in increase of productivity and performance of many agents and in turn achieving organizational goals.

· Trained 15 batches each of 25 CRA’s in Process.
TRAINING SKILLS:

· Customer Service Training

Communication skills, Telephone Handling Skills, Listening, Probing

& Empathy


· Non – Voice Process Training

International Business English, Business Writing, Business Vocabulary

E-mail Etiquette’s

·  Soft Skills

Telephone etiquette, such call opening, holding and call closing

Customer friendly phrases, Forbidden phrases, Scripts and Role Plays

based on the process

· Sales Training

Asking right questions, identifying the needs of the customer, building rapport with the customer, closing technique
TRAINING WORKSHOP:
· Basic Training Workshops

· Sales Training Workshops

· Communication Workshops

· Management Training Workshops

· Leadership Training

· Performance Management

· Team Management Workshops
 Worked as CRA (Client Response Associate) in ZENTA India Pvt Ltd (B.P.O) in Mumbai from May 2005 till 1st June 2006.

ROLE
· Worked for projects of Compu Credit and Discover Bank as a CRA.
· Selling Credit Cards and their value adding products to the American Customers.
· Probing with the customers to identify their needs, understanding them and find solutions to their queries.
· Building rapport with the customers and providing them with customer friendly services.
· Selling the product with 100% Quality Assurance as per the requirement of the client.
  ACHIEVEMENT
· Achieved the target requirement of the client regularly.
· Awarded for outstanding performance in Discover Project.
· Promoted as Process Trainer.
Apr 2001 – Apr 2002
 Worked with CMIT (Computer Center), Mumbai As a COMPUTER CONSELOR. 

ROLE

· Handling Sales, Customer queries & complaint. 

· Counseled and enrolled students for different computer courses.
· Maintained a regular follow up for the enquired students.
QUALIFICATION  

a) Education                    :       GRADUATE in Political Science (BA) Mumbai University.
b) Other Qualifications  :      Diploma in Public Relations and Advertising from Wellingker's          
                                                  Institute.

                                          :       Personality Development Course from Youngbuzz. 

                                          :       Computer course in Ms-Office.  
                                          :        Pursuing MBA in Marketing from ICFAI Mumbai (Correspondence)         
d) Other Activities         :        Represented College at University Level in Dance, Drama and

                                                   Debates.                                 
e) Interest                        :        Socializing, Dancing, Cooking, Reading books & listening to music.
