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Training & Development Management / Corporate Communication

	

	

	Dynamic and result driven professional with over 4 years rich experience with a leading international bank. Vast exposure to procedures, standards, and practices related to Banking, Customer Service, Sales and Training. Competencies in tapping staff potential, identifying their training needs, researching and developing training programme. An articulate communicator with experience in conducting trainings with significant contributions to organizational effectiveness. Possess outstanding interpersonal, analytical, persuasion, problem solving, and coordination skills with presentable personality and professional business style. Seek a challenging role within Banking/ Advertising to achieve excellence and success.  


	  

	EDUCATION
	
	
	

	
	
	
	

	Bachelor of Arts (with Honours), M.S. University of Baroda, Gujarat, India 

Relevant subjects: English, Functional English and Linguistics
	2004

	

	ACHIEVEMENTS
	
	
	

	
	
	
	

	HSBC Bank Middle East
· Researched and prepared a report with the Initial Request and Request for Proposal on the Queuing System in banks. The system was partially implemented and is presently being used by HSBC. Additionally, the needs of the bank and future plans were also studied. 
· Successfully developed and implemented a training programme for the project “Sales and Service Floor Management”. Contributed at best in the post training implementation of the project in the bank’s branches as well as Customer Service Units. 
HSBC Electronic Data Processing India Ltd.
· Track record of meeting customer expectations in terms of accuracy, timeliness and professionalism.

· Outstanding success in surpassing sales targets in various months.

· Part of the “Elite Squad” handling a queue of agents dealing with nonregular telebanking users.

· Won several awards and gift vouchers for sales campaigns held in office.

· Appointed as Voice Coach and mentored newly joined staff to facilitate their transition from the Academy to Operations.
· Member of the Rewards & Recognition Committee in charge with recognizing top performers and awarding them accordingly.

Others
· Played a major role in creating a documentary film for a TV channel in Gujarat, India. 
· Created poems and articles that were published in school magazines and newspapers in India.


	CAREER SNAPSHOT
	
	
	

	
	
	
	

	Sales Support Officer – Central Branch Management
	Sept 2007 – Jul 2009

	HSBC Bank Middle East, Dubai, United Arab Emirates (www.hsbc.ae)

The world's largest banking group providing a wide range of financial services to consumers and businesses.



	Customer Service Executive 
	Jun 2004 – Jan 2007

	HSBC Electronic Data Processing India Ltd., Bangalore, India



	AREAS OF EXPERTISE
	
	
	

	
	
	
	

	Training & Development Management

· Capable of developing and delivering training programmes to boost employee’s motivation level and morale at the same time promote organizational effectiveness in achieving company objectives.  

· Draft programme, training tools, work practices, and other techniques to ensure that employees are prepared to achieve desired performance. 
· Prepare training plans, monitor performance and carry out progressive strategies. 

· Provide guidance and services in the areas of strategic management, leadership, managerial level coaching, key accounts management, customer relation management and products training.

· Maintain proficiency in learning modules, instructional methods, technologies and resources.
· Create and uphold a dynamic and positive work environment to foster development opportunities and stimulate high performance among team members.

· Direct the workforce and ensure that policies and directives are met appropriately through on-the-job coaching, training, motivating and leading by example.

	

	

	Corporate Communication
· Capable to write creatively about various subjects and effectively convey messages to target audience.

· Conduct researches, interviews, and read journals and other material to become familiar with the subject. 

· Organize material and verify accuracy of written work
· Possess exceptional English writing skills with ability to work under pressure and deadlines.


	PROVEN JOB ROLE
	
	
	

	
	
	
	

	Sales Support Officer – HSBC Bank Middle East
· Actively involved in roll out of sales campaigns across all branches and Customer Service Units in UAE.

· Used sales aids, created sales scripts, developed campaign communication, interacted with frontline staff and ensured attendance of branch staff for the Campaign Spotlights.

· Addressed queries and complaints of frontline staff from all the branches and Customer Service Units in the UAE to optimize levels of internal and external customer satisfaction.

· Ensured all frontline staff attends relevant training programme through monitoring the Training Pathway in the branches and Customer Service Units.

· Recommended staff training programme to the Regional Learning and Development team regularly. 

· Developed training programme for delivery by Learning & Development team to all frontline staff in UAE.

· Conducted study and prepared reports for any upcoming proposal by the Distribution and Sales team. 

· Designed, wrote the content and maintained the website for the Distribution and Sales team to strengthen internal communication.  

· Prepared Senior Management Communication for weekly broadcasts to all frontline staff via TV.  
· Provided efficient administrative support to the sales management team regularly.   


	Customer Service Executive – HSBC Electronic Data Processing India Ltd.
· Processed banking transactions of UK based customers according to HSBC standards.

· Consistently delivered highest level of service to contribute in developing a positive reputation for HSBC.
· Identified customer needs and recognized cross selling opportunities then referred to other business lines.

· Imposed and actively promoted all service enhancing initiatives to achieve optimum level of productivity.  
· Served as Voice Coach and employed different coaching techniques according to staff’s individual training needs; helped them in taking their first live call and shared inputs on their strengths and highlighted the areas of improvement.
· Conducted refresher sessions on banking procedures and evaluated their understanding at the end of each session. Also delivered sessions on sales and banking procedures to members of different management groups.
· Provided assistance and coaching to staff members to help them achieve their targets.
· Shared knowledge and best practices through face-to-face meetings and by distributing handouts.


	IT SKILLS
	
	
	

	
	
	
	

	Proficient in MS Office Suite, E-mail applications and Internet browsing plus web research


	PERSONAL DETAILS
	
	
	

	
	
	
	

	Nationality
	:
	Indian

	Date of Birth
	:
	22nd December 1982

	Marital Status
	:
	Married

	Visa Status
	:
	Husband Sponsorship

	Languages
	:
	English, Gujarati, Hindi & Tamil
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STRENGTHS





Gulf experienced professional


Exposure in Training & Development 


Familiar with Phonetics & Int’l Phonetic Alphabet; proficient in English language 


Proficient in computer programs


Can deal with people at all levels of the organization


Desirous for continuous learning


On Husband Sponsorship with UAE D/L








