SHALINI 
E-Mail: shalini.19111@2freemail.com   

Seeking assignments in Customer Relationship Management with an organization of repute. 
Summary
· Over 16 years of rich experience in serving the customers with enthusiasm and dexterity across organisations in domains like logistics, media and trading. 

· Was  serving at National Bulk Handling Corporation Ltd. as a Manager – Customer Service from July 2005 till January 2007. 

· Adroit at maintaining maximum customer satisfaction by ensuring quality & timely services. 

· Gathered exposure in ensuring proper guidance for the achievement of targets, quality services and in handling all kinds of people. 

· Demonstrated hands on management skills in the development and implementation of strategic plans, to ensure company growth 

· An Out-of-the-Box thinker with a proven track record of increasing revenues, establishing franchises networks, streamlining workflow and creating a team work environment to enhance productivity innovatively for reputed business houses. 

· A keen learner with strong analytical & problem solving abilities teamed with effective communication skills. 

Core Competencies 

Customer Relationship Management 

· Managing customer centric operations & ensuring customer satisfaction by achieving delivery & service quality norms. 

· Attending to clients (individuals as well as corporate clients) concerns & complaints and undertaking steps for effectively resolving them to their satisfaction. 

· Interacting with the customers to gather their feedback regarding the products’ utilities. 

· Maintaining cordial relations with customers to sustain the profitability of the business. 

· Preparing and maintaining MIS reports for the reference of top management. 

Sales Operations: 

· Implementing pre-planned sales strategies for accomplishment of performance milestones. 

· Identifying prospective clients from various sectors and generating repeat business from the existing, thereby achieving business targets. 

· Interfacing with customers for all commercial issues, and actively involved in receiving, evaluating and quoting RFQ’s (request for quotation) from the customers. 

Warehouse Operations: 

· Coordinating with the warehouse manager for maintaining the stock of material without any variance by conducting stock verification and documentation. 

· Enforcing compliance with quality control standards for improvement in the quality of various items and contracts. 

· Liaising with external/internal agencies /departments for the profitability of the company 

Team Management

· Effectively interfacing with people at all levels, managing healthy work environment and inculcating bonded teamwork with high work ethics 

· Mentoring, motivating and guiding Relationship Managers ensuring revenue (brokerage) generation and achieving budgeted figures on monthly basis. 

· Ensuring complete customer satisfaction and retention/gaining new clients by delivery quality services. 

· Ensuring that settlement is done before the delivery  of the particular lot of commodity 

Career Features 

Manager – Customer Service @ National Bulk Handling Corporation Ltd.   Aug’05- Present
· Instrumental in alleviating the complaint resolution time from days (2 days) to hours (24 hours) 

· Distinction of pioneering and developing client reminder service for quality certificate revalidation and other stock related records 

· Demonstrative excellence in providing relentless support to Business Development team to augment awareness of package of services offered by the company 

· Holds credit of streamlining process of inter-office, field office coordination by developing system for the same. 

· Efficiently managing a team size of 4 members ensuring optimum performance. 

Assistant Manager @ Business India Group of Publications     Feb’92- Jul’05
· Fore fronted the entire operations related to providing customer support services for subscription base development along with developing and maintaining customer feedback. 

· Pivotal role played in offering vital data to senior management for making business decisions and future planning. 

· Efficiently directed and improved customer support efforts to reduce and eliminate customer dissatisfaction level. 

· Effectively conducted in-depth market development research and compiled results for senior management.  

· Deftly designed, coordinated and presented market research analysis reports to facilitate implementation of company’s marketing strategies aggressively 

· Successfully oversaw new subscriptions along with renewals for all group’s publications. 

· Actively involved in coordinating with various teams for ensuring timely release of the magazine. 

· Effectively managed a team size of 13 members. 

· Received a letter of appreciation from the MD – Ms. Pheroza Billimoria of Business India Group of Publications 

Commenced career as a Marketing Executive @ Blue Dart Express Ltd.  Dec’90- Feb ’92
Academia
· Pursuing MBA from Madurai Kamaraj University 

· B.Com from Mumbai University in 1990 

Date of Birth: September 28th, 1969 

