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To be an asset in whichever company my role as Manager-Customer Relations. I work by putting in my hard work to bring the organization to better prospects .I always believe in team work. I have good communication skills and ensure to achieve the target assigned to me within the given time frame .Have interest to learn new things & take keen interest in doing so. 
Results-focused, quality-driven professional with extensive experience in service and operational development positions, demonstrating consistent achievement of objectives,strong soft skills and dedication to organizational goals .
My total work experience-10 years in the Customer Relations field .
                                            Relevant Working Experience
· Sales Quality Manager (SQM).
· DAKSHIN HONDA (Elite Motors)-Bangalore – March -2014 .                                                  Honda passenger cars.                                                       
 Detailed job profile as mentioned below:-
· SSI Wave Analysis-Analysing of the Wave scores received, preparing the necessary rootcause and action plan required.

· Monitoring HDBHI-Proper monitoring of complaints so as to avoid re-occurrences on Honda 121 ,which would tamper the HDBHI of the organization.

· PSF (n-3) Calling-Making Calls to the customer post delivery (3rd day) to understand the customer ‘s level of satisfaction and if need be to visit the customer along with the SM to resolve any unattended concerns.

· Evaluating of CREs calling on a day to day  basis-Providing with assigned target and calculating their % achievement.

· Root Cause Analysis-Preparing 5Y Analysis of Customer complaints to reach the root of the problem and providing best solutions to ensure the complaint does not re-arise again.
· Organizing Customer Meets on quarterly basis-Meets organized on quarterly basis in the form of fests which proves  to be a family gatheration,where in customer also gives suggestions,which could prove vital for  our improvement.

· Preparing of Weekly Review Meetings- with the management to discuss issues which require immediate action so as to improve on our SSI Scores.
· Comparision of the Wave Scores-for various quarters, to sort out areas of improvement that would really need to be concentrated on.

· Conducting regular tests-for CREs based on Honda Edge/SSI to keep them  updated on the profile of the CRE department.
· Improvising the CREs –on their vocabulary & pronunciations,to have better probing while speaking to the customer so that we are able to capture maximum VOC.

· Monitoring of various callings –done by the CREs and addressing to complaints in discussion with the SM & TLs in regards to earliest resolution .
· Co-ordination with PDI & Accessories Department-for preparing the vehicle 2 days in advance for delivery purpose.Arranging with RTO to get the passing done before delivering the vehicle.
· SMS & Emails – To customers on regular basis,for any new updates on Fests/Camps/Customer Meets which would be organized shortly or thanking them for their enquiring with us.
· Daily Enquiry Tracker Report-of all enquiries during the day is made based on the details collected by the CREs.Reporting done to CRM/SM along with feedback.
· Manager-Customer Relations (Service)

· Volkwagen (Elite Motors) - Bangalore                    FEB 2013 - FEB2014
                                                                    Volkwagen passenger cars 
· Tafe Access ltd  - Bangalore                                 MAY 2012 - JAN 2013
                                                                            Skoda passenger cars
· Bimal  Auto Agency India Pvt Ltd - Bangalore      MAR 2009-SEP2011
                                                              Maruti-Suzuki passenger cars
 Detailed job profile as mentioned below:
· Addressing customer queries by providing best possible solution,accompanied with 2 CREs to capture the VOC.

· Evaluating CREs on calling performance by giving targets for appointments & focusing on the % of achievement in the form of turned up customers vs No Show Customers.

· Sending out Mailers/SMS/Invitations to customers as Service Reminders or invitations for any forth coming Service Campus/Events.
· Regular follow-ups with customers after the service to find out the vehicle performance & updating their status as discussed.

· Updating Monthly Sales for Warranty purpose.

· Handling Logistics Back Office Responsibilities –Updating of Sales invoice  & New  Customer  Database Updating.
· Sending out regular reminders to customer for services due & recalling cars for any urgent work that would be required.
· CSI Analysis and preparing the necessary rootcause and action plan required.

· Sending report’s to the AM and RM.
· Preparing Monthly reports for reviews.

· Conducting daily meeting with SA and Floor manager.
· Customer Relations Executive
· Bimal Auto Agency India Pvt Ltd - Bangalore       JULY 2006 – FEB 2009
                                                             Maruti-Suzuki passenger cars
· Vijay Auto Sales and Service - Bangalore     
 JUNE  2005-MAY 2006
                                                                     Mahindra passenger cars
· Mandovi Motors Pvt Ltd - Bangalore       
          APRIL 2004-APRIL 2005
                                                             Maruti-Suzuki passenger cars
Detailed job profile as mentioned below:
· Contacting Customers for their vehicle service.
· Contacting Customers for the feedback on service.

· Assisting to the CRM activities.

Personal Information.
Born on 18th March  1972
Female
Educational & professional Activities
B.A - Bangalore University-2001

PUC - Methodist Junior College-1988

SSLC- Methodist High School-1986
Undergone Training
 Attended India south zonal online competition SQM Quiz as10 placed out of 50 competes. 
 Attended 7 days CRM training Volkwagen training center.
 Attended 3 days CRM training MUL 
 Attended 3 days training of soft skills   

 Attended 7 days training of “Born to Win” conducted by Bimal.

Computer Literacy:
MS Window, MS Office ,MS Excell ,Power point, Internet Explorer & Advance Accountancy.
Languages & Hobbies
Read and Write: - English, Kannada, Hindi, Telugu.
Reading newspaper, Meeting & interacting with people. 

Four wheeler Driving-License no -3440106
Declaration
I consider myself familiar with built customer relation service and also confident of my ability to work as a team.
I hereby certify that these data’s correctly describe my qualification, Experience and personal information to the best of my knowledge and belief.
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