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VOICE & ACCENT TRAINER/ BPO OPERATIONS PROFESSIONAL

Extensive experience with strong credentials in delivering optimal result and business value in demanding deadlines; seeking assignments across the service industry

PROFESSIONAL SYNOPSIS
· A competent professional with over 7 years’ experience in handling and leading Support Function for Operations & Customer Service Delivery in BPO (Technical & Non-technical) Projects for overseas Clients.

· Demonstrated strengths in mentoring new hire batches and conducting refreshers to increase the efficacy of performance. Efficiently managing assignments on quality maintenance.
· Seasoned professional, with the ability to handle multiple functions & activities in high-pressure environments with tight deadlines.
Career Highlight
· Generated highest amount of Customer Satisfaction & Resolution Scores across a Fiscal Quarter.
· Constantly identifying improvement areas & implementing measures to maximize client satisfaction levels. Ensuring continuous interaction with team & client to ensure that area of concern can be worked upon for improved service levels.


PROFESSIONAL EXPERIENCE
Homeward Residential India Pvt. Ltd
Corporate Trainer/ Sep’14 till date
Imparting training to new hires, imparting need-based training, mentoring and individual coaching. This includes:

· Scheduling training sessions.

· Identifying individual training needs.

· Designing and preparing the training module.

· Preparing, distributing and checking assessment sheets.
· Monitoring calls and emails.
· Sharing individual feedback.

· Preparing monthly business reports for checking the performance of the associates.
· Sharing the reports of agent performance with BU.

· Being an active participant in Call & email calibrations
· The areas covered in V&A Training are accent training, syllable stress, word stress, sentence stress, phonetics, stereotype, grammar, email etiquette, business letter, telephone etiquette and customer service skills.
Spectrum Consultants India Pvt. Ltd. (Client- Microsoft GTSC)

Culture & Communication Specialist/ Jan’14- Aug’14

Imparting induction and training to new hires, imparting need-based training, mentoring and individual coaching, taking mock calls and preparing them for the operations floor. Leading a team of 5 trainers and helping them analyze training need and conduct sessions effectively to improve the performance on the floor and in turn develop themselves.  This includes:

· Scheduling training sessions.

· Identifying individual training needs.

· Designing and preparing the training module.

· Giving individual feedback.

· Counseling engineers regarding their need for training.

· Setting standards for improvement.

· The areas covered in V&A Training are accent training, syllable stress, word stress, sentence stress, phonetics, knowledge, stereotype, cross culture knowledge, accent

CONCENTRIX TECHNOLOGIES PVT. LTD (Client- VMware)
Soft Skills Trainer/ Feb’12- Jan’14
Imparting induction and Training to new hires, imparting need-based training, taking mock calls and    preparing them for the operations floor. This includes:

· Scheduling training sessions.

· Identifying individual training needs.

· Designing and preparing the training module.

· Preparing, distributing and checking assessment sheets.

· Giving individual feedback.

· Being actively involved in recruitment.

· Setting standards for improvement.

· Ensuring 90% of my Trainees graduate the V&A training during the stipulated 7 days of training

· Ensuring attrition during training is less than 5%

· Ensuring a success ratio of 90% between Pre-Training and V&A assessment.

· The areas covered in V&A Training are accent training, syllable stress, word stress, sentence stress, phonetics, knowledge, stereotype, cross culture knowledge, accent neutralization, telephone/telesales etiquette, interaction skills, customer relationship management skills and call center terminology.
WIPRO TECHNOLOGIES PVT LTD

Voice & Accent Trainer / Aug’11 – Jan’12
Regular Audits and Feedback for all the engineers across the floor

Conducting Need Based Training

Calibrations and Screenings

Conducting Pre Process Training for new hires which include the following: 

· Scheduling training sessions.

· Identifying individual training needs.

· Designing and preparing the training module.

· Sharing individual feedback and close looping it with CSAT.

· Setting standards for improvement.

· The areas covered in V&A Training are accent training, syllable stress, word stress, sentence stress, phonetics, knowledge, stereotype, cross culture knowledge, accent neutralization, telephone/email etiquette, interaction skills and customer relationship management skills.
PREVIOUS WORK EXPERIENCE
· Worked with Lee and Nee Software Exports Ltd as a Lead Voice and Accent Trainer from Jan'10 - Dec'10.
· Worked with Simtech E solutions as Lead Faculty for Communicative English, Call Centre Training and Basic Computers from Nov'08 - Dec'09.

· Worked with Wipro BPO as Senior Tech Support Associate for DELL from June'05 - Dec'07.
· Worked with Shoppers' Stop Ltd as Customer Care Associate from May'04 - May'05 and was promoted as Cashier-in-Charge for the entire store.



EDUCATIONAL QUALIFICATION
B.Com (H) – 2003

J.D.Birla College, J.U
Higher Secondary - 2000

South Point High School, W.B.B.H.S.E 

Madhyamik - 1998

South Point High School, W.B.B.H.S.E
Additional Qualification

PC Applications MS Office 2013 Suite Including Word, Excel and Powerpoint
Completed DIPLOMA in IT from NIIT 
Completed Professional Diploma in Training and Teaching from Global Training Academy

ACHIEVEMENTS
National Scholar from W. B. Board of Secondary Education

Honest Heart Award from Shoppers' Stop Ltd

Letter of Appreciation from Customer

Best performer award from DELL


Date of Birth:30th December 1981
Languages Known: English, Bengali & Hindi
Marital Status: Married
References: Available on request
