CURRICULUM VITAE

                                               VINEET BAJAJ

E-MAIL: vineetbajaj10@yahoo.in
CAREER OBJECTIVE:

TO BECOME A COMPETENT TOP-NOTCH LEADER THROUGH SHEER GRIT, DETERMINATION AND LEARNING WHILE WORKING WITH SINCERITY OF PURPOSE AND DEVOTION TO DUTY TO FURTHER IN THE PROCESS, THE PROSPECTS OF THE ORGANISATION WHERE I AM SERVING.

ADDRESS

    
                     
                       CONTACT NO.


HOUSE NO-908, SECTOR-19,                                                              7678670249

Faridabad, Haryana, INDIA.                                                                    
ACADEMIC QUALIFICATION

YEAR                            COURSE                                                INSTITUTE                      GRADE

1997-99           POST GRADUATE DIPLOMA                    APEEJAY SCHOOL             1ST DIVISION

                      IN BUSINESS ADMINISTRATION                OF MARKETING

                    (M.B.A.) Approved by A.I.C.T.E.,                         NEW DELHI

                           MINISTRY OF H.R.D.,

                              GOVT. OF INDIA,

                             SPECIALISATION:

                          MAJOR: MARKETING
                            MINOR: FINANCE

1995           BACHELOR OF COMMERCE                                DELHI UNIV.                 
 2ND DIVISION


1992              All India Senior Secondary                                DAYANAND PUBLIC         1ST DIVISION

                        Certificate Examination                                  
       SCHOOL

                          (A.I.S.S.C.E.-12TH) 

                     Faridabad.


1990              All India Senior Secondary                                 GEETA BAL BHARATI     1ST DIVISION 

                        Certificate Examination                                       PUBLIC SCHOOL

                           (A.I.S.S.C.E.-10TH}


     New Delhi

ADDITIONAL QULIFICATION

     YEAR                                                                        COURSE

1996-97 Certificate course in computer integrated management

                                                                                   1st computer


                                               MS-WORD, MS-EXCEL, POWERPOINT ACCESS, BINDER ETC.

WORK EXPERIENCE
1    ORGANISATION                                   POSITION                                         TENURE
BRITISH ACADEMY              ENGLISH LANGUAGE TRAINER    MAY. 2015– TILL TODAY
· Imparting training related to: 1 Translation 2 Sentence formations 3 Vowel & Consonants sounds 4 MTI sounds 5 pronunciations strictly adhering to training modules.
· Research new language teaching methods 

· Assessing the students’ progress (e.g. homework, exam grades, etc.)
· Planning course material and activities

· Building trusting relationships with students, parents, and other staff

· Identify students with special requirements and create individualized plans

· Determine exam and assignment grades
· Provide feedback based on workload and classroom behavior
· Keep a record of students’ attendance and grade Collaborate with staff and administrators to foster a good student experience

· Ensure training delivery takes place as par the training calendar.
· Manage classroom crises and resolve conflict
· Collecting feedback received from trainings in developing relevant training modules to ensure effectiveness.

· Analyze the Coaching / Training needs of the agents.

· Support floor Training Initiatives: Resolution & Communication.

· Monitor calls on Communication, Soft Skills, and Process & Compliance parameters.

· Conduct assessments for the participants.

· Measure training effectiveness.

· Conduct TNI, training objectives & design training modules.
2    ORGANISATION                                  POSITION                                          TENURE
UNITED HEALTH GROUP        VOICE & ACCENT TRAINER           MAY. 2012– JAN. 2014
· Monitoring call quality of health advisors and provider phone representative as Sr. Call Quality Specialist as per compliance and prescribed standard operating procedures of United Health Group.

· Work closely with the Operations to identify the development areas of their teams and to define a map for their improvement.  

· Identifying the gap between ‘As is’ and ‘Desired’ in process/s. 

· Identifying, leveraging opportunities to improve quality process.

· Identify key trends & factors responsible for customer satisfaction.

· Recommend modifications & changes in the quality issues.

· Assist respective reporting manager on regular basis.

· Preparing evaluation sheet. Give constructive feedback and formulating corrective plan against defects. Responsible for driving call quality and customer satisfaction. 

· Taking quality sessions. Document and report the feedback. 
· Identify and define specific training needs based on call monitoring.
· Conducting call calibration sessions with client/s in coordination with Operations team. Generate reports regularly in the standard formats.
· Initiate activities on the floor. Ensuring participation and awareness. 

3    ORGANISATION                                    POSITION                                           TENURE
           METLIFE                        VOICE AND ACCENT TRAINER          MAY. 2010 – MAY. 2012

· Monitor call quality for voice support associates as per compliance and prescribed standards. Conducting call calibration sessions with client/s in coordination with Operations team. 

· Identifying the gap between ‘As Is’ and ‘Desired’ in process/s. 

· Imparted training related to: 1 Tenses 2 Sentence formation 3 vowel & Consonants sounds 4 MTI sounds 5 pronunciation and 6 Process specific words and phrases. Strictly adhering to training modules and guidelines provided by MetLife while delivering training sessions.

· Preparing evaluation sheet. Give constructive feedback and formulating corrective plan against defects. Responsible for driving call quality and customer satisfaction. 

· Taking quality sessions. Document and report the feedback. 
· Identify and define specific training needs based on call monitoring and quality audit. Generate reports regularly in the standard formats for Operations.
· Work closely with the Operations to identify the development areas of their teams and to define a map for their improvement.  
4  ORGANISATION                                                POSITION                                  TENURE

 BARCLAYS SHARED SERVICES (BSS)      PROCESS ADVISOR           DEC. 2008- OCT. 2009

· Joined voice based inbound process called Virtual Contact Centre – V.C.C. as a Process Advisor.

· Providing first point of contact resolution to Barclaycard customers                  regarding their balance, credit limit, balance transfers, queries.
· Implementing regular updates, procedural changes and new promotions and offers of Barclaycard.

· Tracking and evaluating performance on various parameters set by client and offshore monitoring team.
· Got trained on various skill sets such as lost and stolen, new applications.
· Application enquiries, Barclaycard secure to provide obsessed customer service and satisfaction.

· Reporting to Team Manager.
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