Nafisa Ali

Asst. Manager – Learning and Development

Professional Summary
Highly knowledgeable and skilled Learning and Development Specialist with excellent interpersonal skills and strong abilities in designing, conducting and implementing training and educational programs. Proactive and devoted at collaborating closely with Operations and Quality. Adept at collaborating closely with the manager/executive and assuming responsibilities of managing daily activities and working as a team in order to assist in actualizing company’s aspirations, short term initiatives and long term goals and objectives. Expert at transitioning new programs and leading it to the success


Core Qualifications

· Excellent managerial interpersonal and communication skills

· Expert at transitioning new programs

· Skilled at executing TNI and Managing BQ agents

· Good with PowerPoint Excel Outlook and Word

· Good knowledge of content creation FG/PG

· Ability to work interdependently within a team

· Excellent documentation and time management skills

· Internally Certified trainer at Facilitation Skills/Instructional designing & TA Concepts  

.

HIGHLIGHTS

· A results-oriented business professional with 9.7 years in Training.
· Project Management skills, involving designing, developing, delivery and auditing of action plans to minimize risks at the work place.
· Exceptional leadership, communication, team building, strategic planning, and coaching skills.
· Possess strong knowledge on different types of training, examples being Accelerated Learning and techniques to effectively connect with the team/group.
· Trained and practicing Instructional Design & TA concepts
· Ability to adapt and perform in new environments with various tools and techniques.
· Great interpersonal skill making him work closely with Operations to reduce attrition

· Successfully transitioned programs from the UK and the US.

· Worked with various brands and banners(credit cards, insurance, travel, e-commerce)

 

EXPERIENCE                                                                          Aug 2015 – Till date                      
Asst. Manager – Learning and Dvelepoment

247-inc, Bangalore, India.
Core competencies: 

· Responsible for overall supervision, training, mentoring, and appraisal of five trainers and communication coaches
· Travelled onshore and transitioned programs from UK and US clients as a core Training SPOC 
· Responsible for Identifying root cause and areas of improvement to enhance Customer satisfaction. This analysis is directly fed into creations of decks & modules for training program and feedback methodology for new hires and for Engineers on the floor.

· Responsible for driving course content development based on customer deliverables and end user audience. This also includes facilitating skill enhancements for the team as well as at supervisory levels.

· Responsible for driving defect analysis to identify effectiveness of strategies and processes and POA to plug gaps, drive quality and adherence to actions taken. This also includes defects identified during new hire process.

· Supervisory responsibilities with a team of trainers for various global accounts involving various training methodologies. 

· Key coordinator with the On-shore compliance team in setting Program processes, calibration schedules, accreditations, skill enhancement workshops in place.

· Accountable for Quality measures in the process along with compliance to the company Audit guidelines.

· Responsible for driving hiring initiatives with HR and various other functions, mainly related to skill set mapping and process requirements.

· Responsible for resource allocations and outlining roles and responsibilities to team members.


Sr. Trainer – Learning and Dvelepoment                                                 Aug ‘10 – Jul ‘15                      

247-inc, Bangalore, India.                                                                                          

Core competencies: 

· Responsible for product knowledge in Sales and Customer service for the clients through the team consisting of 5 teams with a span of ~ 400 agents

· Responsible for driving initiatives for overall training processes and procedures.
· Manage Hand-Off to operations and ensure lessons learnt are captured and shared with stake holders.
· Main coordinator for all training requirements, roll out of updates and Product refreshers required for a technical process.  
· Responsible for coordinating pre-training and post-training requirements via class room training sessions as well as e-learning portal. Tracking and reporting on successful completion and pending tasks.
· Recognition from various clients for training and ensuring 100% compliance on all awareness and preparation of trainees on all related products. 

· Certification from various clients to train and develop relevant training material for future use.

· Managed team mentoring and up skilling of trainers.
· Allocated to new ventures/business due to quick learning skills.


                                      
Senior Executive V&A                                                                              April ’09 – June ’10

24/7-inc, Bangalore                                                                                                                                  
Core competencies: 

· Assisting and providing individual attention to new hires and existing employee.

· Developing new techniques and to assist existing employees and new hires in improving their skill sets to better customer interaction.

· Resource allocation and optimum utilization

· Mentoring team members and addressing concerns regarding their current and future roles and goal.
· Responsible for quality control in customer service and communicational skills for a technical process consisting of 8 teams with a span of ~ 80 technicians

· Responsible for monitoring, identifying opportunities and areas of improvement on D-Sat reduction and initiate action plans for improving overall performance of engineers in a voice based technical support.

· Provided monthly analysis of performance trends and recommended solutions for any areas having negative trends

· Accountable for communicating performance achievements and areas of focus (voice and accent) to Deputy Managers / Assistant Managers.

· Clear, accurate and regular monitoring and reporting to the Client, both verbal and written, on performance results, issues and proposed solutions. 

·  Co-ordinate action items with the client and take responsibility for ensuring all agreed action points are progressed within agreed timescales.


Process Trainer & Communication Coach                                         August ’08 – July ’09
247-inc, Bangalore

Core competencies:                                                                                                                                                                                                                           
· Training new hires and handholding them throughout the 30,60,90 day performance to enhance performance.

· Compiled reports on efficient methods and best practices for future references and communicate the same with clients on a daily basis.

· Updating training modules to bring the learning from the floor back to class

· To monitor attrition and performance send out the daily training and EWS reports to the program to work hand in hand to bring out results

· Escalating any issues reported by the trainees 

· Ensuring a 100% quality throughput at the end of the training period 

· Conduct TNA for the floor to increase productivity for the clients

· Ensuring that the Bottom Quartile Refreshers yields results to increase the Customer Surveys and enhance performance

· Presenting performance during the training reviews to the clients to show improvement and areas of opportunity.

· Conducting Dip checks on the operations floor to ensure there is 100 % coverage of all the updates
· Sampling chats conducting calibration sessions with the onshore and off shore client

· Escalating quality related issues and ensuring 100% compliance adherence


Voice and Accent Coach,                                                            August ’07 – July ’09

Project Aurora,

24/7 Customer

Gurgaon

Core competencies:                                                                                                                                                                                                                         
· Voice testing of candidates to ensure the right candidates enter the organization to deliver performance

· Responsible for a transition of agents from training to real time call

· Designed and coordinated project documents and reports to show the performance and the gray areas of the trained batches
· Designing modules to train agents during BQM refresher.
· Documenting pre and post training sales scores and preparing decks for review

· Sending out the Daily Production Report

· DSAT Analysis on the floor and IAP generated for the same

Tele Sales Executive                                                                   August ’05 – August ’07 

Banking process                                                                                                                                                            

Core competencies:                                                                                                                                                                                                                         
· Making outbound calls and selling credit cards for a major bank in the US and UK
· Highest SPH for the month of April and May 

· Always trended as the top performer

EDUCATION

BEd - 
· 2004 – 2005 – Teacher’s training and qualified in psychology and learning principles
Post-Graduation -
·  2001 - 2003   Post Graduate Degree in English Literature from North Bengal University

Bachelor degree -

· 1998 – 2001
Bachelor of Eng Literature

· Minor:  Linguistics training and American literature. 

Secondary Education -
· 1996 – 1998
Rockvale Academy
· March 1994
St Joseph’s Convent

SUMMARY OF SKILLS
Analytical and research skills
· Data and defect analysis to identify successful initiatives at the work place and areas of improvement.

· Along with identifying defects, the skills to categorize them, conduct a root cause analysis and align improvements with business objectives.

· Experinced based development of structures and framework for training purposes.

· Able to establish a set of effectively communicated policies, procedures and objectives and ensure a continuous improvement framework along with an auditable baseline to evaluate performance on a regular basis, since ensuring training processes and gauging effectiveness of the processes was a key role.
Communication Skills

· Excellent written and spoken communication skills as a result of constant engagement with stake holders on the progress and effectiveness of policies implemented.

· Have designed and implemented course material to upskill existing personnel, as well as to introduce new concepts of business in the framework.

· Have been instrumental in designing course material to enhance business potential by showcasing best known practices in the organization and obtaining statistics for performance.

· Strong interpersonal skills developed while training new hires, coordinating with the on-shore compliance team and as a part of the hiring team.

· Have also attended various workshops to improve ”on the job” skill sets, for instance workshops on team building, time management, facilitation skills, assertive skills and coaching skills.

Teamwork Skills

· In charge of spear heading multiple projects to audit and baseline supervisory skill sets.

· Supervisory skills obtained while managing a team.

· Responsible for resource allocations and outlining roles and responsibilities to team members.
Computer Skills

· Fluent with the use of MS Word, Excel and Power Point

· Experienced in creating online assessments with online applications

· Experienced with the working of online portals

Organizational Skills

· Spear headed various transition training projects and moved projects from POC to BAU
· Accountable for Quality measures in the process along with compliance to the company Audit guidelines.

· Engaged with various sales functions to showcase the company’s fundamental processes and the progress gained in business as well as processes implemented.

· Part of the various CEE projects to bring convenience or generate more revenue for the clinets
Personal Details

· Date of Birth: 5th Sep 1979

· Marital Status: Married

· Nationality: Indian

· Languages Known: English, Hindi, Bengali, Nepali

· Address –  SAI ENCLAVE
                            SENEPPA LAYOUT
                            KODICHIKANAHALLI

                    BANGALORE - 56
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