Paarul Sood – Transformation and Management Catalyst              
My hands-on, real-life and inspiring style has allowed leaders across a wide swath of industries achieve massive positive transformational shifts with their teams. Responsible for design and delivery of all key OD tasks applied for building an assertive performance focus within an organization to steer the leadership and the teams towards exceptional results.

Job description included Sales, Training Needs Assessment, developing and delivering learning modules, client servicing, business development, and implementing assessment tools.
Also extensive frontline experience in leading corporate teams companies in IT, ITES creates unique hands-on approach. Focused on achieving specific Organisational Transformational, financial and productivity targets using clear cut and concise Action Plans consistently achieves outstanding results.

Core areas of expertise are:

· Transformational Leadership & Exec –Coaching
· Succession Planning & Grooming The Next Generation Of Leaders
Creating A Cutting Edge Corporate Culture/ Change Management 
Transaction Analysis
· Train to Retain

· Attrition management

· Assessment Centers

· Competency mapping
· Training and Assessments Process Benchmarking ---Mystery Shopping & ROI 

Other Projects Executed:

· Corporate Culture 

· Training Standardization

· Conflict Resolution

· Inductions

· Team Building

· Motivation

· Attitude Transformation

· Campaign Specific

· Transaction Analysis

· Gaps Analysis

· Train to Retain

· Attrition management

· Assessment Centers

· Competency Mapping

Certifications Achieved by me:

· Certification Trainer (BY Achieve Global) 

· Creating Managers ( RT-Asia)

· Customer Service Training Certification (Wilson Learning)

· Team Building and Management (Beacon Trainings)

· Voice & accent (Ann Cook)  

· Coaching Tele Web – Certified GAPS Analyst (PDI)

· Training Delivery styles (Steve Burner) workshop attended

· Coaching Service Quality (GE)

· Hiring Excellence (GE)

· CTE (Voice) –GE

· Quality QCAL--- GE, 

· Leaders window (Accenture)

Objective  

To become an effective leader in the field of Organization Development & learning and add to the excellence of the organization. 
Training -
“We Create Destinies”

Education  

April 1995 – April 1998
             Graduation in Economics from Punjab University  

   
Chandigarh.

April 1997 – April 1999
Post Graduate Diploma in International marketing from (IIEM) Bangalore.

Professional Experience   

Working as Free lance Transformation Catalyst- Duration: (May2007- March 2009 *)
Have been Selling, Executing,Designing- corporate training programmes for varied industries for last twHave Delivered Training and Learning Projects for :

Educational Institutions –

IAMT Gaziabad, Sybiosis Pune, Jain College, Christ College, RV Engineering College, Lovely Engineering College, Delhi University Aurobindo College),  Aptech, Webcom, SSI, NIFT, 

Airlines/Aviation—

AHA, Frankfinn, Aptech, Singapore Airlines, Malaysian Airlines

Telecom-  

Airtel,Vodafone, Spice, Orange, At&T, Sprint, British Telecom, Virgin

Banking & Insurance – 

UBI,Canara Bank, SBI, Karnataka bank, HDFC Bank, ING Vysya, Citibank.

Hospitality :  

Golden palms, Taj group, Windflower, Maharaja Group, Cafe Coffee Day, Barista, KFC.

Health care : 

Fortis, Apollo, Wockhardt,DMC , CMC, Manipal Hospitals, Mallige Hospitals, GE.

IT/ITES : 

Wipro, Magnus, Accenture, Firstsource, GE, Microsoft,Saffron,EXL, HCL, Birlasoft, Syphony Services, HP, IBM, Tesco, SGT, Satyam, CapGemini, Aptech,Arena Multimedia, Fujitsu, Rapidigm, Arvato, Global Vantage, Xansa.

Retail --      Future Group, Vardhaman,Wpro, Fashon, Media/Adverising, Shipping Organisations like – Evergreen, Kenna Metals, Tushar engineers,.
Accenture (Bangalore) 

Duration: (Julyt2006- May2007)
Designation:  Manager –Capability Development Team

· Handling the whole Pre- Process training function for Bangalore (For ACCS-ISS, NTL & Virgin Media,  )

· Competency mapping for India _Training

· Competency mapping International

· Conducted Workshops like- Team Building, Stress Management, Attitude Transformation, Leadership Styles, Six thinking hats, Leaders Window.

· Ensuring Language certifications – 100%

· Responsible for the ROI of the Training Team

· CSAT score Enhancement

· Employee Development 

· Leadership development Trainings

· Brought down the hiring defect rate to 3% in the last quarter
· Have designed and driven Enabler Model for the whole of Accenture as an initiative to Enhance Capacity and Develop capability
· Integration with quality. –TCIM

· Highest EOU scores for last 5 month for all the LOB’s

· Train The Trainer  workshops conducted

· Coach the Coach workshops conducted

GE (Hyderabad)


Duration: 
 (Dec 2004- July2006) 

Designation: 
 Manager Training 

Worked with GE Hyderabad as a Manager training. My Job responsibilities include planning Neo’s, managing a team of 21 super trainers, handling 20UC’s for RSF,JC Penny, RSF, Lowes, Dillard’s, Exxon, CPS, Mervyn’s, Cash works, PMG, Blend as a Training Manager. Accountable for all the trainings, QCAL scores, ECVOC, ICVOC and Customer Clinics. I have set up a Voice factory implementing accent lab for UK and US. I am directly reporting to the learning leader and the VP training for the site. I was responsible for all the CLS, Employee Development and Pre-Process Training across portfolios for more than 3000 employees spread across. Hyderabad and Manila (Philippines).

Responsibilities and Achievements:

· Handling the entire team of trainers, designing their goals and KPI’s.

· Organizing and delivering Train the Trainer workshops on various modules like Voice, , Corporate Communication, Corporate Culture, Speech therapy, Team Building, Sales, Customer Service, Motivation, Email etiquettes, Communication skills, Coaching, Professional Telephone Handling Skills and other soft skills which influence the performance of an employee.

· Responsible for the ROI of the Training Team

· Have conducted six workshops across the organization on Communication skills.

· Have driven two Quality Projects for the whole organization.

· Have driven Goal Setting week for all the Managers and Team Leads across the floor.

· Only employee from the department to be awarded for bringing down customer complaints (CSAT) based on accent and other parameters of the call. (From 83 complaints per month to 4 complaints per month).

· I am an integral part of the interview panel to judge the communications skills and the trainability of the candidates.

· Call Coaching of all the agents and calibrating with Business Managers and the Team Leads for the process related issues.

· Integral part of the A3 team of GECFS (Accent, Attrition, Attitude).

· Have designed and delivered content on all major parameters which are essential for the smooth running of the whole organization.  

· Achieved consistently 15% rise on the 12i scores for the last 3 quarters.

· Designed, implemented and executed the new OD initiatives and Soft skills workshops  across GE- CFS.

· Brought down the hiring defect rate to 6% in the last 2 quarters.

Hewlett Packard, (Asia Pacific Contact Center) KL-Hub Malaysia. (Expat Contract)

Duration:
 (JAN 2003- Dec 2004)
 

Designation: 
Training Specialist

Have worked with HP (Hewlett Packard) as a Training Lead and was very soon promoted as Training Specialist.  I was responsible for the Employee Development and Quality maintenance of the outbound and inbound force for all the teams supporting Australia, Malaysia, Singapore, Philippines, Korea, Thailand, Taiwan, Indonesia, and Australia, New Zealand, India and US. I was also delivering soft skill trainings and voice and accent trainings for whole of the Hub and also handling a team of 5 soft skill and 6 Technical Trainers. I was the only Voice and Accent and soft skills trainer for all the countries mentioned above. Also I was the member of the PET team (Performance Enhancement Team) of the hub that worked towards increasing the conversion rates, quality, and total customer experience for the agents and the customers. I was also responsible for the return on the investment of the training department.

· As a Trainer in the Hub who has achieved a certification from Achieve Global- Management skills for Leadership. This resulted in cost cutting and elimination of business process redundancies.

· Only Trainer to be awarded for the increase in the quality and the conversion rate of the agents. Have increased the conversion rate from 12% to 23% for the above-mentioned countries I was supporting.

· Was responsible for the Call monitoring results for the overall Hub. Also accountable for providing the results i.e. 4 calls per week per agent and also involved in providing the feedbacks and action plan for each agent.

· Was responsible for GAPS Analysis and Coaching Plans across Management and Departments. 

· Have shown an Increase of more than 2 million dollars as an ROI for the quarter.

· Also provide trainings for the Managers and the Team leads team of 10 members towards a common goal.
NIS Sparta (Contract)

Duration:      (2001Dec- Jan 2003)

Designation: Senior Trainer 

Have worked as a Senior Trainer with NIS for their and have trained in all major BPO’s in India -- Convergys, American Express (GIO), EXL Services, CSC, Icon data Management, I-energizer, Vertex 7c and HCL both in BPO and their software division. I have also provided Voice and accent and soft skill trainings at all these companies on behalf of NIS.

Here I got a chance to excel my skills for Soft Skill trainer as well and have received lot of certifications for the same as a trainer (Both Inbound and Outbound) - telephone handling skills, Tele Marketing, Tele Selling, Customer Service, Motivation, team Building, Telephone Etiquettes. I also got lot of exposure in training in all the corporate and departments of Central government like (ITC, Indian Railways, Telephone Department, Delhi Police, Nestle, Vardhaman, Hero Cycles etc.)

Daksh  

 

Duration:
 (July 2000- Dec 2001)

Designation:   CCS
I joined Daksh as a CCS, have  been in the pilot team for INTUIT.com. it was a web based process where  I was required to respond to customers via email. I also used to impart lot of brown bags and process trainings. Assisting other CCS, making reports, brown bags, process trainings, updates, reports were all a part of my job profile.) Later when DAKSH got the first voice process for Sprint PCS I was the part of the first ffew CCS  who were absorbed for the Voice and Accent Training for the new process.
Key Achievements  

· Consistently maintained high quality standards of productivity. 

· Got the award for the highest Quantity and Quality man of the Season Award.

CONTSHIP CONTAINERLINES.

Duration:      (Aug 97- July2000)

Designation: Sr. Executive Commercial.

In my tenure as the Executive Commercial, I was required to deal with importers and exporters to book the containers for the services offered by the company all over the world (America, Australia, Singapore, Canada and Middle East). I was also required to provide customer service to the overseas clients and to the consignees of different countries through calls, emails and fax.  I was one point of contact for all the consignees from the port of departure to the destination including the freight negotiations, transit details, stuffing, customs and the port of arrival.

Miscellaneous Information:
Languages Known:
English, Hindi and Punjabi (R&W).

Gender: 

Male
