NEELU BHATNAGAR
Address: Janhitkari Apartments, Flat#231, Sector-6, Vasundhra, Ghaziabad- 201012
Mobile: 9971319915
 E-Mail: neelusaini79 @gmail.com,
Seeking middle level assignments in Coordination/Client Relationship Management/ Distribution Management with an organisation of repute
Preferred Sector: OPERATIONS MANAGEMENT/CLIENT RELATIONSHIP MANAGEMENT
Preferred Location: Delhi/NCR
AN OVERVIEW
·     A ‘Performance driven Professional’ bringing in rare level business acumen and record of achievements 

developed in over 13 years.

·    Extensive experience in Client Relationship Management, Coordination, Channel/Distribution Management, Business Development.
· Use instincts, insight, judgment and timing to succeed on tough deal.
· Operations Management focusing on maximizing customer satisfaction, process compliance, etc.
· Process improvement initiatives to achieve maximum efficiency in various operations.
· Abilities in coordinating with internal/external customers for running successful business operations and experience of implementing procedures and service standards for business excellence. 

· Prudent, disciplined & self motivated with excellent interpersonal, communication & organizational skills  with proven abilities in team management and customer relationship management.
CORE COMPETENCIES
Client Relationship Management            Process Management

              Documentation & Reporting 
Database Management


Strategic Planning


Distribution Management 
Operations 



Revenue Expansion


Administrative Support




Since November’ 2019 till date-Lyallpur Uniforms- PRO (Managing Business Operations)
 Responsibilities: Maintains relationships with schools/institutions/corporates by providing support, information, and guidance; Meeting school authorities like Chairman/Director/Principal and Admin staff for their valuable feedback and to explore the potential of any new business that can help to grow the business & to improve the services
· Providing clients with information about new promotional opportunities 
· Researching and recommending new opportunities; recommending profit and service improvements.

Identifies product improvements or new products by keeping me updated on industry trends, market activities, and competitors.

· Prepares reports by collecting, analyzing, and summarizing information.
· Contacts & Coordinates well with publishing house for procurement of books
· Maintains quality service by establishing and enforcing organization standards.

· Maintains professional and technical knowledge by attending technical  workshops at the factory;

· Reviewing professional publications; establishing personal networks; bench marking state-of-the-art practices; participating in professional societies.

· Contributes to team effort by accomplishing related results as needed.

· Tuck shop survey to review the cleanliness  or maintenance of stock 
·  To manage and monitor the uniform and book shops across Delhi/NCR and Dubai 
· To make urgent requirements of the product getting short at the retail counters.
Since November 2018 to

October 2019
Aptech Montana International Pre-school.- Centre Head

                                                  (Managing School Operations)
Key Deliverables:
· Managing entire school operations
· Recruitment of teachers & other staff
· Responsible for admissions with targets to be achieved every month

· Managed school events

· Managed marketing activities like society events and vendor management
Since April 2015 to 

February 28th 2017
Pearson India Education Services Pvt. Ltd.- Service Delivery Coordinator (Assisting Service Delivery Head in managing school operations)
Key Deliverables:
· Provide operational and administrative support for a range of Service Delivery processes by liasoning with Sales, Credit Control, Finance, Customer Service and Logistics/warehouse teams 

· Communicates with various stakeholders with influence 
· Managing Service Orders

· Move Service Orders through the proper staging process (i.e. from Order Submitted to Execution)

· Manage Service Orders dates and other critical information for accuracy and timely task closures

· Work closely with internal and external customers from planning through completion of service delivery operations

· Monitor compliance with systems/practices in place

· Ensure proper documentation, filing and periodic reporting 

· Coordinating with the internal cross-functional departments, offices, for smooth execution of day-to-day business operations
· Responsible for organizing meetings with clients, preparing minutes of meeting
· Taking care of travel requirements for senior management and events

Significant Highlights:
· Ensured timely dispatch and delivery of orders to schools.
· Maintained promising client relationships with all categories schools pan India.

· Single point of contact for all events conducted.
· Instrumental in providing justified time and key focus for the result areas assigned from time to time, ratings generally exceeding the reasonable expectations of the supervisors.
· Received appreciation from various other departments for maximum contribution in collection from schools, supporting sales team and cross functional teams like warehouse and logistics.
August 2014 to February 2015
AAAM & Co /GVR Group – Office Coordinator 
                                                              (Office Coordination &   Public Relations)
Key Deliverables:
· Responsible for coordinating with Chartered Accountants & Company Secretariats for allocation and follow up of their work.
· Coordinating with the internal cross-functional departments, offices, for smooth execution of day-to-day business operations
· Coordination with the Accounts team, Audit team, HR & Events Management team.

· Organizing events such as seminars, fairs for other companies.

· Attending meetings/presentations on behalf of MD.

· Responsible for organizing meetings with clients.
· Taking care of travel requirements for senior management and events.
· Successfully work with internal and external audit so as to confirm compliance with procedures.
· Other Functions like, helping HR department in recruitments

· Monthly MIS preparation and present the same to management
· Conducting review meetings with MD & HR’s for employee benefits & appraisals.
September 2012 to May 2013 Modiglobe Travels (Northern India) – Assistant Manager for  Franchise Business and Support
Key Deliverables:

· Providing support to franchisees across the market with key focus profitability by ensuring optimal utilization of resources.

· Appointing franchisees across North India.
· Preparing & imparting training modules for franchise system.
· Expertise in managing franchise system business.

· Ensured success in ramping up business assignments while working in close coordination with clients thereby ensuring effective service deliverables. 
May 2005 to July 2012
Amway India Enterprises Pvt. Ltd. – Delhi Executive – Distributor Customer Services (Northern India) – Distributor Relations and Business Support
Key Deliverables:
· Supporting front desk activities by interacting with walk in abo’s. Managing all the DCS processes effectively on regular basis.

· Providing support to the distributors in attaining their monthly thresholds.
· Maintaining excellent relations with clients/ distributors to generate avenues for further business.
· Prepared audit questioner’s bi monthly for team & location offices to check their process knowledge.
· Punching the applications and renewals received, stock management, and helping the distributors with all the processes affecting their business.

· Coordinating with the Cross Functional Teams (Commercial and Warehouse).

· Assisting the DCS Manager in implementation and execution of distribution support and service enhancement activities, viz, fairs…. Promotional events of new products, Road shows, Distributor organization events, etc.

· Working closely with other departments like operations, Finance & Accounting & ITDS to facilitate day to day activities of Distributor Relations.

· Imparting training to new recruits during induction period. 

· Visit location offices like Rohini, Panipat, Gurgaon, Chandigarh & Ghaziabad for process training on a monthly basis.
· Apprising Distributors about promotions, launches, special events & training programs, etc.

· Keeping a track of daily MIS & Day end report as well as generating daily EPABX report.

· Grooming the new recruits with all DCS processes.

Significant Highlights:
· Ensured timely resolution of all other distributor complaints and requests in an effective manner.
· Maintained promising business relationships with the various business owners / leaders of Amway India.
· Instrumental in providing justified time and key focus for the result areas assigned from time to time, ratings generally exceeding the reasonable expectations of the supervisors.
· Received appreciation from various other departments on Business Development Training, Operations, etc. for providing cross functional support

· Attended National Level D.C.S. Meet, 2005 at Goa.
Nov 2002 to Oct 2004


Vishnu Solutions Private Limited - Kolkata as Team Leader

Key Deliverables:

· Responsible for quality customer service & achievement of targets set by the top management. 
· Managing the operations for business processes for various telecom clients from UK & US.

· Daily review calls with the clients.

· Managing a team of 120 agents

· Ensure standardization of processes and verbiage at the frontline

· Monitor the Call Centre on-line through ACD, ensuring adequate number of people are available for calls at all times break schedules are being met, AUX, ACW, Talk time, hold time & extension times are under check
· Review and suggest changes in existing processes, to ensure that they are simple, fast & customer friendly 
· MIS support.
· First agent to be promoted to the position of Team Lead
· Responsible for conducting monthly, quarterly and yearly appraisals for all team members

· Managing the operational metric

· Handled the podium for escalation / Break Management and Absence Control
Advisor:

· Entry into International Call Centre Industry

· Successfully completed the Pilot Phase for Call Handling and Quality for Capital One Bank Cards.


· Core Job –Cold calling to prospective customers for Capital One Bank Debit cards
· Acting buddy for new call takers

· Training Support  for new recruits on the product and procedures

Significant Highlights:

· Youngest team member to be promoted to a Team Leader position.

· Managed and maintained high utilizations (Shift, agent and seat) to ensure maximum profitability

· Appreciation received from Call Centre Business Manager for On Call performance
· Best business advisor for `03.
· Provided process training to new recruits time on time.

· Groomed team with all new processes launched on a monthly basis.

· Analyzed, wrote and presented team progress reports.

· Developed, planned and formulated new business opportunities.

· Evaluated and up graded skills & performance of team members as per requirement.

· Prepared reports on issues related to the total no. of calls made and analyzed sales according to the facts & figures on a day to day basis.
· Assisted team members in converting a lead into a profitable sale.
· Motivated & mentored team members in reaching their respective business targets.
Jul 1999 to Aug 2002

Reliance Telecom Limited- Jamshedpur as Senior Customer Care Executive
Key Deliverables:
· Took care of client servicing, business development & acquisition aspects of the business.
· Created and implemented ASMP.
· Handled Bill related issues; call – in & walk – in customers.
· Attended complaints and queries and gave feedback to RTL.
Significant Highlights:
· Three business dealers appointed by mapping the subscriber base in that particular area.
· DIPLOMA
· Diploma in Computers from TULEC & PENTASOFT (MS Office, FoxPro, Visual Basics & Internet Applications), Jamshedpur.
ACADEMIC CREDENTIALS
· B.A. 




University of Delhi



2000
PERSONAL DOSSIER
Date of Birth

31st July, 1979
Languages Known
English, Hindi, Punjabi & Bengali
Reference 

Available on request
