
Poonam Verma
Email: punam.verma1987@gmail.com
Bangalore 
Date of Birth – 9th May’87
Mobile: 8377988718

Education Details :
· Done BSc.IT from kurukshetra University (year 2005 – 2008)
· Done 12th from CBSE – 2005
· Done 10th from CBSE - 2003
Professional Strengths:
1. Possess more than 12 years of professional experience in to training and voice/non-voice operations / e-commerce / SAAS / retails / automobile trainings.
1. Manage large teams, In-house & outsourcing partners training (Vendor Learning & Development Function)
1. Possess excellent presentation and organizational skills 
1. In-depth knowledge of the processes and procedures of conducting Operational Training / LMS / SCRUM tools
1. Possess excellent oral and written communication skills. 
1. Ability to conduct trainings in an effective and efficient manner with measurable matrices.
1. Possess excellent time management and interpersonal skills 
1. Ability to handle multiple tasks and work under pressure 
1. Attended Training workshop on – GROW / SMART / kirkpatrick model / Kaizen Model / SOP Designing / ADDIE / Adult Learning Principles / Change Management / Conflict Management / Certifier Facilitator / ISO 270001 - ISMS (Information Security Management System)
1. Completed – Accredited Certification in Counselling Children & Adolescents from UniSkill Academy & Virtued Academy International.
Learning & Development– 
· Managing Leadership learning within the organization – Planning / Execution / Report Management 
· Creation of Soft Skills Based learning program / Behavior Enhancement Workshop / Customer & Employee Centric Project Management
· Planned training program for – In - house Middle Level Management / Vendor location / Students level / Retail Structure / Contact Center level audience 
· Identify learning and development needs within an organization through job analysis, appraisal schemes and regular consultation with business managers and human resources departments
· Work in a team to produce program that are satisfactory to all relevant parties in an organization, such as line managers, accountants and senior managers at board level
Content Management- 
· Content designing and management, by maintaining them up to date for different level – Operational Content / Process level / New hire-based Program / Refresher training / Skills & Performance related content. 
· Organizational level presentation & Videos creation – Values / Vision / Induction program 
· SOP creation / management of monthly update pool for various – LOB
· Creation of application-based module – LMS / Sales Force / Operation Application tools / SCRUM
· Instructional based content designing for internal and vendor team – Website / App based / Internal Tools related 
· Managing the update discimination
  
Training Operations / Process Improvement –
· Designing end to end process documentation and identifying the process improvement possibilities 
· Representing monthly / weekly / Quarterly training team reviews 
· Managing trainer utilization / effectively resource management 
· Efficacy measurement of training programs / TNI plans / Refresher Session
· Maintain & Designing of process flow for different LOBs / internal teams 
· Maintain & Publishing training dashboards for new hire batches / ongoing training projects 
· Defined CRM system documentation for the new users / managing CRM guidelines 
· Vendor Management – Transition Process / Learning & Ongoing Training Management
HR and Talent Development 
· Identify the source for hiring / Coordinate with the respective department & documentation process
· Managing interview / hiring / training headcount database
· Process designing - Confirmations, Performance Appraisals, Performance Management & Exit-Interviews
· Conducting workshops to motivate the employees on day-to-day basis 
· Develop and communicate policies and procedures about the management of wellbeing
· Created & managing organizational level documentation and events like – R&R / Weekly activities
Work Experience:

Jun’21 – Till Now                      IExcel Learning Solution – Managing Britannia Account                            	               Bangalore 	

Managing Pan India  LMS  / Sales Training / Product & Trade Function Training 
· Managing Induction / Product training for multiple levels & regularly designing the need based content
· Identifying the training needs for sales team on all level (Both Internal & External teams)
· Manging & designing the training programs on LMS (Pan India Sales Team)
· Managing multiple vendors & creating internal reviews from training vertical (Pan India Training Interventions)

May’20 – May’21                                 		  Nobrokerhood                             	               Bangalore 	

Sales Training Specialist- Managing PAN India Trainers & Content Developers 

· Managing a team of 14 trainers (Pan India) / 5 Certifiers / 3 Content Developers
· Maintaining training content & managing classes for the New Hired Headcount 
· Developing effective induction session & producing training materials for in-house courses
· Developing the Sales Content on LMS for PAN India Team & creates sales driven training program.
· Managing knowledge base for the entire organisation for process standardisation
· Identifying ongoing process improvement related training needs & mapping efficacy
· Created SOP for the different vertical Sales Team / Operation & Onboarding team 

July/17 – Mar’19                        ezmall.com (Zee Network)			                               	Noida & Bangalore	

Joined as Assistant Manager - Learning & Development & Promoted to Training & Transition Manager

· Managing the entire Hiring / Learning & Development activities at the Vendors location 
· Managed Transition Process at the vendor locations 
· Creation & maintaining of the policies at the process / product / customer level
· Designing of the entire learning related Content & documentation like – CAP / Compliance / ZTP / Basic Floor hygiene for the vendor as process knowledge base & reference guide
· Managing vendor’s Training Team directly and mapping of the performance on regular basis
· Organizing training programs from brand’s spocs like – Mobiles / Heavy electronic products / Kitchen appliances and designing relevant content for the agent references 
· Designed Knowledge Base & SOPs as process level guidance for the vendor use
· Managing the entire product related content & the rapid product addition TV broadcasted shopping networks
· Designing CSAT surveys for the customers / Implementations of the process

July/16 – Jun/17                               Worked with  -  Freelance Projects 

· Training Designing & Delivery– Internal & Customer Centric / Sales Training Programs / Performance Management 
· Student related training and development programs – Soft Skills / Motivational training / behavioral training programs
· Grass root level training designing & management –(RPL / English / Technology related training programs) 


Aug/15 – Till  June/16                                  Girnarsoft  (College Dekho  / Car Dekho Portals)					Jaipur 	

Assistant Manager - Learning & Development

Managing& Heading process level & developmental training practice for IB/OB/Email/Backend/Social media teams
Training and Development: Created training SOPs/Training videos/Workflows/Process maps as per process requirement. Ensuring training delivered as per plan with desired through put. Managing Team of 10 Inhouse Trainers at the multiple locations.	
· Maintaining training content & managing classes for the New Hired Headcount 
· Developing effective induction session & producing training materials for in-house courses
· Monitoring and reviewing the progress of trainees through questionnaires and discussions with managers
· Ensuring that statutory training requirements are met; Evaluating training and development programs
· Amending and revising programs as necessary, to adapt to changes occurring in the work environment.


July/13 – Till  Jul/15	Snapdeal						New Delhi	

Assistant Manager – Learning  & Development

Managing& Heading process level & developmental training practice for IB/OB/Email/Backend/Social media teams close to 2000+ front line executives
Resource management, Hiring and utilization: Currently leading a team of20  In-house trainers. Role includes optimal utilization of trainers in consultation with the management, hiring of resources and maintain ratio as per internal requirements. Maintaining resources, infrastructure as per business requirements
Participation in acquiring new services: Played a prominent role in Training front line resources in any new service acquired. Part of the management team for trainer allocation and making recommendation and sharing best practices with reference to budgeting, resource allocation, hiring and utilization.
Team Development: Planning training programs for the aligned trainers to enhance team performance w.r.t their area of functionality (Effective training skills, coaching for business results, conflict management, etc). Regularized transaction monitoring for supervisors and assessing minimum skills. Conducting R&R, Incentive structure for Trainers and skip levels to understand strengths and challenges of the team. 
Learning and Development: Created training SOPs/Training videos/Workflows/Process maps as per process requirement. Ensuring training delivered as per plan with desired through put. Designed training curriculums and content for new and existing business.
ADDIE and Adult Learning Principles deployed for all design and delivery during new hire and existing employee training. Customized training modules and approaches defined and created based on TNI 
Conducted Leadership learning for supervisory level - Trainee Feedback and survey to ascertain employee confidence on training delivered and employee satisfaction. Skill Task analysis for programs to enhance training deliverables.
From Aug/11- July/13 	Hero BPO Services					New Delhi	

Process/ Skills Trainer – Training

Training Delivery & Knowledge Management (For Ferns N Petals)

· Responsible for delivering Process/Application/Soft Skills training to all new hires
· Design/ compile training manuals for employees. Plan, Organize, & execute training programs for employees.
· Designed process training modules / NHB module creation / ongoing session planning / update dissemination process.
· Keeping the track & implementation of daily updates (Telecom plans / offers / upcoming services/ add on services)
· Worked as a lead trainer for ISO 270001 - ISMS (Information Security Management System) with KPMG team
· Ensuring that Process/Product/Application/Soft skills training requirements


Mar’09 – Apr’11	Career Counseller & English Coach at BSL			New Delhi 

· Assisting students select courses and ensure chosen classes conform with the recommendations.
· Assess candidates on their fluency in English language.
· Responsible for sending weekly reports, based on the assessments carried out during the week.
· Publishing monthly training calendar for the entire region.



