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Professional Summary
Results-driven retail and customer service leader with over 17 years of experience in eyewear retailing, omni-channel sales, and BPO customer support. Accomplished in consistently delivering sales growth, developing high-performing teams, and providing exceptional client experiences across diverse sectors. Adept at leading operations, executing process improvements, and achieving best-in-class performance metrics.

Professional Achievements
· Consistently exceeded expectations in three consecutive annual performance review cycles at Titan Company Limited, establishing benchmarks in both sales and customer service excellence.
· Achieved exceptional year-over-year store growth of 220%, 160%, and 140% over three consecutive years, with no degrowth in like-for-like and year-to-year comparisons.
· Selected as one of the top three employees nationwide to become a Business Associate and chosen as the first in Mumbai out of 580 stores across India, attaining this milestone at age 27.
· Led omni-channel sales performance, earning recognition as the second highest-ranking store in India.
· At Optica WLL Bahrain, achieved the highest Google rating for customer service and customer reviews across Bahrain, consistently delivering superior client experiences.
· Successfully implemented omni-channel strategies and process improvements, driving outstanding store results and operational excellence.
· Recognized for effective staff training and development, resulting in improved onboarding efficiency and enhanced store performance.
· Developed and executed robust KPI tracking, comfort calls, and NPS surveys, leading to significant improvement in customer feedback and satisfaction metrics.

Key Skills
· Retail Store & Operations Management
· Eyewear & Omni-Channel Sales
· Nps software operation
· Optical insurance applying and co-ordination
· Profit and loss Analysis
· Optical complaints, servicing and troubleshooting
· Inbound Customer Service (BPO & Retail)
· KPI Tracking & Business Analytics
· Salesforce CRM, SAP (Basic), POS Systems
· Team Leadership & Staff Training
· Customer Experience Enhancement (CSAT, NPS)
· Strategic Upselling & Revenue Growth
· Language Proficiency: English, Hindi, Marathi, Tamil, Malayalam

Professional Experience
Optica WLL Bahrain — Senior Sales Consultant
Manama, Bahrain | June 2023 – May 2025
· Achieved and consistently surpassed individual and store sales targets.
· Provided expert guidance to walk-in customers for prescription eyewear, sunglasses, and contact lenses.
· Coordinated insurance approvals and handled customer service escalations.
· Maintained daily operational reports and contributed to store’s high Google customer ratings through exceptional service.
· Generated and analysed daily sales report and performance report.
· Stock inventory checks


Titan Company Limited — Store Manager & Business Associate
· Oversaw day-to-day operations and introduced initiatives resulting in sustained customer satisfaction and sales growth.
· Achieved and tracked sales and service KPI’s such as monthly sales, conversion and Atv’s.
· Maintained optimal stock levels and implemented best-in-class visual merchandising.
· Built strong relationships with customers and the business community, enhancing store reputation and loyalty.
· Recruiting, Hiring and training staff.
· Implemented best practices in omni-channel sales and customer engagement.
· Managed Nps and customer comfort calls to improve satisfaction levels.
· Oversaw daily tracking of stores profit and loss KPIs and KRAs.
· Conducted role plays and staff training to sharpen staff skills.
· Birthday celebration at stores.
· ATLs and BTLs

Titan Company Limited — Store Manager
Mumbai, India | April 2011 – February 2018
· Managed all aspects of high-performing store operations, ensuring achievement of sales, profit, and customer service goals.
· Developed and executed sales strategies to capture growth across in-store and online platforms.
· Led a team recognized for outstanding YoY sales growth and sustained high customer retention.
· Organized regular staff development sessions to enhance product knowledge and service skills.
· Tracked KPIs and implemented process improvements for operational excellence.
· Oversaw day-to-day operations and introduced initiatives resulting in sustained customer satisfaction and sales growth.
· Maintained optimal stock levels and implemented best-in-class visual merchandising.
· Built strong relationships with customers and the business community, enhancing store reputation and loyalty.

Spice BPO Services — Customer Service Executive (Inbound Service for Spice Mobiles)
Mumbai, India | February 2009 – October 2010
· Provided specialized inbound support for Spice Mobiles customers, resolving technical and service issues efficiently.
· Excelled in customer engagement, warranty processing, and exceeding service level agreements.

Sparsh Intelenet BPO Services Limited — Customer Service Executive (UK Argos Inbound Process)
Mumbai, India | December 2007 – September 2008
· Delivered inbound customer service for Argos UK, handling orders, product inquiries, and complaints.
· Consistently achieved first-call resolution and contributed to team performance benchmarks.


	Examination
	Institution
	Year

	S.S.C
	Dominic Savio
	2005

	H.S.C
	Siws College
	2007

	Diploma in F & B Services Management
	Kohinoor Institute, Mumbai
	2010

	BSc Hotel Management & Catering Technology
	ICE College
	2017




Certifications & Technical Skills
· Salesforce (Experienced)
· NPS Software (Experienced)
· SAP (Basic)
· POS Systems (Experienced)
· CRM Platforms (Experienced)

Languages: English,Hindi,Marathi,Tamil and Malayalam.





