KUSHALA   GOLAP SHARMA
2810 Wyndam Court, Shakopee, MN 55379
Mobile Number: 267-467-6900
kushala.g.sharma@gmail.com

	SUMMARY



High potential operations manager with more than 8 years experience. A self-starter with an entrepreneurial spirit and highly-cultivated  interpersonal skills. Well-rounded, detail-oriented, management-level strategist with excellent skills in communications, management and organization. A reputation of establishing creative strategies for optimizing internal operations and external customer satisfaction.

Software competencies in SAP ECC 6.0, SAP Business Objects, SQL and Web Intelligence, AutoCAD
Excellent computer skills in Microsoft Office Products (Word, Excel, Outlook, PowerPoint).

Expert level proficiency in French and English. 
Basic German 

	EDUCATION





University of Pune,India
Bachelor ofArchitecture
(2004-2010)
GPA: 3.5 
                  
University of California, Berkeley      University of Tampa          
      Certificate of Architecture                 MBA 
              Summer - 2010                         Information Systems Management                                          
                                                          GPA: 3.95

	EXPERIENCE




Office Depot/Office Max
Retail Customer Experience Manager / Operations Lead  -  Medina, Minnesota  (May 2015 - Present)
1. Improve customer service through evaluating and re-designing processes, establish and communicate service metrics, monitor and analyze results and implement changes.
2. Responsible for new hire orientation and onboarding process.
3. [bookmark: _GoBack]Provide ongoing performance management training and perform timely performance appraisal for direct reports.
4. Ensure operational excellence through accurate inventory controls, adequate staffing in all departments, adherence to company’s policies and cross- training of associates.

Hertz Corporation
Operations Manager - Minneapolis/St Paul International Airport (Sep 2014 – Dec 2014)
1. Directly trained and managed 9 supervisors and oversaw a total staff of 32 employees at the location.
2. Increased employee retention by 23% from previous year by establishing a training and orientation program.
3. Took steps to maximize sales and revenue, in terms of daily pricing and upgrade options.
4. Handled customer issues and requests, ensuring at least 90% issue-resolution per week.
5. Trained new personnel and monitored their development.
6. Responsible for the rental fleet and the staff that maintains it.
7. Spearheaded a safety committee that was successful in reducing work-related injuries and compensation claims.
8. Conducted weekly meetings with employees to gather feedback and build a team-spirited environment.
 

Design A Consulting  Ltd                     
Operations Manager -  Mauritius (Jan 2011 – Jun 2012)
 Design A Consulting Ltd offers Architectural, Interior Design, Town Planning, Project Management and Property development services.

1. Prospected and secured new accounts within specified geographic regions; maintained up to 25 accounts at one time including coordinating subcontractors, architects, purchasing and ordering.
2. Key project manager from concept to completion of 116 condominium project, largest and tallest in company history.
3. Liaison between interior designers and corporate headquarters in Singapore to maintain quality assurance and product standards. 
4. Introduced and supervised Customer Relationship Management Programs to build and sustain a loyal customer base.
5. Set up Customer Defection tracking systems which improved customer feedback by 46% in 1 year.
6. Conducted and coordinated client meetings mainly in french-speaking countries.
7. Reduced warehouse and storage costs by 25% for all three interior design stores.
8. Successfully represented the organization at the Indian Ocean Home Expo and secured 8 key accounts.


Bata                     
Operations Coordinator -  Pune, India (Mar 2006 – Jun 2009)
 Bata is a shoes and accessories store. It has more than 5000 retail stores in over 60 countries.

1. Implemented new operational processes and procedures to improve customer experience.
2. Delivered regular team communications and conducted monthly staff meetings. 
3. Recruited, trained and developed employees.
4. Solved internal disputes and complaints within guidelines.
5. Maintained accurate financial records.
6. Monitored weekly performance against sales goals.
7. Set and reviewed work load schedules.
8. Controlled and managed the level of in-store inventory as well as new products.
9. Kept up to date with the retail industry, competitors, partners and consumer trends.


Non-profit Organization 
Owner/ Founder -  Mauritius (Dec 2003 – Apr 2010)
Started a non-profit organization, focusing on children with special needs and teen pregnancies. 
Helped in their rehabilitation and reinstatement in the society by collaborating with other non-governmental organizations

1. Created vision, mission, direction, defined critical success factors, SWOT analysis, measurable benchmarks and action plans.
2. Recruited and trained all employees.
3. Represented the organization at conventions across the Indian Ocean.
4. Coordinated planning for marketing, promotions and communications campaigns.
5. Oversaw and coordinated all aspects of budgeting and financial management.
6. Designed and provided assistance to community-based and non-governmental organizations in the areas of program development, community assessment and process/outcome evaluation.
7. Assisted Ministry of Health and social service agencies in the development of programs targeting hard-to-reach populations, minorities and other disadvantaged communities. 
8. Was awarded ‘Most Promising Young Entrepreneur’ in the Indian Ocean Youth Convention.




	CONSULTING



Supply Chain Management – City of Angel’s Hair and Nail Salon and Spa (Carrollwood, Florida)              (www.cityofangelssalon.com) (Jan 2014 – Jun 2014)

1. Optimized the number of suppliers and determined their evaluation and certification process.
2. Supplier and Customer relationships management.
3. Implemented steps towards greening the supply chain.
4. Set up internal and external customer satisfaction metrics.
5. Proposed recommendations about purchasing systems and forecasting.
6. Determination of facility locations using Weighted Factor Rating Model
7. Implemented Continuous Improvement considerations in day-to-day operations.

Customer Relationship Management – Sacred Heart Church (Downtown Tampa, Florida) (www.sacredheartfla.org) (Aug 2013 – Apr 2014)

1. Helped launch the Youth Ministry
2. Improved visibility and socialization by using social media and promotions
3. Surveyed ‘customers’ to enhance customer service and build a loyal customer base.
4. Competitor analysis and SWOT analysis to better position the church.
5. Recommendations to improve the Church’s service offerings.

Customer Defections – Design A Consulting Ltd - Mauritius (Jan 2013 – Jan 2014)

1. Set up a research program to track and analyze defections
2. Implemented a plan about how information could be disseminated to key constituents in the organization.
3. Development of a Customer Relationship Management program.



	ACCOMPLISHMENTS AND HONORS




Invitation to join the National society of Leadership and Success, Sigma Alpha Pi
Distinguished in French Examinations by the Alliance Française de Maurice
National award for ‘Needs and aspirations of Youth of Mauritius’
Gold medal in discus throw at district level
Silver medal in javelin throw and bronze in shot put at national level
Winner of debate on social values organized by College of the Air, Mauritius
Winner of paper presentation on environmental issues faced by Mauritian beaches.

