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When I look around the landscape of retail and the dramatic changes its going 
through, I am always amazed at the tenacity and resilience of the small traders 
and entrepreneurs like a vegetable vendor or a small kirana shopkeeper. When 
I look deeper I get this insight: “Their heart ticks more than the mind clicks”. 
Customer centricity and service is the core of their businesses. They have 
been able to ingrain many of these values and characteristics into their people. 
We at TRRAIN believe this attitude will be the key differentiator in building the 
future of Indian retail.

Be it an interaction which a customer has with a sales associate after walking 
into a retail store or an encounter with a delivery associate, the image of the 
brand in the customer’s mind, is created in those few seconds or minutes of 
connection. It’s needless to say, that with the Indian retail market expected to 
grow 60% by 2020 and turn into a US$1.1 trillion market, brands will really have 
to deep dive into making strong connections with their customers and sustain 
them. One of the most important links in this, the customer service associate, 
in whichever capacity, ought to be in tune with the brand values and even 
beyond that, realise their role in the retail ecosystem. But many times, while 
being on the other side of the table we forget to recognise the importance of 
the contributions that an associate makes in order to build that brand image in 
the customer’s mind.

Through initiatives like TRRAIN Retail Awards, where TRRAIN honors and 
celebrates customer service excellence delivered by associates across 
various retail formats, we have set out on a journey to be the catalysts and 
help connect the dots between the various retail brands, the associates who 
represent them and the customers who are the reason behind the existence of 
the brands.

The initiative has forayed into the international retail sector with the largest 
association of department stores in the world, Intercontinental Group of 
Department Stores (IGDS) recognising the best retail associate in the world 
at The World Department Store Forum (WDSF) in 2015 and 2017, all inspired 
by TRRAIN Retail Awards and this year we are looking forward to recognising 
more stories at the WDSF in Tokyo. Similarly, the MAPIC awards held at 
Cannes also introduced a new category for recognising customer service 
excellence in association with TRRAIN. We feel humbled by fact that our 
initiatives are being adopted by different countries and associations as a 
connected effort to bring change in people’s lives. 

As was the case last year, we have received the best of the best customer 
service stories from HR’s across India and the jury has evaluated more than 
165 entries from over 150 retail brands! We are very excited to present the 
wonderful winning stories of customer service excellence in this edition of I 
Just Did It and look forward to felicitating the winners on 27th February 2019. 
Recognising associates for their customer service is no more a single event 
in the year. The retail industry has adopted the concept and many retailers are 
recognising their associates and the work they do on a monthly basis. We at 
TRRAIN express our gratitude for the support we have received from the retail 
industry and its leadership team.

We appreciate and are grateful to the team at IMAGES for their continuing 
support for the 8th year in publishing I Just Did It which helps us showcase 
and reach out to an audience with the amazing tales of retail from across the 
various corners of the country. 

Here’s to our retail heroes and their inspiring stories!

Thank You

B S Nagesh
Founder, Trust for Retailers & Retail Associates of India (TRRAIN)

FOREWORD
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Recognised by the international retail community through its B2B Magazines, Conferences, 
Exhibitions, Research Volumes, and Web Portals, the IMAGES Group is India’s largest retail 
intelligence organisation.

A strong publishing portfolio comprising print and online media brands serves the retail 
industry across various verticals, including Textiles, Fashion & Accessories,  Food & Grocery, 
Beauty & Wellness, Consumer & Personal Electronics, Books, Music, Toys & Gifts, Furnitures & 
Fixtures, Home & Offi ce Improvement, Retail Real Estate, Retail Technology & Support etc. 

The need to connect businesses, people, knowledge and ideas associated with modern 
retail is served by IMAGES business exhibitions and networking meets. Conducted alongside 
these, the IMAGES Knowledge Forums and conferences featuring global leaders inspire not 
just debate and discussion, but policy decisions as well. 

Other IMAGES Group initiatives in business intelligence, retail real estate research, and 
online community building also play important roles in further developing the retail business 
ecosystem in one of the world’s most attractive consumer markets – India.

Founded in 2011 by Mr. B S Nagesh, Trust for Retailers & Retail Associates of India 
(TRRAIN) is a public charitable trust, which works towards empowering people in retail. 
The organisation is dedicated to bringing about lasting change in the lives of associates in 
retail, both at work and at home. Based on the pillars of pride, respect, inclusion and skills 
development, TRRAIN has managed to shed light on the most important and often overlooked 
part of the retail industry - it’s associates.

With Retail Employees’ Day, which is a day dedicated to the millions of retail associates 
and is celebrated every year on 12th December, TRRAIN has been able to reach out to over 40 
million people through digital media and has seen more than 1000 brands celebrating the day 
across India, Philippines, UAE, and Turkey.

The idea of TRRAIN Retail Awards was based on the pillar of respect where TRRAIN 
attempted to make the associates, the most important connection between a retail brand and 
it’s customers, feel respected by being recognised and encouraged for their service thereby 
contributing to the larger retail ecosystem. 

TRRAIN’s livelihood program, Pankh - Wings of Destiny has opened up a new world 
of opportunities for more than 10,000 Persons with Disabilities (PwD) and is on its way 
to becoming one of the most impactful inclusion livelihood programs in the nation. With 
TrainHer where the team provides training for women and helps them fi nd employment in 
retail, the livelihood programs are expanding every day. Owing to the growing demand the 
team has developed a technology platform - RISE which stands for Retail Inclusion and 
Sustainable Employment. This unique platform is going to be used to make the process 
of recruiting Persons with Disabilities and women who are freshly trained and looking for 
opportunities, extremely simple.  

The retail skilling program has seen more than 35000 youth being skilled in various retail 
organisations.

With all the initiatives scaling new heights, the team had embarked on a new journey last 
year, which has seen a lot of traction from the retail community. TRRAIN Circle - Friend Ho 
Toh Aisa, now has more than 20,000 retail associates and retailer members who are enjoying 
the various features of the platform. Starting with exclusive offers on products or services, 
counselling to maintain better overall health, fi nancial solutions for some basic needs to 
gaining knowledge, the platform has everything that an associate will need to feel like an 
important part of the retail community and take pride in their work.

Be A Supermarketwala is a new initiative in collaboration with Damodar Mall the author of 
the book, where we are trying to empower retailers by giving them the means to modernise 
their traditional retail stores in order to help them sustain the changing times and increasingly 
more aware and varied customer profi les.

To know more about our initiatives visit www.trrain.org or write to us on info@trrain.org

TRRAIN – JOURNEY SO FAR

A WORD ABOUT IMAGES GROUP
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FOUNDER’S AWARD

2019 – NATIONAL FINALISTS

APPAREL CATEGORY

 ONE WOMAN CAN MAKE A DIFFERENCE 

Arti’s story is truly inspiring and stood out among so many stories due to its 
simplicity yet strong appeal. Arti was working in a small local salon, which she had 
to give up due to erratic schedules based on her family’s preference.

Since she is a seventh-grade pass, her options for jobs were limited but that did 
not stop her from working hard at Simran Sahni’s Health Zone. The team slowly 
started seeing the effort Arti was putting in. How the number of hours she was 
putting in was more than others and her occupancy from being at 60% to 70% 
reached a magnifi cent 130%. Others also emulated from Arti and the salon had to 
start up from 7 am onwards to meet the demand.

She has showcased exceptional effi ciency due to which she has had a steady 
regular client base among which was Ranjeet Agarwal, who wanted home visits 
based on her convenience and Arti readily agreed to visit her place at any time. 

Her consistent efforts and loyalty to the organisation have shown a great deal of 
change which has led to increase in the number of clients being served every day 
and therefore an increase in profi ts and revenues in the last few years. Her efforts 
and the teams work have increased the revenue of the salon from rupees 2 lakhs to 
rupees 6 lakhs.

ARTI GUPTA
SIMRAN SAHNI’S HEALTH ZONE, 
LUCKNOW

 CUSTOMER CENTRICITY IS KEY 

When Vikash noticed that an otherwise regular customer at Global Desi, had not 
been visiting the store for a very long time, he discussed with the team and reached 
out to the customer. 

The customer was extremely happy on receiving a call from him and thanked 
the team for their concern. She informed them about her pregnancy and that she 
had been advised bed rest for some time now. Since she was advised to avoid long 
distance travels, she could not go shopping. On hearing this Vikash wanted to make 
her feel special and took his Store Managers’ support along with all the necessary 
permissions to send across 21 apparels based on their knowledge of her preference, 
to the customer’s house. 

The customer was overjoyed and picked out 13 of them. Post this experience the 
team continued this practice for a while and their attempt to make the customer feel 
special has turned her into an evangelist for the brand now. VIKASH KUMAR

GLOBAL DESI, NEW DELHI
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2019 – NATIONAL FINALISTS

DEPARTMENT STORES AND MALLS CATEGORY

 THINKING ON THE FEET 

A couple entered the Lifestyle store in Grand Mall Kochi on their respective 
wheelchairs. Yadhu Krishnan, a customer service associate approached to assist 
the lady and noticed her looking at the ladies collection and picking some of them 
out while being very unsure of how the clothes will look on her.

An idea struck and Yadhu quickly suggested that a female associate would wear 
the clothes on her behalf so that she could check and see the fi tting and style. The 
couple loved the idea and fi nally picked up 6 pieces of clothing from the ladies 
collection. 

When they moved to the men’s section, they called for Yadhu to help them out 
once again by helping them select and try the clothes on. Yadhu patiently spent 
more than an hour taking care of the couple and their shopping needs. 

This not only resulted in the couple thanking Yadhu for his assistance and for 
being supported like never before but also them ultimately billing for Rs. 20,000. 
This goes to show how a single moment of conscious thinking can lead to a lasting 
impression in the customer’s mind. 

YADHU  KRISHNAN
LIFESTYLE, KOCHI

ELECTRONICS CATEGORY

 GOING OUT OF THE WAY 

Ms Alicia Fernandez purchased an Apple MacBook PRO at the store where Pramod 
assisted her for the same by giving her a demo and arranging for the delivery of the 
laptop at her address since the stock was not available at the time. 

Unfortunately, the shipment got stuck at Bengaluru and could not be delivered 
as promised. After following up with the shipping company Pramod got to know 
that the laptop will be delivered 3 days later in the evening, which was the same day 
when the customer was scheduled to travel outside the country.

Pramod was aware that the laptop was supposed to be a very special gift from the 
customer to her daughter as a sign of love and luck on her journey to pursue higher 
education in Europe. He tried his luck at other stores and found out that there was 
one unit available at a store in Udupi, almost 300 kilometres away which meant a 
total of 14 hours of journey to and fro. 

Since Pramod understood that this wasn’t just another laptop purchase but a 
special one, he promised to deliver the MacBook PRO before she left, anyhow. He 
took a bus from Panjim, reached Udupi in the middle of the night, waited to pick 
up the laptop from the store and came back the same day covering about 600 
kilometres in total. By going out of his way he ended up keeping his promise and the 
vision at Ample - to touch lives and simplify lives.

PRAMOD KUMAR SHETTY 
AMPLE TECHNOLOGIES PVT. 
LTD., PANJIM
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RETAIL SERVICES CATEGORY

SPECIALTY STORES CATEGORY

 INVESTIGATOR IN THE MAKING 

A young married lady, Mrs Shivaranjani lost her gold chain in one of the rides at a 
very busy time in Wonderla. Since the gold chain was a gift from her father it held 
sentimental value and she was obviously very upset by the loss. 

A complaint was lodged with the lost & found at the park and the nearest police 
station. When the police approached the management, they were shown the CCTV 
footage under the assistance of the security associate, Ravinder. After the police 
personnel looked through the tapes continuously for three days and failed to spot 
anything, Ravinder decided to give it a go instead. 

Ravinder arrived earlier for his shift and checked the footage. He found that a lady 
guest had picked up a chain from one of the rides and given it to another guest. He 
also noticed that the guest was carrying a red handbag and tracked her down by 
looking at various footages, based on the locker where she had kept the bag. 

He spent more than his duty hours in fi guring this out and handed the details of 
the family who had the locker he spotted, to the police. The gold chain was recovered 
and then handed over to its rightful owner. The circle inspector was very impressed 
by Ravinder’s way of connecting the dots and fi guring things out. 

 THE SPECIAL TOUCH 

A regular customers’ daughter, Ms Anna made her fi rst visit to the store looking to 
purchase jewellery for her engagement ceremony. All the jewellery collections were 
displayed for her to choose from but she did not seem to like anything that she saw. 
After speaking to her at length the team fi gured that she is an architect and hence 
has a very different preference when it comes to designs.

She was then informed about the option of customising the jewellery based on 
her design ideas which took Ms Anna by surprise but she agreed to give that a try. 
Anu, an associate at Tanishq, took her through the whole process and fi nalised the 
designs.

Although there was very little time left for the ceremony, Anu spoke to the team 
and fi gured out the details. When in the middle of the designs being executed, the 
customer changed some designs, Anu dealt with that really well and in the end, 
delivered the jewellery on time. 

While the initial bill value came up to be rupees 16 Lakhs, due to the excellent 
service that Ms Anna received at the store and the freedom of customisation, the 
team was asked to put together an ensemble matching her wedding dress which 
amounted to rupees 24 Lakhs. The customer was over the moon and very excited 
about all the jewellery being designed by her for her special day with a demonstration 
of incredible customer service by Anu.

JATAVATH RAVINDER
WONDERLA, HYDERABAD

ANU PONNAN
TANISHQ, KOCHI

2019 – NATIONAL FINALISTS
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SPECIALTY STORES CATEGORY

QUICK SERVICE RESTAURANT CATEGORY

 THE BRIGHTEST STAR 

Mr and Mrs Rao walked into Manubhai Jewellers to make a special purchase on the 
occasion of their 25th wedding anniversary. 

Since the couple were Speech and Hearing Impaired, the team decided that 
Asha would be the best customer service associate to guide them. She used sign 
language to communicate with them and showed them the Mangalsutra collection 
for them to choose from. She went on to explain the entire process of jewellery 
buying including checking for gold purity or diamond quality, very patiently.

Mr and Mrs Rao made a choice and while waiting for billing realised they were short 
on the amount and had to visit the bank. By then Mrs Rao felt really comfortable with 
Asha and she decided to stay back at the store while Mr Rao fetched the money. 

Upon his return, the team at Manubhai celebrated with a cake and bouquet of 
flowers and in return, Mr and Mrs Rao gifted a box full of chocolates to the entire 
team as a token of their appreciation for the patience and support.

 SERVICE SATISFACTION 

On a rainy night, a customer called in for some nice and warm pizza for dinner from 
Domino’s. Fazal who was going to deliver the order, called the customer since he 
found it diffi cult to locate the address owing to a power cut in the locality. 

On the insistence of the customer they met outside at a convenient point and on 
receiving the pizza, they both realised that the boxes were wet and crumbled. 

Fazal immediately apologized and requested the customer to give him 30 more 
minutes to get him fresh pizza but the customer didn’t see it as a big deal and 
accepted the delivery. 

A few days later Fazal called the customer and informed him that we will be 
sending across fresh pizza since the other day they were not up to Domino’s 
standard. Although the customer mentioned that it was nobody’s fault, he gave in 
to Fazal’s persistent request, on top of that when he offered to pay, Fazal refused to 
accept the money. 

The customer was really impressed by Fazal’s service and shared his feedback 
with the entire team at Domino’s.

ASHA SHAH
MANUBHAI GEMS PVT LTD., 
MUMBAI

FAZALOOR REHAMAN 
TETTINAGUDDA
DOMINO’S PIZZA, DHARWAD

2019 – NATIONAL FINALISTS
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 A HERO WITHOUT A CAPE 

On a perfect summer day while the park was fi lled with happy families and team 
Wonderla was busy making sure things worked smoothly, Raju K, a Wonderla 
associate, noticed something unusual.

It was at Tower 3, which is the loading area at the top of a ride just before the 
slides begin, that he noticed a young girl in her late teens, who seemed to be having 
an argument with her family and hence started isolating herself. 

Sometime later he noticed her walking away towards the side of the tower which 
actually stands at about 26 feet. Raju instantly noticed that the girl looked visibly 
upset, unhappy and lost in her own world. He started following her actions just to 
make sure she was safe when he saw her gradually inching closer to the edge.

He immediately ran towards her and lunged forward to stop her from taking that 
fatal step and ultimately saved her life by albeit going out of his way. 

We often ignore these small signs that people around us show at a time of despair 
but sometimes observing people around us can lead us to save their lives, save 
them from themselves. Raju K not only saved a life but saved a family who will be 
ever grateful to him and his swift human instincts.

 HONESTY AND INTEGRITY CAN BUILD BRANDS 

As a delivery associate at Big Basket, Naresh has to deal with a few cash on delivery 
orders every now and then. Many a times Naresh gets extra cash due to shortage 
of change but he accepts the cash and credits the change in the customer’s online 
wallet (bbWallet), instead of keeping it to himself as a tip.

In a similar incidence, Ms Ameena from Benson Town, Bengaluru ended up paying 
Rs.1000 extra for a bill amount of Rs. 2500. Naresh realised this upon counting 
the cash and credited the extra amount in Ms Ameena’s wallet. Impressed by his 
honesty, she offered him Rs. 500 as a tip which Naresh politely refused. 

This tale of Naresh’s honestly spread like wildfi re among the other members of the 
housing society where Ms Ameena lives and has resulted in an increased amount of 
orders for bigbasket. In fact, his orders have the highest amount of cashback to the 
bbwallet in a particular area.

A lot of other customers appreciate his work through other means, like a cracker 
box on Diwali, knowing that he won’t accept cash. Naresh is also coaching the other 
employees on cash ethics and instilling in them, bigbasket’s values. 

He has also been recognised by the regional team at bigbasket for his continuous 
show of integrity. 

RAJU K 
WONDERLA, BENGALURU

NARESH N K
BIGBASKET, BENGALURU

2019 – SPECIAL CATEGORY AWARDS

SPECIAL CATEGORY - BEING HUMAN

SPECIAL CATEGORY - INTEGRITY



SPECIAL CATEGORY - PERSONS 
WITH DISABILITIES

 THE ABILITY IN DISABILITY 

Vaishak, a Speech and Hearing Impaired youth, 
has worked at an electronics store after getting his 
Diploma in Electronics and Communications and 
now works as a cashier at Shoppers Stop, Mantri 
Malleshwaram, Bengaluru. 

Recently
a customer walked up to the store manager at 
Shoppers Stop to appreciate Vaishak’s ability and the 
ease with which he was able to communicate all the 
billing details to the customer in spite of being Speech 
and Hearing Impaired. He even went on to mention that 
his experience at the hands of Vaishak was smoother 
than at some of the other cash counters.

Vaishak has really proved himself to be an asset to 
the brand by gathering appreciation from not only the 
customers but also the team at Mantri. He has till date:
 Achieved 154 First Citizen Enrolments (Loyalty 
program)

 Zero errors in billing
 Never had a cash shortage which is so common in 
the retail space

 No customer inconvenience recorded

VAISHAK K
SHOPPERS STOP LTD., 
BENGALURU

2019 – SPECIAL CATEGORY 
AWARDS
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 A NOBLE ATTEMPT 

When Mr Al Aziz Aleem, entered the Levi’s store in Kochi on his wheelchair along 
with his wife and son, little did he know, that he would leave with the biggest smile 
on his face. The parents intended to purchase a pair of jeans for their son but Aju, 
a recognised stylist at the store, noticed that the father also seemed interested in 
the collection at the store. Upon inquiring whether he’d like to try something on, the 
customer looked hesitant and explained that he wouldn’t want to because that would 
be a cumbersome process for the associate since he is restricted to the wheelchair.

Aju put together an ensemble for the customer, and with a little help from the 
customer’s son, assisted him in trying each one out including a western shirt for that 
classic Levi’s look. This left the customer extremely happy and especially mentioned 
that this would have been the fi rst time someone took the effort to assist him.

This resulted in the billing of almost Rs. 14,000 but also went on to show how 
Aju treated the customers as individuals with utmost sensitivity and spent time 
understanding each of their needs which is what true customer service is all about.

AJU ALLESH
LEVI’S, KOCHI

 A MIGHTY CHALLENGE 

One day a customer walked into the Marks & Spencer store, inquiring about navy 
colored suits for 10 men for a wedding when the associate Sanjay, offered his 
assistance to the customer in order to understand the requirement better and 
suggest options.

While Sanjay explained the uniqueness of each option, he was asked to compare 
the price points with the competition and showcase how this purchase would 
make more sense to the customer. Sanjay took up the challenge and was able to 
compare the prices online which pleased the customer very much after which he 
left promising one of his associates would pick up the suits the following day. 

To his utter surprise, the next day instead of sending one associate to pick up 
the order, there stood 30 men who the customer expected to be dressed in the 
same attire. Since Sanjay had only kept the initial 10 suits ready, this was indeed a 
mission for him. 

While he quickly got 16 of the suits ready in the store, for the rest he was assisted 
by his team members who coordinated with other stores across the city to procure 
the suits. Sanjay also put together a complete look for each of them and got about 
99 pieces amounting to over rupees 3 Lakhs which included matching t-shirts, 
shirts and other accessories. With alterations completed the order was ready for 
billing by 10 pm the same day the men walked in expecting great customer service 
and that’s what they got.

SANJAY REDDY 
MARKS & SPENCER RELIANCE 
INDIA PVT. LTD., MUMBAI

2019 – CUSTOMER SERVICE EXCELLENCE AWARDS

APPAREL CATEGORY
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 LUCK AND HARD WORK 

Mr Ahmed’s big day was going to be a memorable one for more than one reason but 
he didn’t know that yet. Mr Ahmed checked in to a Mumbai hotel with his luggage 
for the night after flying down from Dubai and before heading to Begusarai via Patna 
the very next day, for his wedding. Once he reached home at Begusarai he noticed 
a part of his luggage was missing, that’s when it dawned on him that he had left his 
wedding sherwani, back at the Mumbai hotel.

Pawan received a call from him at about 3 pm where Mr Ahmed explained his 
situation and the need for a sherwani immediately as he was about to get married in 
the next 3 hours! Matters were made diffi cult by the fact that the nearest Manyavar 
store was 35 kilometres away from where the groom was. 

But the distance was no issue for Pawan who quickly got on a video call with 
the customer and sent him options of different sherwanis available in his size via 
WhatsApp. Pawan then went on to coordinate with Mr Ahmed’s cousin who had 
a tailoring business and got his exact measurements to get the chosen sherwani 
altered at the Manyavar store. Next, Pawan got the payment done via Paytm and 
with the help of his colleague who had a two-wheeler, delivered the sherwani at Mr 
Ahmed’s house with 15 minutes to spare. Needless to say, the customer was elated 
that his big day was made extra special by the service provided by Pawan and left a 
lasting impression of the brand in his mind.

 EMPATHY IS ESSENTIAL 

On 24th Feb 2018, Hemant was delivering bigbasket orders during peak rush hour. 
He was carrying a full load and was getting delayed by traffi c. While delivering an 
order consisting of 2 full crates, Hemant saw that the customer was taking an 
important call. While trying to grab the customer’s attention, he noticed that he was 
walking with crutches and had special needs.

When the customer was receiving the order, Hemant asked him to avoid putting 
too much strain on himself and assured him that he would unpack and store the 
various items in the order, in their appropriate places. He did this even though he 
knew he would be late to fi nish his shift.

Hemant patiently helped the customer check whether all the items were up to his 
expectations and placed them in their rightful place. Hemant went beyond his duty 
and made sure that the customer did not have to unnecessarily exert himself. The 
customer was delighted by his behaviour, rated him 5 stars and left a feedback for 
Hemant as follows:

(sic) “I am a disabled person and use crutches. Mr Hemant was extremely helpful, 
patient and courteous and he understood my challenge and extended his support. 
I am pleased that I did not feel helpless in his presence and his assistance was full 
of humility”

PAWAN KUMAR
VEDANT FASHIONS PVT LTD, 
MANYAVAR, BEGUSARAI

HEMANT BANDKAR
BIG BASKET, MUMBAI

2019 – CUSTOMER SERVICE EXCELLENCE AWARDS

RETAIL SERVICES CATEGORY
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 ON THE HUNT 

Mrs Baneet visited the Chumbak store along with her daughter when Sana noticed 
and identifi ed her as one of the regular customers. She assisted the customer who 
was looking for multiple gift items and also picked up most of the home decor 
products. 

Mrs Baneet then went on to inquire about storage jars but Sana knew that they 
were not in stock at that store at the time. Upon asking the customer when she 
needed the jars, Sana understood that she needed them the next morning since the 
customer had plans to go out of town the very next day.

Instead of feeling defeated, Sana quickly got in touch with the other stores and 
confi rmed the number of storage jars they each had in stock. The next day Sana 
herself went on to collect the jars from different stores across Mumbai and also 
asked her associate Afzal to help pick up some more. 

Sana reached the store and informed Mrs Baneet that she has procured 25 storage 
jars in total. The customer was ecstatic on hearing this and sent someone over to 
collect the items. Sana showed incredible customer knowledge and provided an 
exclusive customer service experience. 

SANA KHAN
CHUMBAK, MUMBAI

 THE LANGUAGE OF FEELING 

Soumen was waiting for the next customer to come in when he noticed a couple 
walk in to the TBZ store. Upon conversing with them he realised that they were both 
Speech and Hearing Impaired. The couple initially started communicating by using 
sign language but when they were not being able to get what they wanted, they 
decided to walk out of the store. 

On seeing that, Soumen went after them and requested them to give it another go, 
because he was determined to not let them leave unhappy. He started off by making 
them feel comfortable and writing down everything on a notepad which went on to 
become the mode of communication between the couple and Soumen.

After Soumen understood their needs, he showed them jewellery that they 
ultimately purchased. He fi gured while conversing with them that their purchase 
was for a special occasion and arranged for a bouquet for the couple. This gesture 
really made them happy and most importantly Soumen’s determination and effort 
to understand their needs impressed them so much they enrolled in their monthly 
investment scheme (Kalpavruksh Plan) as well. 

SOUMEN KANGSA BANIK
TRIBHOVANDAS BHIMJI ZAVERI 
(TBZ), KOLKATA

SPECIALTY STORES CATEGORY

2019 – CUSTOMER SERVICE EXCELLENCE AWARDS



 THE ULTIMATE SURPRISE 

Mrs Nalini Ram Mohan, who’s a regular customer at 
the store came in one day to purchase a gift for her 
daughter’s friend’s birthday. Ruban collected the 
details of the birthday girl post which, Mrs Mohan 
bought the gift and left the store.

Not only did Ruban wish the birthday girl but also got 
to know that her family was going to celebrate this day 
at a restaurant.

Ruban proceeded to organise a small surprise along 
with a couple of his team members at the restaurant. 
They made arrangements for a cake and decorated the 
place at very short notice. 

When the girl arrived with her family the team 
approached the table and surprised her. The family 
was overwhelmed by this sweet gesture and that made 
for a wonderful memory of the day and the brand in the 
family’s mind.

RUBAN
FASTRACK, CHENNAI

2019 – CUSTOMER SERVICE 
EXCELLENCE AWARDS







BEST HR INITIATIVE OF THE YEAR: 2018 – 2019

BEST INCLUSIVE WORK PLACE OF THE YEAR: 2018 – 2019

 CROMA  KAYA LIMITED 

 INORBIT MALLS INDIA 
PVT. LTD. 

 NATURALS 
ENABLE 

 SHELL INDIA MARKETS 
PVT. LTD. 

 LANDMARK GROUP 



 

 

 

 
 

 
 
 
 
 
 
 

 
 

 

 

Skill enhances produc vity reward & recogni on drives mo va on! 
What is Recogni on of Prior Learning (RPL) with Best-in-Class-Employer (BICE)? 

A Government recognised and Retail Industry validated cer ca on framework that formally recognises skills acquired by 
employees at the workplace.   

Government recognised and Industry validated Cer on (Co-branded) giving pride, respect & dignity for your exis workforce 
 Direct engagement with exis orkforce enabling insights on aspects related to talent reten on, ver cal progression and areas of improvement  
 2 lacs per year for 3 years against accident insurance coverage for every cer ed employee 
 Monetary reward of INR 500/- for every cer ed employee 
 Empowering exis isors to assess exis orkforce – no disturbance ne    
 Tech enabled assessment pla orms ensuring ease of impleme on 

Few par cipa g Industry Partners in RPL  

         

    

  

To get started: r.subramnian@rasci.in (+91 9167775544) I E-mail: info@rasci.in I Website: www.rasci.in I Follow us on:       RASCIonline 







We would like to thank all our donors, partners, regional and nation 
jury members and participating organisations for their continuing 
support, contributions and generosity to TRRAIN Retail Awards 2019
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