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Q. You have worked for a multitude of industries ranging from FMCG, Telecom to Consumer 
durables and now Retail, how did you adapt to such varying industries and market needs? 

 
A. When you enjoy what you do and have a mindset of learning continuously, what follows is 

pretty easy. 
 
 
Q. Traditionally, Customer service used to just be about how nice someone was when they 

interacted with you. Today, it has expanded to so much more with multiple touch-points 

coming into picture, how does Future Retail keep itself future ready all the time? 
 
A. I agree. When I joined the customer function service about a decade ago, it was more known 

for standardization and driving the transaction costs down. It was perceived as a cost centre 

patronizingly referred to as a function, that ‘handled complaints’. It has now evolved into a 

differentiator, whose impact to the top line is no longer debatable. It has moved from the 

realm of paying lip service to make a CEO’s speech sound cool demonstrating company’s 

agility, substance and sound leadership strategy. With the democratization of information, 

hyper-connected & hyper demanding customers in this digital era have spawned this customer 

centric focus, which is marked with the reality of a buyer’s market. Ignore the customer at 

your peril is the language spoken across organizations. Like all customer facing companies, 

my company too has a customer centric belief which drives ideas and strategies upto the 

execution stages but deeply rooted in our Indian values and ethos.  
Q. The retail industry is one fiercely competed sector. How important is the Customer Service 

 
Function’s role in terms of giving you an edge over others and how often is the strategy 
for the same altered keeping your competitors in mind? 
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A. As I mentioned above, if you do not have a Customer First mindset, you will not survive 
long in the marketplace. Customers can easily differentiate from lip service from genuine 
attempts to solve their problems and fulfill their needs. They are looking for 
personalization and contextually connecting service and will reward you accordingly 

 

Benchmarking against competition in today’s world is self-limiting and one has to evolve 
continuously, instead of staying on top of a volatile and fluid market. Ability to connect 
disparate pieces of information while staying true to the core of customer centricity is 
key today. Therein, lies the challenge but immense rewards as well, if you get it right. 
Therefore, it is wise to take a ‘fresh eyes’ approach while keeping all engines firing 
whether it is customer in-sighting, deep analytics, predictive learning or prioritizing 
investments in ‘dreamers ‘or technology platforms to hit bulls-eye with your customer 
every time 

 

Q. How would you describe the role of Customer Service Group Head? 
 
A. One has to operate at different levels to achieve various goals. Sometimes, a bit of a 

Crystal Gazing is called for, at others its working towards Cross functional stakeholder 

buy-in at CXO level and at times its building leadership of tomorrow and motivating our 

teams to convert dreams into reality. 
 
 
Q. Recently, in the wake of misconducts, there has been a wave of support, calling for 

proper behavior at workplace, what changes do you feel we need in our education 
system to make people more aware about the appropriate behavior at workplace?  

A. Adherence to proper behavior in corporate life as in any public place is non–negotiable 

and a pre-requisite for all civilized societies. But with so many cultures at play at the 

workplace, one must appreciate that the time has come to introspect, if what’s 
acceptable is socialized enough with rigor. While there are some bad apples who have to 

be dealt accordingly, we sometimes are not sensitive enough towards our young men 

and women who are struggling to find the ‘right‘ space and need guidance and inputs 
periodically due to rapidly changing traditional roles and work-force ratios. Corporate 

India has done a lot for diversity (a much abused word but, I use it here in a wider 
perspective) still, much more is required in this space to create conducive optimal 

workplace environments. 

 
Q. With such a demanding job, how do you maintain work life balance?  
A. My family has been my back bone and inspiration, from my father who encouraged me 

by example to reach beyond, to my mother who demonstrated that she could balance a 
successful career and also support me in my son’s upbringing during critical years, to my 
husband from whom I learnt to focus on the things that matter and move above the 
mundane and finally to my son who constantly inspires me to question status – quo. I 
have two non – negotiable priorities: A strong sense of self -value and family. I believe 
once you define the right priorities, plan accordingly and are disciplined, nature also 
conspires to make your heart’s wishes come true. 
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Q. Your batch-mates & Industry leaders like Ajay Kapur, MadhusudhanKela, Aslam 
Karmali always highlight how strong your batch’s peer network is, how was your batch 
as youngsters? 

 

A. I am fortunate and privileged to have a peer group who are successful and luminaries in 
their respective fields. This includes the ones not mentioned here by name. Each and 

 

every one of us have demonstrated great human spirit and have successfully overcome 
so many of life’s curves and are inspirational in their field of choice. We have not only 
just kept in touch but have built-up an enviable and incredibly warm association. The 
group’s bonding is our enduring achievement and we celebrate our diversity as a 
strength. 

 

Q. What are the significant learnings you had in your two years at SIMSR?  
A. The 2 years at SIMSR were a significant milestone in my life. Completion of a  

Management degree is a gateway to the ‘big exciting world’. Those formative years 
taught me effectiveness and importance of outcomes. I was enriched with cross cultural 
assimilation, learnt to deal with diverse stakeholders and compete positively.  
1991 was a watershed in India’s economic history and our country started making 
strides to become an economy to be reckoned with. I feel lucky to have been a part of 
those defining and exhilarating years which defined the way we are, solution and goal 
oriented. 

 
Q. What would your advice be for young Alumni starting their career? 
 

R. Management students of today are a more confident lot, exposed to much more 
knowledge and make choices judiciously. They, are extremely focused on pursuing their 
goals. So, enjoy the ride, learn continuously, stay inquisitive and success will be yours! 

 

Q. Rapid Fire Questions: 
 

a. One wish you have for India – For it to be truly entrepreneurial mindset 
 
b. One activity you gave back to – mentoring middle-level woman managers and help 

them stay true to the course 
 
c. Activities that you want to lend your name to in the future - Improving societal 

standard of living and encouraging sustainable development.  
d. One word/line you use the most- We make it happen!  
e. Words that describe you the best– Enthusiastic, Goal oriented and Always humane.  
f. Idealist or realist- Realist 
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