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	Nationality:


Kenyan
E-mail address:

juliah.106972@2freemail.com
Languages:             

Fluent English, Swahili, 
Gender:                    

Female
Date of Birth:


9th October 1984

Visa Status:             

Residency Visa (Transferable)
Driving License Issued from:     United Arab Emirates


	OBJECTIVE


Ambitious, client-focused individual seeking a challenging and rewarding career in a diverse environment where my skills and experience can effectively be utilized to improve customer satisfaction and achieve organizational growth.
	PROFILE


Highly motivated and result oriented professional with dynamic background in Customer Service and Sales Account Executive. Proven ability to work both autonomously and collaboratively, Ability to organize, analyse and present findings clearly. Exceptional well organised with a track record that demonstrates self-motivation, creativity and initiative to both personal and corporate goals.  Outstanding success in building and maintaining relationship with the decision maker, establishing large volume, high profit accounts. Strong Customer Experience focus and proactive attitude. Demonstrate proven ability to work under pressure, remain calm in any situation and to actively enhance companys’ revenue earnings.  A commitment to ongoing, continuous, lifelong learning.
	CORE SKILLS


	· Sales and Marketing
	· Team building
	· Problem solving

	· Communication - spoken and written
	· KPIs -Key Performance Indicator
	· Detailed knowledge in Airline Operations.

	· Organisation and Logistics
	· CRM –Customer relationship management
	· Computer literacy, MS office, SITA, Gemini, Stars and Salesforce.


	KEY ACHIEVEMENT


· Managed key customers accounts worth in excess of US $ 5 M. Responsible for organization of logistics for clients including accommodation, international travel, visas, scheduling of training and ensuring payment received on time. Achieved a 95% customer retention rate and gained new business through creating strong relationship with clients.
· Exhibiting a positive attitude and building trust, by ensuring commitments are met and expectations are exceeded by offering additional information about the company’s products in line with customer needs and priorities. Consistently achieved a customer satisfaction rating of 95%.
· Problems with the booking process sometimes allowed pilots to be booked on the unsuitable training (i.e. wrong aircraft). I identified that alternative online training could be provided until a suitable aircraft became available. I also reviewed the booking process and implemented changes resulting in a 50 % reduction in the occurrence of this type of problem.

· Recognised that in order to meet overall KPIs the company needed to improve cost performance.  Reviewed customer feedbacks and identified areas of dissatisfaction I then developed improvement plans to address the weakness in our customer services. Customer retention improved by 4 % in a quarter. The practices I had developed were rolled out through the company.
· Acting as a company representative at International Airshows, I generated new business through effective communication of company services to airline representatives resulting in new contracts worth US $ 4 M. 
	EMPLOYMENT HISTORY


Jayz Hair and Beauty Salon, LLC (Feb 2017 to date
Position:   Marketing Specialist. 
Job Profile: 
· Product promotion and advertising ensuring compliance of health and safety standards.
· Resolving service mishaps and customer complaints.
· Ensuring a high level of client satisfaction.
· Develop and maintain a thorough competitive landscape that is both comprehensive and adaptable to sales training.
· Plan and manage the cross-functional implementation and launch of new salon features and enhancements to all departments.
· Contacting potential clients.

· Conduct market and customer research to identify opportunities for new features or enhancements to the product.
· Create and maintain salon booker KPI and feature usage dashboard and contribute to quarterly forecasts and status updates to management.
· Product knowledge, education and anticipating client needs.

Jetex Flight Support, FZE (March 2016 to Nov 2016.
Position:   Key Accounts Manager/ Regional Sales Executive 
Job Profile: 
· Grow market share within a designated territory through the combination of acquiring new business and increasing share within the existing client base. 

· Develop sales growth plans for a region with a particular focus on the strategic view of the business.

· Revenue Generation and achieve, organise, control and monitor sales targets.

· Customer Knowledge, Gain solid knowledge about customers’ accounts, products and services, business landscape.

· Ensure that the product and promotional plans are understood to give the greatest impact on territory and customers.

· To assist in the development of value-added products for implementation in the local market in order to further optimize and enhance revenue

· Monitor market trends and competitor activities in order to ensure that Head Office is kept informed of local conditions.

· Liaise with marketing, commercial, Sales and related departments to ensure well integrated sales effort.

· Produce sales forecast every 3 months and reporting weekly, monthly and annual territory sales reports.

Emirates - CAE Flight Training (ECFT) (Nov 2010 to Nov 2015
Position:  Sales Account Executive / Customer Service
Job Profile:

· Manage Pilot’s qualification to ensure all meet regulatory requirements.

· Proactively keep track of the proposals and contracts.
· Proactively planning ahead for customers training based on their last years requirements, so as to enhance company’s’ revenue earnings.
· Following up with customers to ensure that payment is arranged as per the agreement terms and conditions.

· Check validities for pilot’s licenses and entering information in the company database.

· Liaising with the finance department concerning payment and contracts, liaising with operations, scheduling and planning departments, Sales Managers to ensure smooth training transition.

· Prior to training arrangements i.e. reserving the pilots slot, Confirming to the pilot and obtaining his /her information. Booking the course in the system and raising the prebill.

· Preparing the training request form and pre requisites and submitting to the training department.

· Ensuring that the customers’ requests are met such as preference of instructor, sim slots.
· Using Key Performance Indicator (KPIs) to actively enhance company’s’ revenue earnings and keep track of customers feedback. 
· Managing customer feedback and experience throughout the training (5 to 35 days).
Manchester Outfitters Limited (Nov 2009 to July 2010), Kenya
Position Customer Care Advisor
Job Profile:
· Professional interaction with clients to provide answers to inquiries involving company's product or services.
· Contacting Clients after delivery to enquire on their feedback. 
· Answering incoming calls and performing administrative functions.

· Attending to customer’s problem and resolving the issues.

· Assigned specific sales to customers and maintained computerized inventory of customer sales activities.

· Responsible for appropriate stock replenishment and review series new textile products through attending trade show and exhibitions

· Using Key Performance Indicator (KPIs) to actively enhance company’s’ revenue earnings and keep track of customers feedback.
Sharjah Aviation Service , Sharjah International Airport, (Aug 2008 to Sep 2009)
Position Customer Service Lead Agent
Job Profile:

· As a face of SAS and been the key interface between the customer airlines and their passengers, I played a big role in offering the customer care , ensuring excellent customer service skills and a problem solving attitude at all times.

· Responsible to perform passenger check-in at the counters, issued boarding pass, seat selection and ensured airline regulations regarding size/weights are complied with.

· Board passenger’s to the aircraft through boarding gates and monitored hand luggage with the commitment of delivering high quality Customer Services.

· Ensured to provide a comprehensive service to the passengers who require special attention.

· I was professionally trained and I ensured the smooth handling of passengers from check-in to boarding and from disembarkation to baggage collection.

· Kept records of left behind baggage’s, misconnections, deportees, inadmissible passengers.
Innscor Kenya Limited (Jan 2005 – Sep 2007).
Position Customer Care Representative
Job Profile:
· Took full responsibility for dealing with relevant customer complains queries and requests for information.

· Preparation of daily and weekly reports as appropriate.

· Approaching all matters in a non-biased and professional manner.
· Following up customer inquiries not immediately resolved.
	QUALIFICATIONS


Zabeel International Institute of Management & Technology, Dubai –UAE. 
Course: Business Management / Administration
Modules:

· Management Principles – Planning and Organizing

· Management Processes – Staffing, Decision Making and Controlling

· Management Functions – Marketing and Operations

· Management Practices-Human Resources ad Supply Chain

CBA - Certified in Business Administration, Accredited by Ministry of Education –UAE)

Institute of Advanced Technology (IAT).  (2004 – 2006) Kenya
Courses:  International Computer Driving License (ICDL) & International certificate in Business & IT – ICBIT

Modules: 

Computer Essential, Online Essential, Words Processing, Spreadsheets, Presentation, Using Database, IT Security, Online Collaboration.

Gatanga C.C.M Secondary School (2000 – 2003) Kenya.
Kenya Certificate of Secondary Education (Grade 12)
Additional Training qualifications:
· Online Training (Flight School Security) Certificate in Transport Security Awareness.

· Certified for Non-finance Management course by Innscor Kenya Limited.


· Certified for Airport Customer Service and Flight Handling procedures from Sharjah Aviation Services.

· Certified from Sharjah Aviation Service for SDCS (Sita Departure Control System)
· Customer Service Training by Ritz-Carlton – Dubai
· Airline Operational Applications: SITA, Gemini, Stars.
	HOBBIES


Swimming, Cooking, Reading, Listening to music, Photography, Travelling, Playing Guitar.
	Additional Information:


Valid U.A.E driving license and own car.

