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CURRICULUM VITAE
Gazala 
E-Mail: gazala.125369@2freemail.com 
         OBJECTIVE:

Aspiring   for  a   competitive   and  motivated   environment   where   my    knowledge  can  be  shared and   enriched.   To  work   with  an  organization   that  would   recognize   my   latent  skills  and  give me  an  opportunity to  continually  enhance  my  skills. 
PROFESSIONAL PROFILE

· Over 8 years of cross functional experience in Customer Relationship Management as well as Process Management, Training across diverse industries.

· Strong business acumen with skills to remain on the cutting edge, maintaining excellent client relationships, training and motivating teams.

· Endowed with Strong analytical, negotiation & inter-personal skills with demonstrated communication and relationship management abilities.

ACADEMIA

· Master of Commerce from Madurai Kamaraj University (2005)

· Bachelors of Commerce from Andhra University (2003)

CAREER SNAPSHOTS
· H R LOGISTICS PVT LTD 
 April             2009     Till Date
· HSBC PVT LTD 


 February      2005     March 2009
· DELHI PUBLIC SCHOOL
 February      2003     January 2005

STRENGTHS
· Ability  to  communicate effectively  with staff  and executives  verbal and written. 
· Strong determination  towards  success &  goals.
· Time management  skills, self & a quick learner.
· Customer-service orientation.
AREAS OF EXPERTISE
· Managing Customer Centric Operations, providing them with best product solutions to suit their needs & ensuring satisfaction by achieving delivery & service quality norms.

· Analyzing business potential, conceptualizing & executing strategies to drive sales, augment turnover and achieve desired targets.
· Strong communicator with exceptional organizational skills and ability to manage multiple situations with focus, direction and enthusiasm.

ORGANIZATIONAL EXPERIENCE 

H R Logistics Private Ltd. – Asst   Admin /Relationship Manager    April 2009 – Till Date
Job Role:
· Assessing customer feedback, evaluating areas of improvements with focus on excelling business targets & service delivery metrics.
· Develop and generate new business through strategic-based selling and managing relationships with key accounts.
· Liaising directly with the client’s & updated them regarding the improved services and also conducted Customer Satisfaction Surveys to serve them better. 
· Maintains administrative staff by recruiting, selecting, orienting, and training employees; maintaining a safe and secure work environment; developing personal growth opportunities.

· Mapping clients requirements, assisting in developing, customizing Portfolio in line with the guidelines specified by the client.
· Conducting Mystery Audits to include tele-checks, competition update, customer service evaluation / complaint& cancellation level evaluation and operation evaluations.

· Manage administrative staff scheduling to include: standard work schedules, vacation requests/approval, overtime management and approval of expense reports.
· Encouraging the highest possible standards of customer service from the team and maintaining the smooth day-to-day operations. Maintaining good staff relations through effective communication, leadership, discipline and motivation

HSBC Electronic Data Processing Pvt Ltd – Auditor & Trainer Feb 2005 – March 2009

Job Role:

· Significant experience in interfacing with clients for rendering consultancy on financial products and managed backend operations across assignments.

· Promoted as an Auditor; monitored weekly performances of the 96 trainees with the respective learning curves and provided online feedback to the trainees by regular analysis to achieve the required productivity and quality targets.

· Conducting training programs that involved an exhaustive process of classroom training on  soft skills, telephone etiquette and Product Training. 
· Motivating the team members by using problem-solving skills to synthesize and apply information quickly while adapting to new situations seamlessly to make immediate contribution.
ACHEIVEMENTS

· Awarded Roll of Honour in recognition to my contributions and efforts for the month of October 2005.
· Awarded Achiever of the Month for the tremendous work done through out the month of November 2005 & February 2006.
· Received  Team  of  the  Quarter  award as  achieved  high   accuracy and   performed exceedingly  well with quality work for the first quarter of 2006.

· Anchored  Annual Award Functions,  Theme Parties  &  Family Day Out’s which  is an evidence of strong communication skills.
Delhi Public School       Sr Counsellor   –    Feb 2003 to Jan 2005

Job Role:


· Maintaining the records and coordinated with the clients for an updated service to the satisfactory level.  Also maintained reports on the progress of admissions & updated the same to the HOD.

· Responsible for improved teamwork, morale and  discipline by creating competitions to encourage team-building skills, as well as a Leadership Development programs.

· Handled enquiries, increased the conversion rate on regularly. Provided weekly and monthly reports on the progress of the clients to the Management.
· Liaison between all impacted departments to ensure proper communications and reporting practices.
· Demonstrated outstanding problem solving and active listening skills, able to diffuse difficult customer situations with comfort and ease.
· Provided administrative support to Board Members and Principal of strategic planning, also managed the store purchases and direct vendor relations.
· Self-motivated and resourceful, with the proven ability to multi-task and operate successfully under tight deadlines and time pressures.
· Assisted Principal & staff in conducting the scholarship exams at National level also interacted with the Head Office for conducting semester examinations.

PERSONAL DETAILS

Date of Birth  

: 
31st August 1981

Place of Birth 

:
India

Marital Status

:
Married

Nationality 


:
Indian

Religion 


:
Muslim
Languages Known 

:  
English, Urdu & Hindi 
Visa Status


:  
Visit Visa    

