Maria
E-mail: maria.138890@2freemail.com 
Mobile: Whatsapp +971504753686 / +919979971283
· 8 years experience in Customer Services and Airport Operations and Services using GDS.
· 5 years experience in Airport Operations Services in BABS, SITA, ARTICA, AMEDEUS, GALILEO software.
· Experience in Passenger Services, Passenger Reservations, Ticketing and Fares, Departure Control System, Load Control, Baggage reconciliation and mishandled baggage.
· Excellent problem solving skills & Understanding of customer requirements
· Excellent interpersonal skills with an ability to interact with individuals at all levels.
PROFESSIONAL INFORMATION
· Jul’12 ~ Apr’13 – Passenger / Customer Service Representative – Air Arabia (Sharjah, UAE)

· Jan ’06 ~ Jun’12– Traffic Assistant pax handling: Commercial - Air India Limited (Indian Airlines Limited).
· Oct ’02 ~ Dec ’05  – Customer Service Representative – 24/7 Customer Care for CHASE BANK, Bangalore, India.
· May ’01 ~ Aug ’02 – Customer Support Co-Ordinator – e-Serve International Ltd – Citibank Group, Bangalore, India.
PROFESSIONAL EXPERIENCE

Sharjah Aviation Services, Air Arabia (PJSC), Sharjah, UAE

Designation: Passenger / Customer Service Representative

Duration:  June 2012 – April 2013.

About Sharjah Aviation Services, Air Arabia

We are a joint venture ground handling company owned by Sharjah Airport Authority and Air Arabia, the first low cost airline in the Middle East and North Africa, who hub at Sharjah.
Sharjah Aviation Services provides passenger and ramp handling as well as operating one of the regions leading cargo hubs
With over 1,500 highly competent staff and a GSE fleet of more than 200 specialized vehicles and equipment, every year our airport operations team face the task of handling more than 5million passengers and 600,000 tonnes of freight for over 100 airline customers. Our airline customers include Lufthansa, Martinair, Cargolux, Singapore Airlines, Air Arabia, Air India Express, Indian Airlines, NASair, flySAMA, Thomas Cook Airlines, Condor and Uzbekistan Airways
Air Arabia is the Middle East and North Africa’s first and largest low cost carrier (LCC). They fly over 65 destinations spreading across the Middle East, North Africa, Asia and Europe. 
Job Responsibilities: 
Joining / Transfer Check In
Airline Representation
Flight Arrival and Transfer Services
Excess Baggage Collection
Mishandled Baggage
Flight Irregularity Handling (hotel accommodation, meals)
Passenger and Baggage Ground Transportations
Meet and Assist
Unaccompanied minors and  wheelchair service
Lounges
Visa Deposit and Collection
VIP Services
Air India Limited (Indian Airlines Limited), Bangalore, India
Designation: Traffic Supervisor: Commercial Department
Duration:  January 2006 – May 2012.
About Air India Limited (Indian Airlines Limited)
Indian Airlines has been setting the standards for civil aviation in India since its inception in 1953. It has many firsts to its credit, including introduction of the wide bodied A300 aircraft on the domestic network, the fly-by-wire A320, domestic shuttle service, walk in flights and easy fares. Its unique logo emblazoned on the tails of all its aircraft has become synonymous with service, efficiency and reliability.

Indian Airlines is presently fully owned by the Government of India and has total staff strength of around 19300 employees including that of Alliance Air.  Its annual turnover, together with that of its subsidiary Alliance Air, is well over Rs.6000 crores (around US$ 1.4 billion).
 Job Responsibilities: 
· Passenger Services & Passenger reservations
· Ticketing and Fares

· DCS

· Load Control

· Baggage reconciliation and mishandled baggage

Key Functional Skills

Passenger Services, Reservations, Ticketing and Fares

· Provide assistance and related customer services at the ticket counter, gate and baggage areas, and concourse of the airline.

· Duties include servicing customers by performing meet and greets, check-in, aircraft boarding and deplaning, ticketing, baggage service, making boarding, deplaning and public announcements, providing connecting flight information and direction assistance, and handling unruly, upset, or angry passengers, supervise the ticket office.

· Help passengers pass through the airport from the ticket counter to boarding. They also tend to ill, handicapped, elderly, injured and small children traveling alone who need special assistance. This may include an electric cart or wheel chair to expedite or ease movement through long concourses. 

· Supervise and assist in concourse operations to ensure smooth operation and customer satisfaction.

· Well versed with both domestic and interactions ticketing in the BABS- British Aerospace Booking system and has an Expertise working knowledge in the issue of tickets, construction of fares, excess baggage ticket, reissue of tickets including other airlines documents, prepaid ticket advise and hotel reservations with the tie up hotels,

· Member of the airport marketing team which supports the station marketing and sales team whenever a new product is launched, and assists the corporate employees at the airport.
· Function as a process trainer and update the associates on latest circulars regarding promotional fares, co-brand tie ups and holiday packages.
· Providing direction and support to junior staff for building capacity and better customer servicing including providing guideline for interaction with customers.
Departure Control System – DCS
DCS is an automated process of all activities related to airport management operation of any airline.  In simple words, DCS comes in to effect as soon as a passenger books a ticked and ends when the passenger leaves the airport after completing his travel.
· Providing pre flight analysis – this include checking of the aircraft configuration, allotment of seats for passenger with infant, passengers needing special assistance like wheel chair, stretcher etc., group, any special request for meal, seat preference.

· Acceptance of the passenger and finish the check-in in quick time.  The different type of check-in include through check-in , interline check-in and return check-in.  DCS also generates automated boarding cards and printed baggage tag and also no passenger is left stranded and acceptance of the wait list and standby passenger.

· Flight arrival and departure analysis, the reservation hand back of the no show passenger, the go show passenger, total number of passenger booked and handle post departure messages.

· Member of the airport Crisis Management team, which assumes significant importance in the event of a flight getting delayed, diverted, combined or cancelled.

Load Control
· Expert at load control of the flight and expert in load and trim of the aircrafts A-300, A-320, A-319, A-321 and B-737 both manually and on Departure Control System.

· Expert in the ramp handling services and well versed with the handling of the dangerous good.

· Based on the booking, the load controller has to plan the approximate cargo to be accepted and also helps the operations department to finalize the fuel for the aircraft. Also responsible for finalization of the flight and printing of the final passenger manifest.  He also keeps track of the actual count of check in baggage and actual weight, passenger accepted and distribution of the load for the load and balance of the aircrafts.

Baggage Handling
· Handle the baggage at the airport – both incoming and outgoing baggage.  Tally the baggage and load it on the aircraft to reach the correct destination for the outgoing baggage.  For the incoming baggage, offload at the earliest and deliver to the passenger in good condition.

· In case of mishandled baggage-MHB, have to send message to retrieve the baggage at the earliest and offer night kit allowance to the passenger.  Maintains a good rapport with the staff of other airlines-both domestic and international airlines for the quick retriever or the missing baggage.

Key Result Areas
Passenger Handling
· Provide adequate manpower to customer services area like check in counters, ticketing, passenger assistance cell, tele-check etc.

· Responsible for timely closing of the check in counters, ensure no passenger is left stranded, baggage properly tagged and sent to aircraft within the stipulated time.

Operations
· Ensure adequate manpower and ramp handling equipment is available before handling an aircraft.

· Providing quick turn over to the aircraft on ground and liaise with other department like engineering, flight operations, cargo, catering, ground support, passenger handling etc. so as to dispatch the flight on time.

Call Centre/ Customer Service
· Worked in Indian Airlines Call centre in Delhi as a Shift Co-coordinator handling Bangalore process

· Rostering of staffs, Monitor the movement of the aircrafts so as to give correct timings of arrival/departure to customers.

· Monitoring overall functioning of the processes, identifying improvement areas and implementing adequate measures to maximize customer satisfaction levels.
24/7 Customer Care for CHASE, Bangalore, India
Designation: Customer Service Representative
Duration: October 2002 – December 2005
About 24/7 Customer Care for CHASE
24/7 Customer is a California head quartered, global leader in Customer Lifecycle Management solutions, with over 7,500 people across 10 centers in Philippines, India, China and Guatemala.  24/7 Customer is the number 1 service provider in out performance for over 80% of its clients. It provides contact center and next generation predictive interaction solutions that deliver business results across the customer lifecycle. 24/7 Customer has been consistently ranked amongst the Top 5 Contact Center BPOs in 19 industry surveys, globally. 
Job Responsibilities:

Worked in 24/7 for Chase Bank Process handling US Customers queries and issuing a protection for their Credit Cards.
e-Serve International Ltd - Citibank Group, Bangalore, India.
Designation: Customer Support Co-ordinator 

Duration: May 2001 – August 2002
About e-Serve International Ltd
e-Serve International Ltd., formerly known as Citicorp Securities & Investments Ltd., is an established provider of IT-enabled services. Having begun this activity in 1992, e-Serve focuses on providing sophisticated IT-enabled solutions to the Financial Services industry, supported by cutting-edge technology and robust infrastructure. e-Serve is recognized as a leader in IT-enabled financial information processing services. 
Job Responsibilities:

· Worked in Citi Bank Credit card division as CSR handling International vide customers Queries and Resolving it on call as well as on Email.

· Interacting with the clients and updating the new methods and procedures for procurering Credit Cards.

Achievements:

· Expert in handling of the charter flights and Hajj pilgrimage flights for Saudi Arabian Airlines. And also Handled VVIP aircrafts the notable among them being the President’s Dr.A.P.J.Abdul Kalam’s Indian Air force aircraft.

· Member of Indian Airlines team which handled Arrival/Departure of Shri.Satya Sai Baba Aircraft in Puttaparthy.

· Member of the International squad where in apart from the check in formalities, need to liaise with the Immigration and airport customs for each and every international flight.

· Received annual appreciation for good Job done
Trainings Attended:

· Trained on Abhinshue at Hyderabad Training Center.

· Trained on Load & Trim and own a License.

· Working knowledge on GDS system (BABS, SITA, ARTICA, AMEDEUS, GALILEO) software
· Trained on MS-Office, HTML

· Corporate Etiquette 

· Inter-Personal and Communication Development

Educational Qualification:

· B.Com from Baldwins Methodist College, affiliated to Bangalore University (2002 - 2005).

Personal Details:

· Date of Birth 


08th November 1983
· Marital Status


Unmarried
· Languages Known

English, Hindi, Kannada, Tamil and Telugu
Other Information:

· My interests  - Music, Travelling, Cooking, Singing and Networking with people.
References:

· References will be provided upon request.
MARIA 
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