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Distinction holder in IATA foundation, achievements-driven Travel Agent Team Lead with over 7 years’ experience in Travel Industry. Demonstrated experience in Customer Satisfaction and Problem Solving. Excellent communication and interpersonal skills that brings a professional and skilled approach to my workplace. Currently pursuing new opportunity that compliments my skills to gain professional and personal benefits.

Core Competencies:

· Systems  - AMADEUS, WORLDSPAN, SABRE, MS Office 
· Customer Service – Interpret and respond to client’s questions & queries with highest degree of professionalism. Improve customer conversion rate through exceptional service.

· Client Relationship Development – Exceeding client’s expectation by providing thorough information about destination, client engagement via emails, calls and newsletter. Continuous service improvement through feedback.

· Team Leadership – Listen constructively to the team members and the management to make sure that the team is delivering the best results.
Career Development:

Southall Travel UK , Gurgaon , India 
Southall Travel Group is one of the largest travel agencies in UK. Ranked 132 in top track 250-league table list in Sixth annual Sunday times HSBC top track awards 2010 and has been awarded the  'Best Overall Agent Award for 2011-12' by Indian airline Jet Airways. Southall Travel bagged this award for the fifth consecutive year.
Role: Assistant Team Leader , Inbound Sales                                                                                             Nov 2007 - Till present
Accountable and responsible for a team of 25 inbound call agents for achieving monthly targets and delivering value.
Primary Responsibilities

· Facilitate meetings with managers to discuss monthly promotions for increasing turnover
· Supervising day-to-day operations of the team, making sure everyone is pulling their weight, distributing the workload evenly and making sure motivation and performance levels are maintained.
· Achieving (if not exceeding) team sales target whilst ensuring team performs outstandingly

· Prepare and present sales turnover, cost, service improvements and other ad hoc reports for decision making

· Transform ideas into structured process and their robust implementation to improve professional gain

· Increase monthly and annual turnover through various promotions
· Act as a focal point of contact for promotions and tours information
· Identifying gaps in customer satisfaction process and defining improvement plans
· Break down annual sales target into weekly and monthly targets and prepare promotion to push sales

· Travel Agents retention through monthly team meetings, team building exercises and opportunity to provide feedback

· Creating and sustaining a dynamic environment that fosters development opportunities
· Leading, mentoring and monitoring the performance of agents to ensure process efficiency 
Key Achievements
· Recognised with ‘ Team lead of the month’ award 
· Achieved the best team award for exceeding the targets
· Awarded as the most innovative team for introducing and implementing new process for improving customer service
Role: Senior Sales Travel Consultant ( Southall Travel )               


                                                                            
Primary Responsibilities:

· Plan, describe, arrange, and sell itinerary tour packages and promotional travel incentives offered by various travel carriers by working on GDS like Worldspan ,Amadeus and Sabre .
· Secure airline tickets, bus transportation, rental cars, boat cruises, private tours and hotel accommodations
· Proactively resolve client’s issues on hotels, tours and travel arrangements
· Improve the day-to-day processes to improve customer conversion rate
· Ensure due diligence is done so that clients do not face any inconvenience during the tour
· Update clients with current information on weather, and things necessary to carry along for vacation 

· Plan, prepare and cost itineraries for clients. Collect advance and balance payments along with travel documents
· Liaise with agents, accommodation owners, airlines and other transport providers

Key Achievements
· Recognised as the ‘travel consultant of the month’ 
· Large return client base – many clients ask for me personally for all of their holiday and travel needs 

· Established and maintained successful relationship with fellow agents, superiors and clients

· Nominated for Best Travel Consultant award in 2012 and rewarded with a company sponsored trip to Dubai
WNS Global Services :

WNS is a leading global Business Process Management (BPM) company. WNS offers business value to 200+ global clients by combining operational excellence with deep domain expertise in Travel and Leisure.

Customer Care Executive in Travelocity, US Process                                                                 May 2007 – Oct 2007
Primary Responsibilities:

· Provide information on products and services and obtain details of complaints from the customers
· Follow up to ensure that appropriate actions were taken on customers' requests

· Escalate unresolved grievances or special requests to the designated departments for further investigations 
· Ensure customer satisfaction by delivering service quality norms, building credibility and gaining market share

Education & Certification:

	IATA UFTAA Foundation Course
	2014

	Bachelors of Commerce
	2003

	Diploma in Media Communication 
	2001
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