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CAREER OBJECTIVE
To achieve a high degree of expertise and capability and to attain professional enrichment by drawing the best out of my abilities. To play a vital role in the decision and strategy making process in the interest of my organization with full dedication and achieve a respectable position.

CAREER PROFILE
· 9 years and 5 months of total experience. 2 years and 5 months of experience in Shipping & Logistics.  
· Detail-oriented, multi tasker, strong learning and organizing skills matched with the ability to manage stress, time and people effectively.

· Expertise in managing operations across cross-functional units to achieve efficiency in the customer service delivery cycle, ensuring timely delivery. 

WORK EXPERIENCE
CMA CGM India Pvt. Ltd. – Dindoshi (Mumbai) 


  (20th February, 2014 – 24th July 2014)

Team Leader – Brazil Imports
Job Profile & Responsibilities:
· Handled Migrations for Brazil Imports (Logistic Import Documentation) from CCBR (CMA CGM Brazil) to CMA CGM Mumbai SSC (Shared Service Centre) & assisted in USA Imports Documentation Project.

· Directed and coordinated the activities responsible for Customer Service and Documentation for Global Key Clients of the company.

· Actively participating in Brain Storming sessions with various Brazil based Teams and coordinating with their Management for improving the process affecting both the internal and external customers via living a Standard Operating Procedure (SOP) as per requirement.

· Submitting Daily and Weekly Performance Reports of the Team to Management and ensuring a steady improvement. 

· Handling all the amendment/change requests from customers. 
· Designing training module for the agents, preparing the checklist for the import process, preparing RFI templates and collating the e-mail id’s that the team can send the RFI (Request For Information) to. Preparing RFI Matrix for the issue that may be encountered while following the set process.

· Designing team shift roster on weekly and monthly basis depending on the front office requirement and planning transport arrangements for the team members as per the shift timings.

· Distributing the daily tasks and allocating the daily work load to the team as per the set target and the individual potential.

· Providing training to the agents on the import process and helping the team through the Pre-Go live phase and Go live phase with solving any issues with regards to the process.

· Preparing daily and weekly reports to monitor the progress during the process pre-go live and go live phase. 

· Preparing reports on set standards v/s achieved targets, and sharing the same with the higher management SSC, as well with the front desk operations at Brazil CCBR.

· Encouraging the team by awarding daily best performer with goodies, thereby creating an urge of competition amongst the team to achieve high standards and KPI targets.
· Conducting weekly team meetings to discuss on the team and individual performance and daily team briefing focusing on targets and achievements.

· Handling new client enquiries and acting as the face of the business.
· Conducting MS Excel training sessions for the team so they can explore more possibilities of excel with their daily tasks.
· Maintaining a record on the errors made at the SSC front and provide required coaching to the user. Sharing the error log on a daily basis with the front office for daily updates on the errors. Responsible to ensure all the reported errors are captured and are all resolved, with in the turnaround time of 24hrs.  

· Ensuring all administrative and IT records are entered and updated correctly.

Maersk India Pvt. Ltd. – Airoli (Mumbai)

               (22ndAugust, 2011 – 30th August, 2013)

Sr. Customer Service Associate – Scandinavia One Team CS
Job Profile & Responsibilities:
· Executing routine export related tasks for Global Forwarders and Key clients. Ensuring effective Client Servicing & Updating of Cargo Status to Shipper /Consignee /Agent.
· Effectively maintaining export client base & ensuring a performance level exceeding above the stipulated commitments.

· Monitoring & updating status of cargo with shipper, shipping Companies & overseas agents regularly corresponding with overseas agents.
· Manifesting a Bill of Lading and sending it to customers in Europe. Handling all the amendment/change requests from customers.

· Liaising with major shipping lines for negotiating ocean, freight rates, selling consolidation & forwarding service to exporters & custom house agents.
· Actively participating in Brain Storming sessions with various Europe based Teams and coordinating with their Management for improving the process affecting both the internal and external customers via living a Standard Operating Procedure (SOP) as per requirement.
· Submitting Daily and Weekly Performance Reports of the Team to Management and ensuring a steady improvement as well ensuring smooth operations within various departments in the Organizations.
· Managed hazardous material classifications and preparation of related documentation for shipping purposes.

· Managed booking and documentation related tasks such as Booking Shipments (Manual, E-Bookings), Booking Vessel and updating current shipments as per Customer Request, Allocating Type and Number of Container as per customer specification, Coordinating with the corresponding Depot to ensure pick up of the empty containers as per customer request, Confirming Shipment to the Customer, Maintaining 100% Quality and OTD (On Time Delivery)
· Maintaining other daily reports such as “deviation reports” (notifying the customer of the change in the schedule), “Customs Update”, (Requesting for the needed details from clients for to update the custom approval for the customer cargo) “customer dispute handling”, (follow ups with respective team and to work together with the import desk for a solution customer disputes) 
· Arrange details of shipments with forwarders, carriers as necessary for exports.
· Ensure Company vision, values & ethics are upheld within me at all times through professional behavior by being a role model for the team.
Fidelity National Information Services – Powai (Mumbai)                (17th June, 2009 –20thFebruary 2011)
Sr. CSA: American Express Prepaid Gift Cards – Escalations for High end cards (Pass and Australia)

Job Profile & Responsibilities:
· Handling inbound calls for US customers having issues with their Gift Cards.

· Handling level two escalations for the same and ensuring customer satisfaction and issue resolution on all calls in a timely manner.

· Training new joiners about the process in terms of the process flow and the quality parameters.

· Monitoring and handling the CMS (Call Monitoring System) and ensuring that the floor is adhering to the break and login schedules as per the process requirements.
· Handled an OJT batch of about 20 people and provided training on the entire process right from the basic understanding of the process. Also conducted tests and mock calls for the same.

· Conducting floor walks for the process and ensuring that there is proper support and staff on the floor to meet the requirements set by the client.

· Regularly Monitoring achievement of results (Data quality and productivity) and ensuring targets are met through appropriate decision / actions / escalations / troubleshooting.

· Ensure speedy and satisfactory response to customer’s problems.

· Assessing the customer feedback, evaluating areas of improvements & providing feedback.

· Planning Resource / Staff Administration in a manner that ensures optimum utilization of resources – this would include roster, shift planning, leave planning, attendance, holiday planning, overtime ensure backups are identified to take care of unforeseen absence etc.
Team Management as an Acting Team Coach:
· Planning Resource / Staff Administration in a manner that ensures optimum utilization of resources – this would include roster, shift planning, leave planning, attendance, holiday planning, overtime ensure backups are identified to take care of unforeseen absence etc.

· Designing training programs on technical and soft skills to enhance their operational efficiency leading to increased productivity.
· Ensure staff is adequately trained to perform the tasks assigned to them.

· Monitor individual performance and providing timely /specific feedback to individuals in a constructive manner. Ensure that staff training is a continuous process with emphasis on ongoing development.

· Ensure team members work in a collaborative manner & make conscious efforts for improvement in team performance.

· Support / Coach / Encourage and motivate team members for better performance. Identify and develop high potential staff as a backup & succession planning.

· Conduct team meetings for sharing information, reviewing team progress on deliverables / projects etc. Ensure this forum is utilized for two way communication and team member get an opportunity to express their concerns / ideas etc.

· Ensure staff are engaged and motivated – identify / address concerns if any through conscious/visible actions.

The Market Movers – Vidyavihar East (Mumbai)                                               (5thApril 2004 - 21st May 2009)

Team Manager - The Market Movers Branding and Promotions.


Job Profile & Responsibilities:
· Joined as a Jr. Marketing Associate and was involved in performing field activities such as: New product promotions and product branding.

· Promoted as a Sr. Marketing Associate and was handling ALT [Above the Line activities: Bus Advertisements, Train Wraps, Mobile Hoardings, etc.], BLT [Below the Line Activities: Mall and Multiplex Promotions] and activities such as Client meetings for more business.

· Conducting Road Shows and putting up Kiosk and for the promotional activities.

· Planning and developing strategies to expand the current product coverage and awareness through channels such as promotions, advertisements and hoardings etc.

· Was also involved in the supervision role and was handling new executives and explaining them the methods to perform the role and meet targets within the specified timeline. 

· Promoted as a Team Manager after being responsible for the grass root promotions and branding activities for 2 years and performing the assigned duties at my best abilities.

· As Team Manager, the major work area was to train the new employees on the process and addressing their issue related to work and also managing the daily tasks for the entire team. 

· Providing the team with the adequate knowledge on the process and procedure with regards to promotion and branding activities.

· Was also responsible to gather client feedback on the offered services to ensure the best service delivered as expected and also to work on the areas of opportunity with the team to betterment the service provided.
Key Skills and Competencies:
· Proven ability to manage through others.

· Strong decision making and problem solving skills.

· Able to motivate and lead others in a team environment.

· Excellent communication skills, both written and verbal.

· An ability to build rapport and trust quickly with work colleagues.

· Able to prioritize tasks and workloads in order of importance.

· Track record of delivering results with deadlines.
Academic Career:
Graduation from Mumbai University -March 2009 (Commerce) [Pass Class] 

H.S.C from Mumbai University -Feb 2001 [2nd Class]

S.S.C from Mumbai Board -March 1999 [2nd Class]
Personal Details:
Hobbies


-    Listening to Music, Bike Riding, Playing Chess and




      Soccer

Languages Known
 -   English, Hindi, Malayalam, and Marathi.
