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EXPERIENCE

	ZONG China Mobile Pakistan, Islamabad, Pakistan
	

	Manager Customer Service and Sales Centre, Corporate Office
	01/2012 – 11/2014


Monitored and ensured CSC targets (Sales, Quality Service & KPIs) were maintained as per bench marks Ensure the smooth / effective customer handling by Customer Service Staff. 
Smooth Customer Flow Floor Management (Smooth Customer Flow) 
Ensured monthly CSC profitability through effective management of OPEX cost for two consecutive years. Responsible for achieving high customer satisfaction through high quality service delivery by staff 
Took accurate and effective measures to customer feedback through Queue Matic report analysis. Ensured complaint handling within the given time frame with focus on FCR 
Responsible for achieving high customer satisfaction through high quality service delivery by staff Ensured proper administration and discipline in Customer Service Centre 
Responsible for high motivational level of the staff within the subunit Conducted daily team meetings to provide performance feedback 
Control employee churn rate through proficient retention of CSRs. 
Developed a customer oriented professional work environment, aligned with the overall culture of the Organization. 
Ensuring strict adherence to the Company Code of Conduct and implementation of SOP’s. 
Focus on First Contact Resolution (FCR), Complaint Management (Every complaint to be logged in system) 
Documentation and end to end process completion (Correct & complete customer documentation as per SOP) Ensure full technical & system support to staff to increase work efficiency 
Yearly external Financial Audits of corporate branch resulted in zero discrepancy. Implement proper check on inventory and stock movement (Issuance, & Sale) 
Zero month end closing with Finance 
Maintain proper documentation of financial activities (Stock, Petty/Floating Cash/Bank Deposit) Financial reconciliations 
Keep updated office stock, stationery, record of all Office inventory & Cash flow 
	ZONG China Mobile Pakistan, Islamabad, Pakistan
	

	Floor Supervisor Customer Service and Sales Centre, Corporate Office
	09/2009 – 12/2011


Customer Relationship Management 
Successful handling of customer issues & queries in the Service Center 
Ensured proper routing & consequent follow-up with the concerned departments for quick resolution of customer issues. 
Conducted regular biweekly team meetings to ensure quality of service and information sharing Complete knowledge of the operational system in CS department. 
Maintained activity log of all CSRs 
Ensured achievement of monthly sales targets for the team as a whole and individual team members Responsible for generation of daily operational and performance reports. 
Building customer relation through professional work ethic & timely action to ensure resolution of customer queries. 
Proficiently updated on all the new marketing strategies, product development, new packages, tariffs and marketing news flash. 
Effectively communicated customer feedback to management for corrective actions. Ensured implementation of all processes relevant to CS department. 
Managed records of the customers potential buying behavior 
Maintained Quality Assurance standards for the entire service centre 
Successfully ensured complete implementation of all SOPs throughout the CSC 
EDUCATION & CERTIFICATION

	COMSATS Institute of Information Technology, Islamabad, Pakistan
	06/2008
	

	Masters in Business Administration – Human Resources
	
	

	COMSATS Institute of Information Technology, Islamabad, Pakistan
	07/2006
	

	Bachelor in Business Administration – Marketing
	
	

	Sir Syed College, Rawalpindi, Pakistan
	04/2002
	

	Intermediate – Pre Medical
	
	

	TRAININGS
	
	

	ACTIV8
	
	

	“Making it Happen – MIH”
	03/2013
	

	ZONG Quality Assurance Department
	
	

	“Service Standard”
	07/2012

	ZONG Quality Assurance Department
	
	

	“Managing Anger ,Stress and Time”
	11/2011
	


SKILLS & INTERESTS

MS OFFICE, POINT, CRM Fluent in English and Urdu 
Music, Reading, Swimming and Cricket 
