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My Objective:

To excel in a competitive Customer Service related industry that would enhance my skills of good communication and that of a team worker.

AREAS OF EXPERTISE

· Strong Customer service orientation and Administration Skills.
· Exceptional skills in direction and working in teams.
· Trained to handle conflicts and assist in performing high levels of customer satisfaction

· Excellent communication skills

· Proven ability to perform under pressure with exceptional follow through skills to meet 
· deadlines and achieve results
· Self -motivated, disciplined and organized, demonstrating the ability to prioritize workload

· Conflict management and resolution

SUMMARY OF WORK SKILLS & EXPERIENCE: 
Positions held in various capacities in the Customer Services and Administration domain across industry verticals. 
Office Manager/Personal Assistant-Max Real Estate, Dubai

(December 2013-June 2014)

Assumed multiple roles as Documents Controller, Office Manager, Executive Assistant and HR Coordinator

· Maintaining Tenants and Landlords database in Excel

· Oversee preparation of tenancy contracts and edit terms and conditions as per requirement 

· Documentation check prior to leasing or subleasing of a property to a landlord or tenant. 

· Track and record case files for all legal cases for properties leased or rented.

· Publish property ads on Websites such as Dubizzle Gulf News etc.

· Coordinate with leasing and rental team with property listings on company website.

· Create system to manage renewal of Tenancy contracts. Contact Landlords and Tenant on renewal. 

· Provide administrative support to Sale/Leasing Agents.

· Create standard templates of Letters, Database, MOU, Sales/Rental proposals.

· Create a filing system to store documents related to Landlords, Tenants & Properties.

· Keep Agent updated with all communication with clients to maintain continuity of communication between client & agent.

· Customer  Service Delivery and Recovery for Landlords and Tenants 

· Direct the facilities team on handover of new properties and following up on pending complaints based on priority.

· Track released expenses to FM team and ensure retrieval of funds from tenants at renewal.

· Track completion of Ejari for various properties and monitor finances for the same.

· Receive deposits in cash and cheques on a daily basis received against rental and renewal of properties and coordinate with finance department.

· Prepare postdated cheques to be handed over to the landlords on finalization of leasing a unit or renewal.

· Keeping track of commission released and due to internal and external agents.

· Manage two offices at different locations and direct by setting guidelines/procedures.

· To maintain office stationary stock, upkeep and furnish other requirements including equipment for the offices.

· Supervise and monitor staff reporting and other admin duties such as Leave, Attendance, Sickness, and Salary advance.

· Coordinate with external P.R.O. on Labor contracts, Visa renewal, New Residence Visas, Visa cancellations along with UAE ID issuances.

· Manage and track information relating to company and employees formal and legal issues 

· Maintain accuracy in implementing company policies and procedures, and observe local rules and regulations. 

· Manage all activities relating to company employee and guests travel, accommodation, visas etc. 

· Manage and track information relating to Company licenses, registrations, visa quotas (for permanent staff and new projects as well) and all renewals with local authorities. 

· Create &Manage Company filing system and provide historical references by developing and utilizing filing and retrieval systems. 

· Handling of Petty cash for office maintenance, releasing salary and commission cheques for agents and staff.

· Maintain utmost confidentiality regarding employee personal information, Company data and sensitive issues.

· Extend in-house administrative and logistical support to all Departments, Projects, and other related parties.  

· Monitor and supervise the performance of Admin staff and assign daily duties as required.

· Communicate and answer general queries of operational data through the development of adequate timely reports to direct supervisor and the management.

· Manages the CEO’s calendar/Schedule appointments and maintain his calendar and make alternative arrangements for cancelled or interrupted appointments, in addition to managing the daily administrative functions to assist the CEO. 
· Coordinates and arranges meetings, retreats, and business trips with detailed travel plans and itineraries; prepares agendas; and records and transcribes minutes of meetings.  
· Provides confidential support services in the form of development of internal reports, minute taking, memo generation, research, managing e-mail, and other similar tasks of a highly confidential nature.  
· Coordinates and arranges the Board of Directors meetings; prepares agendas; makes necessary reservations; and records minutes of the meetings.

Manager, Customer Service atCleanco General Limited, Dubai
(October 2010 – January 2012)
· This role involved setting up the entire customer service department for the company and was 

responsible for designing a CRM system for the Company.
· This role also involved setting up of internal KPI’s leading to client success else, explore alternativesto achieve the same,
· Have been credited with developing customer service policies for the entire organization. ,
· Role involved liaising and meeting with customers as the company’s primary representative.
· Handled all customer complaints and queries and also solved customer problems by offering 

innovative solutions along with products and services offered by the company.
· Assisted marketing department in presentations for new contracts and new clients

· Training & Development of in-house and frontline staff.
· Responsible for all meetings with clients and there after liaising with Operations & Marketing 
· Departmentswith suggestions on areas for service betterment
· Compiled newsletter on a fortnightly basis of the customer service and other departments of the company for the clients.  

· Developed feedback system from customers on quarterly basis.
· Introduced innovative methods to maximize client satisfaction such as mystery shopping, 
· Gift ideas for customers; organize the project company’s outreach sessions.
Customer Services - Aviation Sector 
Emirates Airline, Dubai - (July 2006 – April 2010)





Air Arabia, Sharjah - (February 2004 - November 2005)



Lufthansa, Frankfurt - (March 2000- February 2004)
Alliance Air, Delhi - (May 1999 - March 2000)

Jet Airways, Chennai - (October 1997 - April 1999)
Worked with multiple global airline companies such as Emirates, Air Arabia, Lufthansa, 

Alliance Air and Jet Airways. 

Cabin Crew:
· Responsible for managing the Business Class in-flight with a team of 3 crew members

· Focal and 1st point of escalation to resolve service issues

· Monitored crew performance along with training them on board.

· Responsible for managing ongoing crew performance, motivation and development through direct contact and the consistent application of corporate policies and agreed Service Delivery standards

· Prepare a number of “end-of-flight” reports for senior management review including Incident Report, Service Recovery Report and Team Performance Report.
· Allocation of crew work position and responsibilities on board the flight

· Deal with irate passengers on delayed and disrupted flights.

· Handled multi-cultural and linguistic passengers with ease and provide them with necessary services.

· Ensured all procedures as per company policies adhered to.

· Ensuring harmonious and consistent team functioning.

ACADEMIC RECORD:


Baccalaureate ofArts - Sociologyand Mass Communications - 1994 - 1997

College - Stella Mary’s College, Chennai (INDIA)
Computer Proficiency– Proficient at MS Office packages i.e. Excel, Word & PowerPoint.
Languages known - English, Hindi, Tamil and Gujarati.
I declare that that the above mentioned details are true to the best of my knowledge.
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