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	Self Appraisal

	A presentable personality, having an active interest in people, I am aware that the current commercial environment requires a high sense of maturity, customer commitment, service focus and overall responsibility and accountability for satisfying service standards set by the management. I am ready, willing and able to learn new skills and techniques to achieve successful results in any task I may be assigned to. I have the ability to shoulder responsibilities and am well-conditioned to work under pressure.

	Experience
	Ufone PTML (Pakistan)

Floor Supervisor (Customer Care Operations)

(Contact Center) October 2012  till  date

Ufone PTML (Pakistan)

Customer Care Executive 

(Contact Center) March 2009  till September 2012

Muslim Commercial Bank Ltd (Pakistan)

Sales Processor & Coordinator 

(Car 4 U Department) April  2006 –Feb 2009

	Key Responsibilities 
	As a Floor Supervisor (Customer Care Operations, Contact Center) in Ufone  PTML
· To ensure defined service level KPIs are met and take effective actions to management call traffic in shifts.

· Average Wait Time should be within the threshold.

· To report incidents/issues occurring on run time to concerned stakeholders for timely resolution.

· Ensure that all processes and documentations are adequate and effective to meet specifications and internal/external audit requirements.
· To ensure that team members are well informed with updated information related to product and services as well as policies and procedures.
· To handle escalated customer calls and provide best solution to customer.
· To keep record of interviews for new hiring for HR and internal/external audit.
· To conduct Customer Satisfaction surveys through outbound calls.

· To ensure that OBU Calling Unit team is performing as per requirement.
· To keeping proper record of activities related to official callback to customers.
· Provide coaching, feedback and counseling for the betterment of respective team members based on the customer feedback and score card performance when assigned by the manager.

	Key Responsibilities
	As a Customer Care Executive (Contact Center) in Ufone PTML  

· To provide excellent customer services while in contact with customers over the telephone in accordance to the defined SOPs. 

· To achieve assigned quantitative targets effectively as per defined parameters. 

· Provide personalized customer services of the highest level.  

· Use questioning and listening skills that support effective telephone communication.

· Effective deal with job stress, angry callers, and upset customers.

· To remain updated on all current policies, procedures, promotions, products and value added services offered by the company.

	Key Responsibilities
	As a Coordinator in Muslim Commercial Bank Ltd Pakistan
· Application Processing in accordance with bank’s policies.
· Coordinating with local and central credit for logins and approvals.
· Advance payment clearance, indemnity and sundry booking clearance.
· Updating and maintaining sales team’s daily, monthly, quarterly and yearly performance with the concerned officials. 
· Maintaining the HR Records for the sales team personals working on different channels. 
· Coordinating with the insurance companies for policies, endorsements and claims.
· Maintain and develop a computerized customer database.

	Special Tasks
	· SOP Review and Document Controlling To review SOP(s) and make necessary changes as per requirement and ensure all documents are updated according to defined process)
· Contact Center Complaint/Fatal Calls Counseling (To counsel resources for their fatal calls, monitor their performance as per compliance frame and share log with concerns)

	Trainings 
	· Creating Moments of Magic (CMOM) by Golden Blue Group.
(A Training about Change Management) March, 2010
· Smartphone Training Program on IOS and Android by Mercurial Minds.

(Advance Training for IOS & Android handset features/settings/complaint handling) January, 2014 

· Microsoft Excel Training by Ufone PTML.

(Advance Level Training for Microsoft Excel) September, 2014

	Skills, Personal Characteristics
	· Adaptability and team work

· Proficient computer skills, especially Microsoft Office Applications (Word, Excel & Power Point).

· Excellent verbal and communication skills in Urdu, Hindi and English.

· Good Interpersonal skills.
· Ability to diagnose and solve problems.

	Education
	Bachelors of Arts (2004)
· Islamabad College for Girls F-6/2, Islamabad (English Literature and Education) Pakistan.
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