[image: image1.jpg]


Gulfjobseeker.com 

CV Number: 1403748
Mobile +971505905010 / +971504753686 

E-mail: cvdatabase @ gulfjobseekers.com

To get contact details of this or many other candidates
Submit request on this link by writing all the short listed CV Numbers.

http://www.gulfjobseeker.com/feedback/submit_fb.php
Objective:
To grow in a professionally managed organization where my talent, experience and knowledge would be put in the best.

Personal Summary:

A highly motivated and ambitious individual able to give timely and accurate advice, guidance, support and training to team members and individuals. Possessing excellent management skills and having the ability to work with the minimum of supervision whilst leading a team of twelve or more. 
WORK EXPERIENCE

1) Currently working Since 1st September 2010 till Date
Current Designation: Service Manager – Team Leader

DURATION: Since 1st July 2013 till date
Responsibilities:

· Supervised Call Center's administrative processes and procedures 

· Handle escalated calls, complaints, questions, and queries as required 

· Allocating tasks to staff

· Motivating the team and create positive work environment.

· Ensuring the performance of the staff is of  high standard

· Monitored and provided feedback and coaching of team members per the quality standards 

· Providing feedback, coaching, and reporting on data 

· Conducting Post Shift Briefings, Sharing Updates 

· Maintaining attendance, leave data 

· Publishing Reports daily, weekly and monthly reports

· Involved in recruitment of new staff 

· Training newly recruited executives 

· Responsible for Team Engagement & Controlling attrition 

· Preparing Roster for the week 

· Responsible to meet the Daily Service SLA 

· Carrying out performance reviews
· Assisting team for Appraisals
DESIGNATION: Quality Analyst for Inbound and Outbound process 

DURATION: Since 1st September 2010 till June 2013 

ROLE SPECIFICATION: 
· Perform quality checks 

· Barging Live calls and recorded calls 

· Handle escalated calls, Complaints, Questions and Queries 

· Develop and review performance reports 

· Identify areas to improve and implement measures to improve performance levels and meet objectives 

· Giving one on one Feedback

· Conducting Post Shift Briefing 

· Training newly recruited executives

· Conducting call calibration session with Team leaders

· Update sharing and conducting Training on any Product Launch 

· Publishing Weekly and Monthly Reports on time

· Analyzing  RCA for customer dissatisfaction. 

Award : Awarded as Quality Champ for the Month of August 2011 , September 2011, November 2011, January 2012, May 2012, June 2012 & July 2012 

2) Universal Aviation Pvt. Ltd. (Flight Handling Services) at Terminal 2A, Chatrapati Shivaji International (C.S.I.) Airport, Sahar, Mumbai. 

DESIGNATION: Traffic Assistant (ground staff) 
DURATION: 01st November 2007 to 30th December 2008 

SERVICES OFFERED FOR: INDIAN AIRLINES, SRILANKAN AIRLINES, PAKISTAN AIRLINES & AIR ARABIA AIRLINES 
JOB PROFILE INVOLVED:

· Render personal services to passengers in airline terminal

· Handle the check in counter

· Baggage weighing, tagging collecting charges on exceeding limit

· Answer questions & advises passengers concerning flight schedules

· Escorting the VIP passengers

· Guiding passengers to designated gate for boarding of aircraft

· Boarding and announcements

· Handling GD and Stencil work 
· Arrival and baggage clearance

EDUCATIONAL QUALIFICATION:

Passed T.Y.B.Com from Mumbai University in the year 2007

Passed H.S.C. from Mumbai Divisional Board in the year 2004

Passed S.S.C. from Mumbai Board in the year 2002

ADDITIONAL QUALIFICATION:

Completed International Air Transport Association (IATA) Foundation Course

Diploma in International Airlines & Travel Management

Computer Reservation System (CRS) – Amadeus

Office Automation & Internet

LaNGUAGES KNOWN 

English, Hindi, Malayalam, Marathi
Personal details

Date of Birth: 31st July 1986 

Nationality: Indian 

Marital Status: Married 

I hereby declare that information furnished in this resume is authentic & true to the best of my knowledge. I shall be obliged to produce the certificates of qualification & references on request. 

