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OPERATIONS MANAGEMENT PROFESSIONAL
Seeking a position to utilize my skills and abilities in an Industry that offers professional growth while being resourceful

•
Results-oriented Travel/Customer Service Industry professional offering 5 years of experience in Client Services, Airline Operations, Process Management; currently employed at AEGIS Ltd (Essar Group) as a Team Leader.

•
Fully conversant with entire operations of the industry; Customer Service, Relationship Manager, Airline ticketing, fares and reservation, international and domestic fares / ticketing  and reservation and international and domestic routes, 

•
Possess knowledge of Sky port and Sky speed Software’s. Certified on High Performance Management Technique (HPMT) and Good Graphic Technique (GGT) from Customer Operations Performance Center (COPC) 

•
Demonstrated capabilities in managing process verticals with strong background in implementing process improvements and quality initiatives for desired performance levels.

•
Exceptional consensus building, negotiation and interpersonal skills, analytical mind & comprehensive problem detection/solving abilities with proven ability of achieving service delivery/process targets. Expertise in maintaining high standards of customer service, with quality & service norms to achieve customer satisfaction and business retention. 
TECHNICAL SKILLS
GDS: Amadeus/Skyspeed/Skyport/Sabre
Operating Systems
MS DOS, MS Windows, Vista,
Languages
C, C++
Networking
TCP/IP, Hardware & Networking
Packages   
MS Office
PROFESSIONAL EXPERIENCE
AEGIS, BANGALORE                                                                                                                                            Since Mar 2010
Team Leader, Voice Process

•
Spearheading efforts across handling entire spectrum of functions pertaining to airline operation & administration; deftly overseeing & maintaining highest standards of customer services.

•
Responsible for allotting the files received from the client to the team and reporting those back to the client once completed.

•
Accountable for communicating with the client and ensuring that the reports are sent on time and the TAT is met.

•
Providing overall administration for the setup to ensure airport handling and customer services of highest standards. 

•
Directly responsible for overall supervision of the entire range of functions related to the smooth operation of flights on a day-to-day basis

•
Performing Ramp Supervision to ensure effective, safe and secure procedures are followed for the turnaround of the aircraft.

•
Managed various operations and activities required for tour marketing & domestic/international air ticketing.

•
Monitored quality issues of the team to foster standardization and improvement of quality.

•
Assisting the team in terms of process and ensuring they achieve their targets with good quality.

•
Participating in Bi-monthly Calibration sessions with the client, so that we are on the same page as the client.

•
Responsible for preparing weekly and Monthly reports to share with the management and the client. 

•
Conducting daily team huddles to share the updates and monthly refresher training sessions.

•
Publishing daily reports regarding the production status for all the 3 teams. Conducting monthly one-to-one sessions with the team members to address their concerns.
AEGIS, BANGALORE                                                                                                                                   April 2010 – Aug 2011
Senior Customer Service Associate (ATL) in US Airline project

•
Entrusted with the responsibility to help in the training needs of new hires, process documentation adhering to policies, evaluating the performance of associates in the team and initiating new training modules as per the requirement

•
In-charge and Management of the Quality metrics for the team in terms of scores, volumes and content of calls taken as well as generate reports for the purview of business partners in US

•
Published the Weekly Reports and Monthly Reports and identified the areas which can be improved

•
Participated in regular Tele calls with business partners in the US for the frequent review of the process

•
Got trained on various new sub processes from the client and created workflows and process flows including the various screens and steps to be followed

•
Handled supervisor calls and assist the team and the customer. Provided online support to the customer by helping them to resolve their technical issues

•
Assisted customers while checking-in and other requirements at the airport through calls
COPC CERTIFICATION

•
Inbound Phone Service Management and Metrics

•
Cost, Efficiency and Productivity Metrics and Management

•
Workforce Management Introduction: Forecasting, Staffing, and Scheduling

•
Workforce Management Introduction: Real Time Management

•
Quality in the Contact Center: Common Pitfalls and How to Avoid Them

•
Customer Satisfaction and Dissatisfaction

•
Deferred Transactions Management and Metrics

•
Recruiting, Hiring, Training, Skills and Knowledge Verification

•
How to Review Data and Reporting with CUIKA Module

•
Good Graphing Tips for Contact Centre Professionals

•
Measuring & Managing Absenteeism and Attrition Module
Leader’s Academy for personal success, Bangalore                                                                                 1 year
Personality Development Trainer

•
Organized training programs on personality development for corporate and institutions.

•
Imparted training with focus on strengthening  interpersonal/office communication skills, business communication, corporate etiquette, personal/corporate grooming, boss-management, goal management,  motivation,   art of successful negotiations,  art of delegation,  interview-skills, personality development,  stress management, time-management, team-building & customer-service-skills related to telecom industry

•
Accountable for making schedules and plans for training sessions to the professionals, incumbents & weak performers as per their needs & requirements

•
Performed Training Needs Analysis (TNA); Assess, recommend and implement processes.
ACHIEVEMENTS

•
Bagged multiple awards for excellent performance in both Productivity and Quality

•
Acted as an influential person in the New - Hire Training Process.
EDUCATIONAL CREDENTIALS
Engineering in Electronics & Communication, 2013
ISME Bangalore
Diploma in Electronics & communication Engineering, 2009
S.U.C.P, Dandeli
Intermediate, 2006
Divekar Com & Science College, Karwar
Matriculation, 2004
St. Joseph Convent School
Project Undertaken
Completed Project on Intercom EPABX (Electronic Private Automatic Branch Exchange) in January 2009
Date of Birth: 16th June, 1988
Languages Known: English, Hindi, Kannada, Konkani,Marathi
