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Seeking a position in Mid Level Management to utilize my skills and abilities with professionalism that offers 

Security and growth while being resourceful, innovative and flexible.

Assignments in Operations Management Customer Relations and Business Development with organisations of repute
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EXECUTIVE SUMMARY

A competent professional with over 9+ years of extensive experience Operations Management, customer relationship Management, Reservations & Invoice Management in Car Rental Division. 
· Experienced in Client servicing by ensuring high quality service and prompt complaint handling and service recovery for client retention and penetration In Car Rental division. 

· Demonstrated skills in relationship management coupled with expertise in handling top & confidential correspondence with clients. 

· Strong analytical skills for forecasting of market trends and revenue projections to the management.
· Proficient in handling activities in coordination with internal/external departments for smooth business operations.

· Deft in maintaining records, minutes of the meetings, correspondences with external & internal clients.
· MIS handling, process management, Key Account Management.
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AREAS OF EXPERTISE

Operations Management – Car Rentals
· Responsible for Business Development, Account Management & Operations of the Branch 
· Understood Customer History & business process & environment scanning. 

· Need Identification / Need Creation.

· Account mapping / Process Mapping   

· Handled a team of executives to ensure that reservation and invoicing process is maintained centrally for consistency and quicker response time and thereby increase customer satisfaction.

· Working closely with the departments to achieve a harmonious working environment, greater operational efficiency and to facilitate effective communication.

· Preparing confidential reports, correspondences, minutes of meeting & monitoring deadlines/ follow-ups.

· Organizing, filing & maintaining papers, documents, records etc in a systematic manner 

· Providing analytical information about trends of business.

Customer Relationship Management – Car Rental Division
· Working experience in Fidelio (The Hotel Reservation System)
· Responsible for preparing reports on Daily Transactions, Cash Inflow and Outflow, Monthly Activity
· Face to face interaction with Hotel guests for arranging their travel requirements. 

· Ensure complete customer satisfaction. 

· Accepting payments by Credit card and BTC

· Handling and resolving customer complaints

· Ensuring customer satisfaction by achieving delivery and service quality norms, building credibility and gaining market share.

· Implementation of Feedback Management system.

· Proactively taking action of service bottlenecks.

· Preparing MIS
Key Account Management (BDM) Car Rental Clients
· Signing up of new accounts for Long term and Short Term Rentals.
· Resolution of Issues and Escalations raised by Client Co-ordinator and Decision Making Units.

· Relationship building with the Top Executives & key decision makers of the Accounts.
· Defined the Strategic Account Plans for annual Business & to stream line the sales Process in team reviews.
· Signed and Managed the Large Enterprise Accounts like Volkswagen, Barclays Technologies, Siemens, Sandvik Asia etc
· Co ordination with various departments within the Organisation for client servicing. 

· Preparing Reports and MOMs of the BRMs. 

· Preparing Client wise Action Plans and following up on the deliverables with various departments.
· Identifying new initiatives and along with Marketing Team create collaterals for Clients to increase business penetration.
Reservations & Invoice Management of Car Rental 
· Managing day to day operations to ensure profitability, cost controls and quality standards.

· Overseeing daily operations include staffing, scheduling and monitoring performance in order to provide optimal guest satisfaction.

· Managing systems to include reservations, Invoicing, supplies, inventories, forecasting, and budgeting; compilation and preparation of financial reports including rate and availability data. 

· Implemented and monitored marketing programs.
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ORGANISATIONAL EXPERIENCE 

Currently working with Worldwide DMC Dubai (U.A.E) from ( 01st Feb 2015 till date)
· Managing the client’s accounts.
· In bound car rentals for UK & Europe.
· Vendor Management and creating the vendor for the branch.
· Managing Replacement cars. 

· Ensuring Customer Satisfaction and Client Servicing.

· Working with a sales attitude & being aware of the sales opportunities with existing customers which will assist in maximization of revenue of the company.

· Created the Feedback Management System for the Rental Division.

· Providing a courteous and co-operative service to clients and all departments of the Organisation.
· Managed the Channel Partners for all regions, creating Service Level Agreements, monitoring and Invoicing for services provided.
Operations Manager Car Rental & Leasing – LeasePlan India Private Limited (2013 to 2014)

· Managing the client’s accounts.
· Vendor Management and creating the vendor for the branch.

· Signups with New dealers.
· Managing Replacement cars. 

· Ensuring Customer Satisfaction and Client Servicing.

· Working with a sales attitude & being aware of the sales opportunities with existing customers which will assist in maximization of revenue of the company.

· Conducting joint meetings of the Operations and Sales teams to understand gaps in service delivery and client expectations and create actionable points to improve efficiencies. 

· Created the Feedback Management System for the Rental Division.

· Providing a courteous and co-operative service to clients and all departments of the Organisation.
· Managed the Channel Partners for all regions, creating Service Level Agreements, monitoring and Invoicing for services provided.
Branch Manager Car Rentals - LeasePlan Fleet Management India Private Limited (2010 to 2013)

· Handling of Operations & Business development of Car Rental Division
· Spearheaded the COM (Complete Outsource Model) for Operations across India for consistent customer service delivery and Cost Optimisation. 
· Signed Up New accounts (Volkswagen, Barclays Technologies, Siemens, Sandvik Asia etc)

· Heading the Branch Operations of the Car Rental Division. 

· Taking care after Long Term , Short Term and spot bookings

· Responsible for the revenue and cost of the Units. 

· Handling a team of 5 Rental Agents involving recruitment and monitoring.

· Maintaing the profitability of the Branch by revenue maximization and cost optimization. 

· Ensuring Customer Satisfaction and Client Servicing.

· Monthly Reporting of the Branch directly to Operations Head.
· Responsible for  Business Development, Account Management & Operations of the Pune Branch 

· Understood Customer History & business process & environment scanning. 

· Need Identification / Need Creation
· Account mapping / Process Mapping   

· Gap Analysis for defining the solution architecture & ROI Sheets.
· Developing the product (Long term Rentals & Short term Rentals), Revenue Model.

Manager Account Direct – LeasePlan fleet Management IndiaPvt. Ltd. – (2007 to 2010)    

· Conceptualised and set up the Account Direct function as a separate vertical within the Sales team to handle queries and escalations of the Decision Makers and Coordinators of Corporate Clients. 

· Being the single point of contact for all Client Coordinators and Decision Makers for resolution of complaints and service recovery mechanism.

· Ensuring high Client satisfaction levels, especially in profitable and high net worth clients. 

· Working with a sales attitude & being aware of the sales opportunities with existing customers which will assist in maximization of revenue of the company.

· Set up online web portal for reservations.
·  Worked closely with the Marketing Department to create and implement strategies for enhancing customer service experience. 
· Responsible for recording trends and anticipating future demand, based on forecasting modules.

MIS Reporting to the Operation Head on all parameters of the Business.

Travel Desk Manager – Travel Desk, Hotel Taj Land’s End, Mumbai – Oct 2005 to Mar 2007

· Working experience in Fidelio (The Hotel Reservation System).
· Responsible for handling Air Ticketing and Car Rentals at the Travel Desk of the Hotel.  

· Face to face interaction with Hotel guests for arranging their travel requirements.
· Handling and resolving customer complaints.
· Ensure complete customer satisfaction.
· Accepting payments by Credit card and BTC

· Responsible for handling Air Ticketing and Car Rentals
· Responsible for preparing reports on Daily Transactions, Cash Inflow and Outflow, Monthly Activity.
· Handled a team of SIX executives for managing the Travel Desk and Shift.
Patel Tours & Travels (2004 to 2005)

· Responsible for handling Air Ticketing and Car Rentals.
· Managing day to day operations to ensure profitability, cost controls and quality standards.
· Providing analytical information about trends of business.
Attainments:
· Awarded the LeasePlan Service Excellence Award for Customer Service in the year 2011.

· Part of the implementation team for the Feedback Management System.

· Developed content for intranet and internet for rental division of Lease Plan

· Part of strategic projects of the company on customer orientation and Customer focus.
· Prepared Process Document for the Rental division.
Professional Qualifications

· IATA Course From University of Canada in 2004

· Course in Computer Reservation System from Amadeus in 2005

Educational Qualifications

· Bachelor of Commerce from Mangalore University 

IT Skill Sets

· Accounting Packages – Tally 6.3

· Packages MS Office

Extra Curricular Activities
· Passed and holding  “A” GRADE CERTIFICATE OF ( N.C.C) KARNATAKA NAVAL MANGALORE as P.O CADET

· Participated in various cultural activates at inter – Collage level 

· Certified P.O. Cadet CODE  NO KAL/JN/95/55075 at ST. Josephs Pre University Colleage.

· Represented Mangalore university cricket team.

· Represented Mangalore university cricket team.
Personal Dossier

Date of Birth

:14th October, 1980
Languages Known

: English, Hindi, Kannada and Malayalam 

