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Highly dependable, seasoned customer service professional with more than 12 years of successful experience in different capacities. Special talent for Leading/Supervising a team, creating databases, analyzing complex data, handling escalated concerns. Known for accepting and fulfilling consistently increasing responsibilities. Proven ability to handle incoming complaints (verbal & email) and ensure customer satisfaction. Core competencies include but not limited to:
	· Team Leading / Supervision
	· Training / Coaching
	· Quality Assurance

	· Database Management
	· Customer Satisfaction
	· Indexing / Record Keeping

	· Correspondence Handling
	· Documentation Management
	· Reports Creation


OBJECTIVE
Obtain a position as a team-player in a people-oriented organization where I can maximize the multitude of my experience in a challenging environment to achieve the corporate and personal goals/growth.
WORK ACHIEVEMENTS


· Increased the customer satisfaction level 40% by educating the staff members in customer service etiquette.
· Researched and verified missing information about reports which saved two of my employers at different times in my working tenure, from financial losses.
· Spearheaded the need of training my team members at i2c on Anti Money Laundering and Regulation-E and saved the company from several escalated level complaints.
· Trained other resources on Spoken Spanish language to fulfil the requirements of work force management.
· Have been awarded with prestigious “Employee of the year” award.
· Have been awarded with “Team Leader of the month” and “Employee of the month” titles and certificates quite a few number of times.
PROFESSIONALEXPERIENCE
I2cInc. Pakistan







May2011—Present
Supervisor Operations – Client Services 
I2c is a global commerce and payment processing platform which helps financial institutions, corporations, brands and governments around the world launch profitable next-generation financial products. I have been working in i2c's Client Services department. My key responsibilities included:
· To provide front end support to all the customers of the partner companies that i2c works with. I was assigned 21 clients to take care of. My utmost responsibility was to ensure that all the concerns, queries, escalated issues, and all sorts of requests of all the clients are taken care of at all times.
· I was also assigned a team of 25 customer service representatives. My additional responsibility was also to make sure that all the resources in my team are performing upto the mark and providing quality service at all given times.
· To conduct regular and thorough training sessions / coaching sessions / meetings among team members to ensure all were updated and on the same page.
· Regularly listen to the random conversations between the resources and customers to ensure compliance and quality check.
· To maintain constant team building, discipline and work ethics among my team members.
· To ensure set parameters and define standards of quality customer service and satisfaction are always met.

Mindbridge Pvt. Ltd




January 2008 – May 2011

Bi-lingual Customer Service Representative

At Mindbridge, my key responsibilities included:
· To provide support to U.S clientele in Spanish and English languages. I was working with the customers of 5 clients simultaneously.
· To stay updated with all the new updates for all the clients to ensure smooth operations.
· To ensure quality customer support and satisfaction.

DESCON Information Systems Pvt. Ltd

August 2006 – September 2008

Document Management Supervisor
At DESCON Information Systems, which was formally known as 'DESCON IT24', I was leading the whole department of 'Documentation Management', where my responsibilities were but not limited to the following:
· To handle and ensure recruitment and selection of qualified resources in Document Management Department.
· Organize the production team and manage the resource allocation.
· Prepare all relevant files, manuals and supporting documents for training purposes.
· Provide training to Document Management Operators.
· Receive and register input data and make it available for processing.
· Assign data to Document Management Operators and ensure production.
· Note Observations received from Document Management Operators and then update the systems with latest Observations.
· Prepare Daily / Weekly / Monthly Progress Reports of processed data.
· To ensure Quality control in all the operations i.e. production delivery requirements are met and proper maintenance of records.
· To manage Work-force requirements of the Documentation Management Department.
· Communicate with the client in U.S over the phone and through chat.
Assistant Supervisor
I started off as an Assistant Supervisor at DESCON. Initially the responsibilities were:
· Ensure quality of the processed work.
· Indexing and database generation.
· Conversion of images to text through OCR tools.
· Editing and formatting of documents.
· Processing of documents from legal, real estate insurance and financial sectors of overseas clients.

Faran Institute of Technology





March 2004 – March 2006
Computer Laboratory In-charge&Visiting Faculty Member
At FIT, my responsibilities were:
· Teach Electronic subjects.
· Supervise the computer lab.
· To ensure proper assignment and fulfilling of the tasks assigned to students.
INTERNSHIPS
Assistant Producer 
Pakistan Television Corporation Ltd. – Lahore
August 2013 – Oct 2013
EDUCATION
· M.Sc.(Mass Comm.) (Film & TV)
University of Punjab - Lahore



2012 - 2014
· B.A (Journalism, Education)

University of Punjab - Lahore



2010 -2012
· D.A.E (Electronics)


P.B.T.E - Lahore




2000 - 2003
· Matriculation in Science

B.I.S.E -  Gujranwala




1998 -2000
CERTIFICATES & DIPLOMAS
· Diploma in Computer Science

Faran Institute of Technology, GRW


2002 - 2003
· Radio and TV 



Govt. Technical Training Institute, GRW -  TEVTA
2000 - 2001
· Telecomm. Technician

Govt. Technical Training Institute, GRW -  TEVTA
2006 (3 Months)
PROFESSIONAL WORKSHOPS
· Photography & Videography 

NIKON – ICS – University of the Punjab - Lahore
2014
ACADEMIC ACHIEVEMENTS


· University Scholarship.
· Scholarship Laptop winner via Pakistan's Prime Minister Youth Initiative Scheme.
· Class Representative at University of Punjab.
· Notes and Presentations were recommended by Professors of the Punjab University as an example for other students.
LANGUAGE AND TECHNOLOGICAL SKILLS
· Multi-lingual. English (Fluent), Spanish (Mid-Level), Urdu (Fluent), Punjabi (Fluent).
· Strong Analytical and Problem Solving skills.
· Strong Communication skills. (Verbal & Written)
· Strong knowledge of Quality control issues.
· Strong and vast technical and Information technology knowledge.
· Strong ability to endure work pressure and provide fruitful results.
· Very Quick learner and an effective team player.
INTERESTS
Travelling, Photography, Videography, Movies, Book Reading.

PERSONAL INFORMATION
· Marital Status
: 
Married

· Date of Birth
: 
December 27th , 1984

· Religion

:
Islam

· Nationality 

:
Pakistani

REFERENCES
Shall certainly be furnished upon request.
PROJECTS AT DESCON�
�
Client Name�
Description of Duties�
�
Alliance Insurance Company, USA.�
Indexing of Real Estate Insurance Policies�
�
Stewart Title Insurance Inc. USA. (SPF)�
Indexing of Real Estate Insurance Policies�
�
PEC�
Supervision, scanning and processing of data�
�
DEL�
Scanning, Multi Tiff & Bid updating�
�
Methodist, USA�
Online QC of the Updated Data�
�
Belize Land Registry�
Supervised the whole project�
�
Insurance Quoting�
Trainer and Supervisor�
�









