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Summary
A highly efficient and motivated individual with years of experience in various fields of customer relations & service operations; quick-witted, possesses grace under pressure; creativity and is results-oriented and has great skills in problem solving; very focused and patient; has the capacity to lead and possesses the ability to energize workgroups for best results. 


Education   MBA (Finance) Master in Business Administration and Finance.



Sarhad University                           



 (2011)

WORK
 Experience in United Arab Emirates.
Security Service plus Customer services Operation Officer.







Dec 2012 - Present

· Providing customer services and security Operation for all destinations of US, UK, Australian and Canadian countries flights on Abu Dhabi International Airport.

· Handling US Flights Security plus customer services operation in CBP (Customer and border Protection) Area. Working in Aircrafts Access control, Aircraft search, and Customer services in Secondary screening processing area with selectee passenger’s process for all US flights.

· Providing Security Services for US, UK, Australian flights According to National civil Aviation program, US homeland security roles and Australian Aviation rules ISARPS (international standard and recommended practices) as a Team Leader.

· .

WORK    Experience in Islamabad, Pakistan.


City Bank (AS A Customer Relation Officer)

Dec 2010-Nov 2012
· Assist customers in depositing and withdrawing cash. 
Refer complex issues to the management. 
Ensure best practices in rendering services to customers.

· Deliver qualitative services to customers. 
Promote bank products and services. 
Build customer relationships. 
Maintain and manage existing accounts. 
Capture new accounts. 
Respond to customer inquiries and resolve. 
Maintain customer database and update periodically.
· Performed duties in the account retention department retaining customers who wanted to cancel their accounts. 
Answered inbound calls in support of customer needs. 
Conveyed step by step instructions to resolve application issues. 
Issued audits on account information and processes. 
Assisted in the development of the banks customer relationship management system. 
ZONG (Mobile Telecom)









Dec 2007- Nov 2010

Team Leader (Sales Deportment)
· Apply a structured change management approach and methodology to develop and implement actionable and targeted change management plans- including communication plan coaching plan, training plan and resistance management plan.

· Perform change impact Assessments: identify potential people-side risks and anticipated point’s résistance, and develop specific plan to mitigate and addresses the concerns.

· Support the execution of plans by employee-facing managers and business leaders.

· Be an active and visible coach to executive leaders who are change sponsors.

· Plans create edit and implement employees’ communication or marketing communication strategies for internal audiences.

· Manage training require to promote change management effectiveness.

· Measure effectiveness of change management readiness activities by regularly evaluating program, successes/opportunities/risks and incorporating lesions learned.
Trainer in Zong

· I worked in same organization as a trainer and quality assurance officer. To training the staff about product and packages, about new promotion and sales. Evaluating staff through system when they are delivering services to customers.

Soft Skills
· Computer Operating System (Windows98,Windows 7,Windows 8, DOS)

· Telecommunication Software (ICD,CRM & Gift Vouchers software’s)

· Accounting Software QuickBooks etc.

References available upon request.
