Krowen

Krowen.254643@2freemail.com 



Career Profile

An enthusiastic, competent & highly motivated professional with an impressive 10 year track record of success providing swift resolution to customer complaints, repairing trust and winning customer loyalty.  
Personal Attributes

· Possess exceptional ability to build productive relationships, diffuse difficult customer situations with tact and ease. 
· Excellent negotiation skills, outstanding problem solving and active listening skills.
Career Accountabilities

ARAMEX International, Dubai, United Arab Emirates

Senior Area Sales Executive - Aug. ’12 till Present
· Increase sales from assigned sales areas & identifying growth potential for other segments. 

· Successfully achieved individual set targets and productivity KPIs.
· Keep record of customer visits and update regularly on aramex in-house system Reach. 
· Ownership of payments collections alongside the Credit controllers.
· Coordinate with credit controllers on delayed collections and billing adjustments on invoices. 
· Report competitor’s activity to sales manager. 
· Grow existing customers and migrating them into higher value tiers.
· Prepare proposals and quotations to customers.
· Handle customer complaints, inquiries and service issues.
· Prepare monthly performance reports.
· Cross selling multiple services offered by the organization.
Customer Service Executive - June.’08 till July’ 12
· Intimate knowledge of customer needs and ability to provide solutions.
· Adhere to customer service polices & procedures to maximize the customer satisfaction in every customer transaction.

· Manage customer complaints and ensure timely resolution.

· Manage the Global Case System (GCS) and ensure all customer inquiries/requests are logged into the system and resolved within the required service level agreement. 

· Interact regularly with customers to understand and respond to their needs and get feedback on the service provided.

· Monitor the changing needs of the service, liaising with customers and frontline, to identify areas for improvement and make recommendations for service improvement and implementing those improvements.

· Responsible for SRN creation & follow up on cases/complaints for customers. 

· Ensure excellent customer service is provided to customers in timely manner by adhering to policies and standards to achieve highest satisfaction levels. Ensure service recovery when needed. 
Contact Center Back Office - Dec.’05 till May. ‘08
· Update customers on status of their shipments
· Handling complaint calls

· Schedule pickups and deliveries for customers
__________________________________________________________________________________________________________________________________________________________
Qatar Airways, Dubai, United Arab Emirates


Ticketing and Reservation Officer - Jan.’05 till Oct.’05
· Booking inbound and outbound tickets

· Issuing PNR number for travelers

· Issuing/checking residence and visit visa’s for customers

· Providing flight information and details to customers. 

Educational Qualifications
· Apr’00 – Mar’02:  Senior Secondary School (Commerce – CBSE board) from Our Own English High School, Dubai, U.A.E.   

· Currently pursuing Bachelors of Business Administration in London City College, Final year.

Professional Developments
· Jun’04 – Sep’04:  IATA-UFTAA Management Diploma from Skyline College, Sharjah, U.A.E.

· Sept’05 – Oct’05: Air Cargo Handling Diploma from Emirates Aviation College, Dubai, U.A.E.   

Computer Proficiency
· Working knowledge of MS Office 2010 & 2013
· Windows 8.1, 7, XP
Trainings & Workshops
	Revisiting Customer Centricity
	Credit Control Essentials

	Time Management
	Excellence in Customer Service

	Sales Skills
	Promoting a Professional Telephone Image

	Emotional Intelligence
	Business writing skills

	Sales Skills – I Sell Smart
	Sales Skills – ABC Sales


Professional Achievements
	Employee Of The Quarter–(Jul/Aug/Sept) 2010
	Customer Service Agent Of The Quarter 2010

	Employee Of The Quarter–(Oct/Nov/Dec) 2009
	Contact center agent of the month April 2008


Personal Details
16.08.1983    |    Indian     |     Single      | Employment Visa (Transferable)   
Languages Known
English, Hindi and Konkani
Hobbies / Interest
Football, Reading, Fishing  
Driving License
Holding a valid U.A.E. Driving License  
References

Can be furnished immediately upon request
Availability

Immediately
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