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CAREER OBJECTIVE
A high caliber management professional with 10+ years of extensive multi-functional experience in the areas of customer service support, operations management, airport administration, sales and marketing, combined with in-depth knowledge about airlines customer service and financial services sectors. A result-oriented airport ground handling service personnel with proven track record in managing airport operations, resolving guest queries / complaints, and providing complete support to airline passengers, looking to work in a managerial position with reputed companies. Exploring opportunities to utilize acquired skills in management and administration for streamlining existing processes, generating additional revenue opportunities, and contributing to improvement in departmental performance, while working as Customer Service Manager / Operations Manager / Administrative In-charge.
SKILLS

Operations Management – Airport

· Strategic Operations Management, Operational Workflow Planning, Administrative Control
· Airport Ground Handling, Flight Take-off / Landing Procedures, Passenger Check-in / Check-out

· Staff Supervision, Task / Resource Allocation, Housekeeping Management, Roaster Maintenance

· Flight Scheduled Maintenance, Guest Support and Service, VIP and VVIP Passenger Handling

· Safety and Security Management, Policy Implementation and Adherence, Luggage Operations

Sales & Marketing – Financial Services

· Sales Lead Generation, Client Approaching, Product Presentations, Negotiations, Deal Closure

· Financial Product / Service Management, Customer Query Resolution, Business Development

· Investment Plan Information, Portfolio Building Assistance, Financial Accounting Calculations

· Planning & Scheduling Appointments, Management Reporting, Sales Target Achievement
PROFESSIONAL EXPERIENCE

Guest Service Supervisor, Jun 2008 – May 2014
Kingfisher Airlines Limited, Mumbai, India
Key Responsibilities:

· Functioning as a manager, responsible for ensuring the smooth workflow of all operations, with focus on extending maximum customer support.

· Involved in the management of end-to-end airport operations, including flight landing / take-off, house-keeping, baggage checking, and security.

· Supervising the gate area, handling accountability for the check-in, check-out, and boarding of passengers, and ensuring safety and security in the airplane.
· Providing assistance and guidance to passengers with regard to arriving international flights, re-scheduled flights, flight cancellations, and flight delays.
· Handling passenger queries and complaints regarding misplaced baggage, excessive baggage, etc, and ensuring that these are resolved promptly.
· Attending to VIP and VVIP passengers, unaccompanied minors, special guests, and tourist groups, and providing them with optimum customer service.

· Maintaining coordination with handling agents and other airport suppliers, and liaising with government and regulatory bodies as and when required.

· Ensuring that passengers comply with the defined arrival / departure gate procedures, security protocols, and baggage processing rules, at all times.

· Providing leadership to the airlines staff, handling day-to-day resource allocation, maintaining the roaster, and generating pre-flight / post-flight reports.
Guest Service SupervisorMay 2005 –Apr 2008
Air Deccan Limited, Mumbai, India
Key Responsibilities:

· Spearheaded the guest service function for the airline, with focus on making sure that all operations are completed / delivered as per the company’s rules and policies.
· Monitored the inside gate, check-in counter, and check-out counter operations for all assigned flights (arrivals as well as departures), as per the work week.

· Handled the requirements of all arriving / departing guests, and extended end-to-end support with respect to several customer queries, complaints, and issues.

· Handled passenger queries during flight delays, flight cancellations, and flight re-schedules, and informed all travelers about such situations, to keep them in loop.
· Managed responsibility for the on-time performance of all assigned flights as per the plan, ensured security and safety of all passengers at all times.
· Assisted passengers in finding their seats once they enter the flight, accessing various amenities / facilities, in order to make their travel pleasant.

· Provided boarding passes and luggage labels, explained passengers about luggage restrictions, and collected excess weight charges as per the relevant policies.
Tele Marketing Executive, May2004 –Apr2005
HBL Global Private Limited, India
Key Responsibilities:

· Worked as part of the HDFC Bank Team, on the payroll of HBL Global Pvt. Ltd, in alignment with the defined goals and business targets
· Reported to the Sales Manager on an everyday basis, shared individual progress on achieving targets, and attended periodic performance review meetings.
· Placed calls to potential leads, explained them about various personal / corporate finance products and services offered by HDFC Bank, with focus on enrolling them for at least one service.

· Provided advice to prospective clients by utilizing acquired product knowledge during the training period, and solved their queries regarding it.

· Influenced customers to take-or, retain, and upgrade their banking or investment service by providing them with relevant reference information.

· Assisted clients in opting for professional investment or banking related advice by transferring their call to the Product / Service Specialists, as and when required.

· Maintained the database and classified it into prospective leads, converted sales, and unreachable customers in order to maintain a standardized way of recording.
Telesales Executive, Jun2003– Mar 2004
APNALOAN.com, India
Key Responsibilities:

· Responsible for sale of credit cards of renowned banks that included SBI, HSBC and Citibank, and guided the customers in navigating the website to register specific details and raise requeststhrough the official online portals.

· Assisted in the completion of paperwork, provided the list of documents required for verification of identity along with income proof and ensured completion of e-forms.
· Handled customer enquiries regarding product offerings, explained services offered, reward schemes, benefits and payment options available to customers.

· Resolved queries regarding monthly credit card bills; provided comprehensive customer support as per prescribed service standards and ensured high customer satisfaction scores. 
· Registered customer requests for change in account information (name/address/etc.), forwarded serviceupdaterequests to the operations team, and handledall requests received includingprocessing ofstandard instructions (tax / bill payments etc.). 
· Assisted customers in tracking applications, registered lost card notifications received from customers and forwarded details to the operations team to prevent unauthorized and fraudulent use.
Customer Service Executive, Mar 2001 – Apr 2003


SBI 
GE Capitals, India
Key Responsibilities:

· Communicated with defaulting customersthrough calls and emailsto expedite credit card bill payments, monitored due dates for every overdue account and generated collection reports to submit to the Team Leader for review.
· Prepared the schedule to streamline activities and business calls of on-field executives, maintained details of visits to customers’ premises and maintained relevant documents for reference.
· Handled outbound calls for sales and collections, responded to customer enquiries, and worked extensively on the company’s system to enter operational information in the database according to prescribed guidelines.
· Used Advanced Excel and other tools to analyze business information, prepared corporate presentations and provided decision-making support to senior executives. 
EDUCATION

· Master’s in Business Administration (Operations)
· Sikkim Manipal University, India, Dec2012
· Bachelors in Arts
· Bhavan’s College, Mumbai University, India, Jun 1999

· Higher Secondary Certificate Examination
· Barfiwala College, Mumbai, India, Feb 1996
PROFESSIONAL CERTIFICATIONS
· Diploma Course in Computer Basics – Windows OS, MS Office Suite, DOS
· Certified typing Speed- 40w.p.m

PERSONAL INFORMATION

· Citizenship: Indian
· Date of Birth: 17thJan, 1977
· Marital Status: Married
· Hobbies and Interests: Reading, Music, Dance
· Languages Known: English, Hindi, and Marathi
· Visa Status: Spouse Visa
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