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Profile
Over ten years experience in Customer Service, Sales, and Managerial Information Systems.
Resolving customer complaints and promoting conflict resolution.
Experience
Serco Dubai Metro, Dubai

Industry                                     Metro rail service.   

Duration                                    April 2011 to December 2014 
Designation                              Station Agent 

Key Responsibilities:           Customer Service, Sales, Station operations. 
· Monitor and maintain station operational status and ensure the safety and comfort of passenger movement within the station premises.
· Handling Customer complaints and enforcement of Dubai Metro user procedures and implement penalties in an efficient and timely manner.
· Monitoring Passenger flow and make provisions for crowd control during peak hours and other occasions. 
· Preparation of incident and accident reports and maintaining updated station log.
· Making/ Maintaining Public relations with representatives of different companies, RTA personals including passengers. Making efforts for providing higher quality standards & maintaining them to meet expectations of RTA (Road & Transport Authority) and passengers,
· Provide ticket sales, train services information and respond to passenger inquiries 
Sutherland Global Services. Cochin 682 037. India. 
Industry                          Business Process outsourcing – Call Center 
Duration                         September 2006 to April2011 
Designation                   Senior Customer Support Executive (Team Lead)
Key Responsibilities:       Floor Supervision, Level Two customer complaint resolution.
· Maintain real-time queue management and floor adherence (Call Center)
· Perform quality checks develop and review performance reports, identify areas to improve, and implement measures to improve performance levels and meet objectives.
· Creating and establishing the reports regarding metrics status to the high-level management and clients at regular intervals

· Performing weekly and monthly performance calls with clients and Operation managers to check out the program performance and to discuss initiatives for the betterment of the program in the future.

· Generate the QA scores and send the consolidated QA score (reports) to the QM as per the guidelines
· Data Interpretation Analysis using applications such as iRoz, Avaya Cms Supervisor, Remedy Event viewer, Citrix. 
· Creating anticipated reports and rostering agents to handle the call volume.
· Managing schedules break timings and voluntary time out for employees to efficiently meet the client matrices.

· Analyzing the trend variation, skilling the agents to the required queue and informing the variation to workforce management team to make changes in upcoming schedule.
Atlas International for Commercial Enterprises .L.L.C., Darsait, Muscat, Sultanate of Oman.
Industry                            Retail Jewelry outlet

Designation                     Customer Service Executive 

Duration                          June 2001 to August 2006
Key Responsibilities:        Outlet Management, Sales.
· Organize and formulate entire range of retail management
· Successfully organized and operated Atlas’s key outlet in Muscat

· Creative ways to increase the sell, brands and managing events.
· Ensures availability of merchandise from various sources and maintaining inventories
· Follow all standards set for appearance, behavior in order to maintain the brand image

· Purchase and replenishment of stock.

· Work out entire merchandising, ordering and maintenance features 

· Formulate incentive reports on sales basis of employees.

· Maintain daily and weekly sales and activities reports.

· Participant in local market enhancement program along with making advertising planning.

· Take necessary measures for training and coordinating store. 

Education 
Bachelor Of Commerce-Cost accounting, St Albert’s College, Cochin, India 1996-99.

Mahatma Gandhi University.

IATA FIAFA Air Cargo Introductory Course, 1999.
Languages Known: English, Hindi and Malayalam.
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