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Assistant Manager - Operations 
Looking for challenging assignments to leverage over 4.8 years of experience in Shopping centre management.
PROFILE
· A Customer oriented professional with nearly 3 years of experience in Customer Service, Guest Service, Customer Relationship Management, Customer Satisfaction Management, Operation Management and Sales & Marketing.
· Currently associated withSeasons Mall (Magarpatta Retail Pvt Ltd) Pune, India asManager Guest Service – Mall Operations.
· Outstanding reputation for keeping and maintaining excellent customer service; skilled planner with expertise to analyze client needs and achieve objectives.
· An unwavering commitment to customer service, with the ability to build productive relationships, resolve complex issues and win customer loyalty.
· An effective communicator & team leader, combined with flexible & extremely detail oriented attitude with the ability to interact with people effectively. 
CORE COMPETENCIES
Customer Service |Motivational Skill|Suggestive and Alternative Selling | Customer Relationship Management |Up selling|Cost-Reduction Strategies|Captivating Initiatives | Guest Service Orientation | Supervision | Communication skills |MS Office Skills | Leadership Skills | Detail Oriented Attitude|Enhancing Customer Loyalty| Negotiation Skills 
CAREER HIGHLIGHTS & ACHIEVEMENTS
At Amanora town centre
· Recognized for sharing the suggestion for mall services which needs to be implemented within the mall.
· Appreciated on sharing suggestion for making online feedback on website of Amanora town centre.
· Received appreciation on suggesting Courtesy policy within the mall.
· Earned appreciation on Creativity parking ticket design idea to reduce the confusion for Customers (better accessibility to parking)
· Appreciated for suggesting parking space for “handicap, expectant mother Guest at Amanora town centre.
· Earned appreciation for Handling Guests and resolving their issues at the Best Level.
· Appreciated for thinking out of the box to reduce on lost children in mall during peak hours by suggesting wrist band for children.
At Seasons Mall         
· Bagged appreciation for going beyond expectation job profile and helped the Guest and achieved a comment as “set a perfect example for excellent customer service”.
· Got an Appreciation on presenting User friendly report.
· Instrumental in updating, improvising and designing of website & Seasons mall’s application.
· Undertook the Bio metric process, registrations for new employee, report generation and forwarded to the HR.
· Oversaw Suggestive and Alternative Selling by providing more options to the Guests. 
· Handled Social media Campaign; Promoted offers & promotions on Facebook to enhance revenue and foot falls in mall by providing excellent service.
TRAINING
· THE AMBASSADOR HOTEL” Mumbai India.  (14th Dec 2009 to 9th Jun 2010)
PROFESSIONAL EXPERIENCE
SEASONS MALL (MAGARPATTA RETAIL PVT LTD) PUNE




         Jul 2013 to Present
Assistant Manager Operations /Guest Services –Mall Operations
· Housekeeping Inventory Management:
Orders, receives, inspects and stores equipment, spare parts and consumables, merchandise commodities, material and/or supplies with the objective of maintaining costs within budget as well as ensuring that there is no stock out situation at any point of time which can lead to inconvenience for the customer. Identify and develop vendor base, with the objective of getting the best prices and quality from selected vendors.
· Reporting:
Prepare routine and ad hoc reports, with the objective of keeping the management informed about all issues relating to operations of mall and taking necessary action thereof. Prepare monthly financial analysis for operations for the Retail Operation monthly report.
· Asset Management:
Negotiates and recommends procurement of capital equipments according to the operations need. Ensuring new assets being brought into operations are entered onto pre-planned maintenance program and subject to
· Conceptualizing and implementing strategies for smooth and efficient operation at the Information desk/booth, providing all customers efficient services and ensuring that their expectations are constantly met.
· Soft Service Management:
Management of planned, reactive and incidental works delivery for security, safety, traffic, housekeeping, waste management and pest control. Responsible for implementing soft services plan for festival centre  by directing  team in routine and scheduled jobs; ensuring compliance to set standards and carrying out regular inspection, with the objective of enforcing adherence to safety standards and customer  satisfaction with in allotted budget.
· Diligently handling general inquiries received at the Information Desk from customers and retailers.
· Providing accurate information to customers of any running promotions set by the marketing department.
· Spearheading efforts across handling collection of data from retailers and making of MIS.
· Compiling MIS on expense sheets, analyzing profitability position and preparing detail monthly Management MIS with detail analysis of all the expense and incomes.
· Overseeing customer queries and grievances and escalating for timely resolution; Collating all complaints / grievance from retailer and escalating them to concerned authorities for timely action.
· Assisting in coordinating events and promotion within the mall with retailers & Following mall Standard operating system.
· Ensuring mall opening and closing & store opening and closing procedures &providing all information with regards to stores food court, parking, security, lost and found, etc.
· Imparting suggestion to assistant managers to improve customer experience &ensuring that Customer Service Team leader, Supervisor and Manager are informed about all feedbacks received from customers.
· Maintaining suggestion book & customer feedback forms; Ensuring mall music system/ personal Assistance systems in operational order.
· Judiciously coordinating all necessary day to day functional instruction with all agencies&maintaining retailer’s satisfaction index.
· Suggesting corrective measures to brands to enhance their revenue and traffic &Creating Asset & convert liabilities into incoming revenue streams.
AMANORA TOWN CENTRE, PUNE (City Reality Development Corporation)   

       Apr 2012 to Jul 2013
Customer Service Executive –Mall Operations

· Handled customer’s telephone queriesandmanaged all the Stores in the mall, according to the mall rules.
· ResolvedGuest complaints and grievances by effective means. 
· Oversaw smooth Mall operations, inspected round of the mall, generated snag report and forwarded issues to various service providers for resolution and following up for the same.
· Contributed to team effort by accomplishing related results as needed as per organizational standards.
· Assisted customers with lost and found, coat/parcel checking and loan of strollers and wheelchairs to maintain high level of customer service.
· Submitted various Reports; analyzed the Guest and retailers feedbacks as well as sales of retail outlets. 
· Updated guests and retailers on monthly Add-ons in the mall. Ensured the highest level standards of housekeeping and grooming etiquette are maintained at all times.
ISHANYA MALL, PUNE(Deepak Fertilizers and Petrochemicals Corporation Pvt. Limited)          Aug 2011 to Apr 2012
Customer Service Executive- Operations
· Prepared Management Information System reports, Analyzed guest feedback’s to know the Guest Satisfaction Index and forwarded the same to the management. 
· Promoted event venues through effective telephone calling and on floor promotions.
· Collected feedback and compiled information that helps management in decision making.
· Coordinated with various service providers like Housekeeping, Security, Parking, Horticulture and Façade cleaning. 
EDUCATIONAL CREDENTIALS
Bachelor of Science in Hospitality Studies, Pune; University of Pune; 2011
Date of Birth: 8th October 1989 |Languages Known: English, Hindi & Marathi |Nationality: Indian
UAE Driving License: N/A | Visa Status: N/A |
Permanent residency: Pune, India
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