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PROFILE

· A result oriented professional with nearly 16 years of experience in Front line, Customer Service, Operations, Product development, Call center & Business Development.

· Proficient in managing & leading teams for running successful process operations & experience of developing procedures, service standards for business excellence.

· Possess excellent interpersonal, communication and organizational skills with proven abilities in training & development, customer relationship management and planning.

· Well adaptive towards corporate culture and behavior & ability to work under pressure

· Carry a strong track record of setting new Bench Marks & attainment of the same

· Strong People/Customer management skills (both internal & external). Build rapport with people at all levels/backgrounds to maintain synergy within the teams and target achievements a single team

CORE COMPETENCIES INCLUDE
· Reservation & Ticketing ETE (Sales, Service, Escalations)

· Risk Management/FMEA/Fraud Management system

· Manage internal Audits & setting expectations

· Transitioning of new projects

· Business Recommendation

· Customer/Client relationship Management

· Team Management

· Process improvement initiates

· Performance management

Achievements

· Rewarded BEST CONTRIBUTOR Award for the year 2010

· Rewarded BEST Manager for the year 2013

· Women Achiever Award 2014 – 2015

· Awarded Manager of the Quarter JFM 16

· Achieved multiple monthly performer award

· Achieved multiple Client Appreciations



PROFESSIONAL EXPERIENCE 












Dec 2009 – May 2016
Manager Operations
 delivers customer engagement software and services that make it simple for customers to interact with companies through the web, mobile, chat, social, and phone. 

Key Responsibilities

· Manage multiple accounts both voice & non voice

· Determine call center operational strategies by conducting need assessments, performance reviews, capacity planning, and cost/benefit analysis; identifying and evaluating state-of-the-art technologies, defining user requirements; establishing technical specifications, and production, productivity, quality and customer service standards, contributing information and analysis to organizational strategic plans and reviews.

· Maintain and improve center operations by monitoring system performance; identifying and resolving problems; preparing and completing action plans; completing system audits and analyses; managing system and process improvement and quality assurance programs; installing upgrades.

· Accomplish human resource objectives by recruiting, selecting, orienting, training, assigning, coaching, counseling, and disciplining employees; administering scheduling systems; communicating job expectations; planning, monitoring, appraising, and reviewing job contributions; planning and reviewing compensation actions; enforcing policies and procedures.

· Prepare performance reports by collecting, analyzing, and summarizing data and trends.

· Monitor competitor activity in order to maintain the most competitive fares complying to all relevant laws and travel business legislation. 

· Periodically assess existing Content Providers by analyzing information and historical information.

· Maintain professional and technical knowledge by tracking emerging trends in daily operations management; benchmarking state-of-the-art practices.

· Accomplish organization goals by accepting ownership for accomplishing new and different requests; exploring opportunities to add value to job accomplishments.

· Identify market opportunities while providing strategies on how to capitalize and red-flag on market while providing strategies to counter reactions.

· Plan and execute SOPs and make sure that the SLAs are met.

· Analyzing volumes ,workflow & allocating appropriate resources 
· Client interactions with regards to SLA’s & other deliverables.
· Having a close eye on the individual queue performance.
· Giving tips to the SME’s in scheduling the resources.
· Generating & formatting the reports for Monthly Process Reviews.
· Create reports for Business Reviews. 
· Set KRA’s for mid level
· Preparing quarterly / half yearly and yearly reports for the appraisal. 
· Transition of sub processes from different center
· Identifying ways to improve quality performance.
· Team reviews with sub units for quality performance.
· Actively involved in monitoring & mentoring midlevel’s & sub units
· Managed quarterly/yearly process audits by ensuring minimal/no findings
· Build strong partnership with customers to ensure operational cohesion and effective foundation for future growth.
· Manage internal and external clients effectively.

Career Path:

Write-off Specialist t -> Assistant Manager->Manager Ops

TRX Technologies India Pvt Ltd






Nov 2007 – Dec 2009
Assistant Manager
TRX is a leading, independent provider of transaction processing and data integration services to the global travel industry.  TRX deliver the technology applications in an on-demand environment to travel agencies, corporations, travel suppliers, government agencies, credit card associations, credit card issuing banks, and third-party administrators.
Key Responsibilities
Work on US and European market on refund processing, ADM's, ACM's, charge back research & reconciliation.

· ADM - Airline Debit Memo:  Debit Memo is the document sent by Carrier to the Agency to Recover Money if any Rules were violated.  We research on debit memo & see why airline computation is not matching with our agency’s computation & identify if liability lies with internal or external departments/ Application or GDS or respective department agents error.  Then we will have the memo settled from our agency or we dispute with carrier directly.
· Airline application such as BSP, ARC Memo Manager, GDS are used to research them
· The outstanding statements on memos are received from carrier we need to ensure to settle the memos on time.
· Responsible for managing team spanning 12-18 agents.
· Coach, train and provide feedback for effective performance management.
· Define KRAs & timely appraise the agents.
· Lead and motivate team to facilitate achievement of SLA and to exceed customer expectation.
· Upkeep MIS and reports as per the process requirement.
· Pro-actively anticipate customer needs thereby ensure customer satisfaction.
· Facilitate and implement process improvement ideas to improve efficiency.
· Build strong partnership with customers to ensure operational cohesion and effective foundation for future growth.
· Handle additional process responsibilities as and when delegated.
· Complete a monthly status report to the reporting manager
· Facilitate internal employee training, transitional training, Train the Trainer, external client training and other classes as required
· Develop and maintain all necessary training reports and logs – current and historical Ensure that policies and procedures are known and understood by TRX staff
· Identify goals and objectives of all new product and process training. Conduct needs analysis if necessary
· Develop good communication lines with TRX Management and external clients for the purpose of process requirement
· Escalate to management any deviation from standards with regard to customer handling, staff accuracy or other performance that is not in compliance with customer and/or TRX standards. 
· Schedules training classes as needed – internal and external 
Career Path:

Process Expert -> Assistant Manager

Achievement:

· Have been rewarded as HEART OF THE PROCESS for Outstanding Team’s Performance
Siemens Information Processing Services Pvt. Ltd. 



Jun 2004 – Nov 2007
Process Expert

Siemens in India is a leading powerhouse in electronics and electrical engineering. as an integrated technology provider, has a wide range of future-oriented solutions to meet these challenges and be a partner in India’s growth.

Client - TRX Technologies India Private Limited (Expedia)

Key Responsibilities

· Assigned to handle  Reservations & Ticket issuance for multiple brands
· To co-ordinate with Airlines for bookings and confirmations
· Clear daily SLA’s & queues

· Plan itineraries basis customer requirements

· Clear transactions with best possible AHT 

Career Path:

Online Service Representative – > Sr Online Service Representative – >Process Expert.

Achievement:
· Have been rewarded multiple monthly STAR PERFORMER Award 
Sony’s Travel Lines







     
Sep 2003 - Jun 2004 
Counter Executive – Travel
· Assigned to handle Renowned corporate visa,
· Reservation & ticketing
· To co-ordinate with Airlines for bookings and confirmations
· Ticketing and handover of all travel documents.
· Interaction with Travel Coordinator and Travel Manager.
· To interact directly with Customers for all their travel needs. Planning itineraries according to the corporate policy.
· To maintain Corporate profiles and travel report.
· To ensure all specified travel arrangement were met as per corporate requirement.
· To make best effort and ensure that travel takes place as planned without any difficulty. 
· Handling walk-in customers across the counter both in terms of Domestic and International Ticketing. Suggesting them with the best routes and the best available fares for Travel and issuing Tickets.
· Directly interacting with the airlines for confirmation. Assisting them in Visas, Hotel reservations.
Assisting in Sales Handling. Issuing of Domestic & International Air Tickets
Trans Globe International 







Aug 2000 – Jul 2003
Counter Executive –Travel

· Handling walk-in clients, corporate clients and government officials for all their travel needs and issuing tickets. 

· Directly interacting with the airlines for confirmation. 
· Planning itineraries according to the clients.  
Education:





                                         
     


.   
· B.Com (Commerce) from Bangalore University in 2004
· PG: MBA/PGDM (HR/Industrial Relations) from Madurai Kamaraj University – Perusing

Other Skill Set:




                                         
     


   
· CRS - Reservation System - Amadeus, World Span, Sabre.
· Airline Application - BSP Tool, ARC Memo Manager, ARC Campass, Info Command.
· Windows XP.
· Familiarity in Microsoft Office (word, Excel & PowerPoint).
· Preparation of MIS, Daily Weekly Monthly review reports. 

· Good exposure in Management Presentations.
Personal Profile:




                                         
     



Date of Birth: 

02nd August 1983
Martial Status: 

Married
Nationality: 

Indian

Religion: 

Islam
Personal Interests: 
Listening to music
Languages known:           Kannada, English, Hindi, Urdu & Tamil

Reference: 
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