HINA

PROFILE SUMMARY
Customers and Administratively strong Manager with more than 10 years of experience. Specialized to work in the Education, Railways, Retail, Hospitality and Tele communications markets international level. Track record of consistently achieving high demand of satisfaction from company and customers. Result into getting achievements awards from every step of life. 
Experienced in leading teams and executing safety, Security, Quality and company related operations policies.

AREAS OF EXPERTISE
	Customer service Management
	Complaint Handling & Resolution

	Front end supervision
	Business/product Development

	Order fulfillment
	Cost Reduction strategies

	Event Management
	Leadership and team development


PROFESSIONAL EXPERIENCE
APRIL 2011 ~ PRESENT

FOUNDATION PUBLIC SCHOOL, O LEVEL DEFENCE CAMPUS, 
KARACHI, PAKISTAN

ADMINISTARTIVE & EVENTS MANAGER 
Supports operations by supervising staff and students by supervising planning, organizing, and implementing administrative systems.
Extra Areas Of expertise 

	Supervising Art department 

· Training students for

CIE (Cambridge International Examination) as a qualified Art teacher. 

· Working on all events Designs projects looking into stage ambiance to setups of seating and give away.

· Portfolio can be provided on request.
	Student Leadership Council 

· Selection, short listing, Arranging training programs. 
	After School Club Activities

· Organizing leasing with the public speakers for any after school club activity.

· Arrangements for seating, setup, attendees, and resources.
· Working on PID (Policy implementation and documentation)



Contributions and Responsibilities
· Contributed in schools publications in a shape of school Magazine and urdu language Newspaper along Newsletter.

· Awarded as “ADMIN MANAGER OF THE YEAR 2014” with the outcome of 100% in evaluation all over the system.
· In 2013 Won “Sparkle of FPS” recognition award as acknowledgement and appreciation of the contributions made to the office management.

· Maintains administrative staff by recruiting, selecting, orienting, and training employees; maintaining a safe and secure work environment; developing personal growth opportunities.

· Accomplishes staff results by communicating job expectations; planning, monitoring, and appraising job results; coaching, counseling, and disciplining employees; initiating, coordinating, and enforcing systems, policies, and procedures.

· Provides supplies by identifying needs for reception, switchboard, mailroom, and kitchen; establishing policies, procedures, and work schedules.

· Provides communication systems by identifying needs; evaluating options; maintaining equipment; approving invoices.

· Purchases printed materials and forms by obtaining requirements; negotiating price, quality, and delivery; approving invoices.

· Completes special projects by organizing and coordinating information and requirements; planning, arranging, and meeting schedules; monitoring results.

· Provides historical reference by developing and utilizing filing and retrieval systems.

· Improves program and service quality by devising new applications; updating procedures; evaluating system results with users.

· Achieves financial objectives by anticipating requirements; submitting information for budget preparation; scheduling expenditures; monitoring costs; analyzing variances.

· Maintains continuity among corporate, division, and local work teams by documenting and communicating actions, irregularities, and continuing needs.

· Maintains professional and technical knowledge by attending educational workshops; benchmarking professional standards; reviewing professional publications; establishing personal networks.

· Contributes to team effort by accomplishing related results as needed.

· Assist the Principal in planning and maintaining school routines.

· Responsible for efficient management of school financial and administration functions.

· Supervise school administrative officers and promote training opportunities.

· Creativity assignments where and whenever needed.

· Event Management for all the school year events. Starting from planning till execution liaised with Principal and management of school.

Financial Administration
To assist the Principal in the budgeting process, financial control in the expenditure.

· Controls School Budget

· Supervises the collection of fees and revenue for the school

· Ensures that effective and efficient systems and procedures are in place and are complied with by staff performing financial duties.
Personnel Management
To assist Principal in discharging duties related to personnel matters and these may entail the following:

· Buys support staff services e.g. library technicians, supplementary clerical support

· Supervises the general administrative support staff such as the clerical officers and office attendant.

· Co-ordinates all personnel matters of administrative staff and leave and medical matters of all school staff

· Carries out personnel administration for all teaching and non-teaching staff as assigned by the Principal or Vice-Principal
· Working on principal PowerPoint presentation for staff meetings by collecting all data, research work and concept or theme based presentations.

School Supplies
To assist the Principal with the procurement of small values and “S” coded items for the schools. The tasks include:

· Processes and evaluates quotations, puts up recommendations to Principal for approval

· Procures approved items for the school
· Procures teaching materials and supplies for the school.

Event Management 

· Development, production and delivery of projects from proposal right up to delivery.

· Delivering events on time, within budget, that meet (and hopefully exceed) expectations.

· Setting, communicating and maintaining timelines and priorities on every project

· Managing supplier relationships

· Managing operational and administrative functions to ensure specific projects are delivered efficiently

· Travelling to onsite inspections and project managing events for safety and security issuance. 
· Take responsibility for all events budgets from start to finish.
General Services

To assist the Principal to carry out duties on general matters and the tasks include the following:

· Prepares agreements/contracts for workshops, tuckshops, canteen vendors or any other parties as may arise

· Manages the workflow and documents in the General Office.

AUGUST 2007~ SEPTEMBER 2010

NETWORK RAIL~ ST, PANCRAS INTERNATIONAL, LONDON, U.K
SHIFT STATION MANAGER

Mange the day to day performance of the station team within set resources, processes and budgets, professionally delivering excellent and consistent customer service, and providing an operationally safe, secure and quality station environment for all station stake holders including TOCs (Train operating companies) tenants, passengers, station users and retailers.
Contributions and Responsibilities

· Managed and lead the direction of the station team in the delivery of excellent customer service and a safe station environment compliant with appropriate operational and safety standards.
· Managed employee rosters and resources on a day to day and long term basis and delivering resource contingency plans as necessary.

· Implemented and lead station emergency and evacuation plans as required and mange the security or identified risk areas checking inspections are completed and recorded.

· Managed the programmed delivery for station checks including contractor compliance and train dispatch, in accordance with relevant company standards and procedures.

· Provided leadership and direction to the station team acting as a role model and mentor, progressing agreed development plans through continual monitoring and review to enhance team performances.

· Monitored and maintained station services and amenities in accordance with the terms of the Station Access Agreements (SAAs) in partnership with TOCs and retail outlets.

· Implemented and compiled with the relevant industry and company standards and procedures including: Managed station manual, operations manual, Rule Book, occupational Health and safety Manual, systems safety Manual.

· Managed and delivered the competency assessment processes,

· Conducted the required risk assessment that is mandated through legislation and company standards.

· Reviewed and approved contractor risk assessments and method statements for compliance with standards.
· Implemented the National Railway Security programmed and station security plan to deliver the legislative requirements and maintain relevant records.

· Implemented plans to prevent criminal activity and improve safety within the station.

· Managed the station resources and budgets and work within procurement rules.

· Won “You Made the Difference Award” recognition award as acknowledgement and appreciation of the contributions made to the company.

 2006 ~ July 2007

MARKS & SPENCERS~ EAST LONDON, U.K

CUSTOMER SERVICE TEAM MANAGER 

As a customer service team leader my duties were to recruit, train and supervise maximum 25 customer service representatives and cashiers. Foster an environment in which customer enjoys high levels of service and employees are motivated to deliver top performance. Manage front end operations to ensure friendly and efficient transactions at checkout.

Contributions and Responsibilities

· Reduced staff turnover by 15%in 2007, bench marking a record setting improvement in staff retention due to the success of employee development and moral building programs.

· Elevated stores guest satisfaction index from 86% to 92% within two years ensured the swift resolution of customer issues to preserve customer loyalty while complying with company policies.
· Served on special taskforce charged with turning around underperforming stores trained CSRs and managers in five struggling stores, and contributed to significant improvements in guest satisfaction and sales.

· Exemplified the second to none customer service delivery for which Marks & Spencer’s Superstore is internationally renowned in all interactions with customers.
October 2004 ~ June 2006
CARPHONE WAREHOUSE TELECOMMUNICATION~ LONDON, U.K
CALL CENTER AGENT
· As team leader, motivated and supervised an outbound call center staff of 300 staff.

· Developed a system and call scripts to facilitate the efficient management of call volume.

· Provided customer service excellence and technical support on telephony systems.

· Ensured strict adherence to company policies and procedural guidelines.

EDUCATION AND TRAINING 
	Matriculation
	White House grammar School, Karachi - Pakistan

	Secondary school certificate examination, 1997
	                   April 1997

                Science group
	Passed
	Grade: B

	4 Year 

Diploma In Communication Design
	Central Institute of Arts and crafts, Karachi – Pakistan

Achievements: Student of the year

	Sindh Board of Technical Education
Session 2002 
	2000
Commercial Art (Graphic Design)
	Passed
	Grade: A

	Sindh Board of Technical Education

Session 2002
	2002

Commercial Art (Graphic Design)
	Passed 
	Grade: B
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 TRAININGS AND PROFESSIONAL DEVELOPMENT
	Senior Executive Managerial Grid workshop

Effective Team Working & Team Dynamics
	Certified training by:

CIAC, Pakistan -25th till 30th May 1999

	NVQ in customer service management.

Effective communication Skills.

Customer Focus

Leadership Qualities 
	Certified training by :

Network Rail – September 2010

	Railway Safety Accreditation Scheme Training course. 

Guidelines:

ACPO Guidelines , PACE Act 1984 , offence Definitions, Crime reduction, Drug Awareness, Conflict Management, Disengagement, Communication Skills, Ethics & Diversity, Health & Safety, Environmental Issues, Problem Solving,

Observing & Reporting, Statement Writing, Accreditation Powers, Relevant Legislation.
	Certified training by:

Network Rail, British police & Railway Safety scheme – October 2007

	Manual Handling & Vehicle Management.


	Certified training by:

Network Rail, London – 30th November 2007

	Security awareness training Programme 
	Certified training by:

Network Rail, London – 30th November 2007

	Emergency Planning & Crowd Control.


	Certified training by:

Network Rail, London – 30th November 2007

	Qualified First Aid Trainer.


	Certified training by:

Actual First Aid, London –27 May 2008

	The Tech Savvy Practitioner
	Certified by:

Society of Pakistan English Language Teachers (SPELT) – 5 days course 2015


Certificates and achievements 

	Student of the year

CIAC - 2001

	Anti Narcotics Force Karachi

Painting competition 1999

	Environmental Protection Agency government of Sindh

Painting competition 2002

	The British council

Poster competition 1999

	Pakistan Medical Association Karachi – Pakistan

Poster Competition – 2000

Second Prize Winner 


PROFESSIONAL SKILLS
· Macromedia Freehand.

· Adobe Photoshop 
· Proficient in Microsoft Word, Power point and Excel.

· Digital design illustrations, Brochures, Logos, flyers, penaflixes, and Posters.
· Professional Photographer with skills in evaluating prints for reproduction.

· Print magazines preparation and production.

· Skillful in Macintosh.


PERSONAL INFORMATION

Date of Birth: 31st JULY 1982
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