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Summary

Over 23 years’ experience in the industry developing relationship with different clients to generate business from them. Demonstrated excellence in managing various operations with success. Adroit at maintaining maximum customer satisfaction by ensuring quality & timely solutions. A thorough professional with a proactive attitude, capable of thinking in & out of the box. Gathered exposure in ensuring proper guidance for the achievement of quality services and handling all kinds of people. A keen learner with strong analytical & problem solving skills abilities teamed with effective communication skills.

Core Competencies

Customer Relationship Management

· Manage customer centric operations & ensuring customer satisfaction by achieving commitments delivery & service quality norms.
· Formulate customer service strategies and plans in line with further development of the company.

· Attend to client concerns & complaints and undertake steps for effectively resolving them.

· Handle feedback on customer's complaints, requests and service development. 

· Interact with the customers to gather their feedback regarding the products’ utilities.

· Maintain cordial relations with customers to sustain the profitability of the business.

· Identify prospective clients from various sectors and generate business from the existing, thereby achieve business targets.

· Conduct competitor analysis by keeping abreast of market trends and competitor moves to achieve market share metrics.

Team Management

· Effectively interface with people at all levels, managing healthy work environment and inculcate bonded teamwork with high work ethics.
· Mentor, motivate and guide members about entire process, telephone etiquettes and customer service issues.

· Ensure complete customer satisfaction and retention/gain new clients by delivering quality services & commitments.
Employment Profile

Universal Freight Services LLC, UAE as General Manager

May’ 2014 - Current 

· Responsible for Sales, business development, Operations, network agency development.

Freight Masters Shipping Services LLC, UAE as General Manager

Mar’ 2013 - Apr’ 2014

· Responsible for network agency development, operations, sales support. hiring & allocation.

CEVA Logistics, UAE as Customer Service Manager

Apr’ 2011 - Feb’ 2013
· Responsible for entire department turnover including staff hiring & allocation.
· Set up the process flow & one stop shop solution, implementing share point access 
for Dubai team in terms of account management 

· Developed new areas / sectors / rates / negotiations / corporate & Class “A” account
· Meet existing & new clients with respective BDM for improvements & issues if any.
· Responsible for training new staff in terms of company profile, process, compliance.

· Resolve overseas disputes if any with amicable decision in the interest of organization.
· Direct Reporting to Country Manager.
Agility Logistics, Dubai as Asst. Customer Service Manager (Corporate)
Aug’ 2008 - Mar’ 2011
· Handling Global / corporate & Class “A” account
· SOP (internal/external), KPI, RFQ for global account.

· Developed new areas / sectors / rates / negotiations.
· A/C’s: Honeywell Group, Alshaya Group, Logix, Nokia Siemens, Mubadala Group.

· Direct Reporting to General Manager.

Geodis Wilson [UAE] LLC, Dubai as Customer Service/Operation Manager

Dec’ 2007 - Jul’ 2008
· Governed customer service, sea freight import / export operation department.
· Administered operation planning, Logistics, client servicing, team management.
· Rate negotiation with airline / shipping lines for export traffic.

· Responsible & handled Corporate accounts – VOLVO Middle East & GRUNDFOS.
· Generated new business, cater existing customers, providing leads to Sales Team.
· Thorough knowledge of UAE Customs procedures / process.7
· Direct Reporting to Country Manager.

Inchcape Shipping Services, Dubai as Customer Service Supervisor
Jul’ 2000 - Nov’ 2007
· Managing complete customer services team handling air/sea freight import/export traffic.

· Responsible for rate negotiations with overseas agent for Air/Sea freight import, 
Cross Trade movements etc.

· Entrusted with the responsibility of Route Development for Germany / Italy / Spain.

· Administered business development, planning, client servicing, team management etc.

· Formulated service guarantee programs to improve service and increase loyalty among customers.

· Generated new business based on sales lead from overseas agents & handled key accounts.
· Partial involved in air & sea import operations in co-ordination with Operations Managers.
Air Express International, Sultanate of Oman as Cargo Supervisor

Sep’ 1994 - Jun’ 2000

· In charge & managed airport office handling air freight import, export operations.

· End to End Process flow for corporate accounts.

· Catered & independently handled complete air imports / exports for key accounts 

- Suhail & Saud Bahwan Group & Al Hassan Switchgear Group.

New Era Travel & Cargo Services, India as Sales Executive

May’ 1990 - Aug’ 1994

· Air freight / Sea freight export sales.

Academic

B.Sc. (Computer Science)

 University of Madras 


1991
Additional Qualifications

IATA-Cargo Advance Course, Geneva, Switzerland
Dangerous Goods Regulation Course, Air India, Madras, India.
Customer Service Course, Kuwait Airways, Muscat, Oman
Dangerous Goods Regulation Course, Kuwait Airways, Muscat, Oman

Certificates

Persuasive Selling Skills - conducted by IDEAS Management Consultant
Performance Accelerator - conducted by TMI
Edward De Bono’s Six Thinking Hats Course - conducted by IDEAS Management Consultant
Up Your Services 2006 – Conducted by Ron Kaufman

Personal Vitae

Languages
:
English, Hindi, Urdu, Telugu & Tamil

