RESUME
	CAREER SUMMARY & STRENGTHS

	

	· 3 Years of Operational Experience in Cargo Industry

· 2 Years of Customer Service Experience in Hotel Industry
· 2 Years experience in Fleet Management and Tracking Systems (UAE )
· Successfully completed IELTS English Course from British Council


	WORK EXPERIENCE
Data Analyst Cum Customer Service  

April 2011 to date.
Main Responsibilities:-
· Meet the client on client request or to meet emergency
· Update Management on client  status on regular intervals
· Look into clients new requirements and update Management for action
· Update client about their upcoming and outstanding opportune. 

· Coordinating with technical dept. in regards to vehicles installations, Redo, Recheck.

· Receiving calls and emails from customers and assisting them.

· ERP entries and updating ERP system.

· Extensive knowledge about GPS vehicle Tracking System.

· Interacting with the other departments for different matters.
· Responsible to diagnose & resolve issues.
· Generating Monthly agent’s performance reports.
· Reporting Directly to the Operations Manager.
· Providing help and advice to customers using your organization’s products or services.
· Communicating courteously with customers by telephone, email and letter.

· investigating and solving customers' problems, which may be complex or long-standing problems that have been passed on by customer service assistants;

· Issuing refunds or compensation to customers.
· Keeping accurate records of discussions or correspondence with customers.
· Analyzing statistics or other data to determine the level of customer service your organization is providing.
· Developing feedback or complaints procedures for customers to use.
· Developing customer service procedures, policies and standards for your organization or department.
· Meeting with other managers to discuss possible improvements to customer service.
· Training staff to deliver a high standard of customer service.

· Leading or supervising a team of customer service staff.


	

	Operation Supervisor, U.A.E.
Aug 2008 to March 2011.
Main Responsibilities:-

· Answer customer inquiries and handle complaints.
· Hiring and Training of customer service agents and Couriers.
· Handle major incidents that cannot be resolved by agents.

· Train agents on how to adequately address problem over the phone or how to write       correspondence.
· Processing of Domestic and International shipments.
· Responsible for updating the daily activities record in Integra System.
· Liaison with operations and courier staff to ensure timely collection and delivery of shipments.

· Work with Customer Service Department to ensure that all issues are resolved in a timely manner.

· Supervise international shipments handed over to co-loaders.

	

	Customer Services Executive @ OCS Couriers.
Sep 2007 to July 2008

Main Responsibilities:-

· Communicate with customers via phone and email.

· Distributed incoming correspondence, faxes, emails and mails.
· Ask customers to provide feedback on agents and customer service experience.
· Compile and print reports on overall customer satisfaction.

· Train agents on how to adequately address problem over the phone or how to write       correspondence.

· Keep abreast of new company products and services.

· Provided information to customers about tariff plan.

· Worked with Operations department to update status of shipments.
· Liaison with the courier staff to resolve operational issues.

	

	Customer Relationship Executive @ Lock Wood Hotel, Murree, Pakistan.

May 2007 to Aug 2007
Main Responsibilities:-

· Responsible for checking-in and checking-out guests and giving them all relevant information about the hotel.

· Managed functions and dealt with clients and visitors to maintain and expand relations. 

· Handled customer complaints to ensure customer satisfaction.
· Liaison with the housekeeping and Concierge.
· Handling receipt of all cash activities in the branch and taking orders.

· Effective implementation of customer service standards in the day to day activities

· Strictly adhering audits rules regarding cash handling procedures

· Handling customer complaints and products and services enquires

· Providing creative feedback to higher management on improving the quality of services




	Customer Service Executive @ Day’s Inn International Hotel, Sargodha, Pakistan.

Dec 2006 to April 2007.
Main Responsibilities:-

· Greeted visitors and guests in a professional and friendly manner.

· Responsible for checking-in and checking-out guests and giving them all relevant information about the hotel.

· Handling the front office, attended incoming calls.
· Processed restaurant and room-service billings.
· Liaison with the Housekeeping and Food and Beverages Dept.


	EDUCATION

	
	

	2007
	Bachelor of Arts

	
	University of Sargodha, Pakistan.

	
	

	2004
	Intermediate







 

	
	Federal Board of Intermediate & Secondary Education, Islamabad.

	
	

	2002
	Matriculation








	
	Federal Board of Intermediate & Secondary Education, Islamabad.


	OTHER QUALIFICATION 

	

	Diploma in Tourism and Hotel Management
From TDCP-Institute of Tourism and Hotel Management Faisalabad, Pakistan.

	

	 Computer Courses

· AutoCAD 2006

· MS Office

· Corel Draw

· Web Designing


	PERSONAL INFORMATION

	
	

	
	

	Date of Birth:
	10th Sep, 1986

	Nationality:
	Pakistani

	Driving License:    
	LTV license. (UAE)

	Marital Status:
	Single

	Languages:  
	Urdu, English
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