Komal 

VISA STATUS: Work Visa for UAE 
Email: komal.344990@2freemail.com 

Employment Objective

Obtain a Respectable Position in the service industry in which my 12 years of value added experience, as a customer service focused team leader will be a valuable asset.

Key Strengths, Skills, and Abilities

· Strong team builder in a customer service environment.

· Significant experience in successful recruiting, staffing and training.

· Excellent ability to communicate effectively with both customers and staff.

· Proven ability to manage complex business in a multi-tasking environment.

· Highly oriented, with problem-solving and analytical abilities.

· Dynamic leader, strategic thinker and decision-maker.

Experience
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Customer Experience Expert, Tajawal Online Travel Services, Dubai (February 2016 – till date) – Job Description

· Contact customers, potential customers, agents making enquiries regarding the services and products that tajawal offer (various airlines).

· Complete flight booking forms, prepare change of details, and issue flight ticket orders, using Amadeus and in-house application.

· Confer with customers by telephone in order to provide information about products and services, to take orders or cancel reservations/accounts, or to obtain details of complaints. 

· Determine charges for services requested and advise the passengers accordingly.

· Obtain and examine all relevant information in order to assess the validity of complaints and to determine possible causes and work on the best suitable solutions for the passengers/customers.

· Resolve customers' service or ticketing amount complaints by performing activities such as refunding money, and performing netting. Seek approval of the Team Leader where applicable.

· Ensure that appropriate changes were made to resolve customers' problems. 

· Keep records of customer interactions and transactions, recording details of inquiries, complaints, and comments, as well as actions, were taken.

· Meet the monthly ( Revenue, calls & quality ) targets to reach the max level of punctuality & productivity 

· Understand the real call centre concept activities & work in achieving it.
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Training coordinator, Call BA, Subsidiary of British Airways Plc, Gurgaon, (January 2012-January 2016) – Job Description

· To provide full support related to the training and development needs of people in CallBA.

· To help develop a comprehensive and cost effective Development Plan for the area that accurately reflects the Development needs of the people.

· To conduct Training Needs Analysis where required and ensure that the findings are actioned. To design and deliver classroom based training programs.

· To coach agents when required and to support Team Leaders in monitoring performance.

· Assist in the creation of quality standards, performance improvement goals and drive improvements.

· Work closely with the Quality coordinators to improve quality. To identify Line Trainers and Quality coordinators, coach and support them.

· Evaluate the performance of Line Trainers on an ongoing basis.

· Promote team-building activities within CallBA.

· To support the People & Organization Development Manager in ascertaining the training budget requirements for CallBA.

· Collect, analyze and action feedback received from trainees.
· Training analysis to determine needs of individuals and address skills gaps.

· Develop and maintain training manuals.

· Deliver induction program for all new joiners.

· Identify, recommend and implement process /system changes / improvements to enhance performance. Ensure all CallBA procedures and practices are adopted and utilized.

· Drive continuous improvement in performance through training sessions and by petitioning quality feedback.

Achievements in CALLBA

· Awarded Super Star of the week twice during my tenure. 

· CallBA – Championship League – Champion award for Service and Trade for the last quarter of 2012-13.

· Appreciated by British Airways Customer via BA.COM as well as by the Management for efficient Service provided with First Call Resolution not being compromised.

Sr. Executive, Highfly Management Consultants, Ahmedabad, (April 2010 – October 2011) – Job Description
· Responsible for Recruitments, Employee Training

· Coordinate professional claims training for new and existing staff throughout the branches of Gujarat state.

· Providing positive and negative feedback as required, so as to ensure that the best possible services are provided to the centre, promote appropriate collaboration with other institutes and identify new research opportunities and to motivate staff to optimize research possibilities.

· Encourage entrepreneurial activity and to identify and pursue external funding and income-generating opportunities, undertake other duties, which are broadly in line with the above major responsibilities.
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Reservations, Qatar Airways, Ahmedabad, (April 2009-April 2010) 

· Handle inbound calls of passengers and agents for revalidations, reservations, baggage query, rebooking, staff listing, and general query. 

· Perform operational duties ensuring nil errors. Identify passenger’s queries and state of urgency and act accordingly.

Sr. Trainer, Highfly Management Consultants, Ahmedabad, (May 2006- April 2009)

Training & Instructional Design Skills

· Responsible for Cabin Crew Training, Grooming, Personality Development, Telephone etiquette, Management training and Customer Care Excellence. 

· Provided training to new employees and internal/external clients on technical issues

· During this course, I was selected to conduct training classes for the candidates selected by Government of Gujarat (Directorate of Employment and Training) as a visiting faculty. This special workshop included Personality Development, Basic Cabin Crew, Grooming and on job training.

· Created workshops on topics such as Team Building and Learning Styles for staff and college students

· Personal Management and IR, Recruitments Etc. PMS Implementation, Training, Short listing candidates for different airlines as per the criteria. 
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Flight Attendant, Yemen Airways, Sana’a, (December 2004-May 2006) 

· Responsible for Preflight Cabin Preparation, Pre flight Safety Checks, Safety announcement and Demonstration, First Class service standards, Beverage and Meal Services, First Class Amenities Distribution Guide, Cabin / Galley checks, Passenger Comment Cards, Pre Landing service, Special Service request, Securing the cabin for Landing, Farewell – Disembarkation, Termination of flight. 

· Customer Impact Criteria, Interactive Behaviors, In-Flight Hospitality, Lasting Impression, Handle unaccompanied Children, Handicapped Passenger, Birth on Aircraft, Pets in Cabin, Civilian Prisoners.

Education, Training, Awards

· Pursuing Masters in Aviation Management.

· Graduate in Business Administration 

· Basic Reservation from Amadeus - Ahmedabad

· Diploma in Aviation, Hospitality and Travel Management 

· Received Appreciation Letter from Yemen Airways for the Best services provided in the flight operating the sector SANA’A-BOMBAY-SANA’A

· Artist of ALL INDIA RADIO & DOORDARSHAN.

Personal

Single. Born on 23rd October 1986, Strengths are Good Interpersonal, oral and written communication skills, Confident enough, Ambitious and Career Oriented. Interests and Activities include Singing, Dancing, Acting, and Traveling & Cooking.

Komal 

Ahmedabad

