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SABA
E-mail id :-  saba.348686@2freemail.com 
CAREER OBJECTIVE
To obtain a position in the healthcare organization where I can continue to develop and enhance my hands on skills and knowledge, to stimulate my growth and professionalism to facilitate a sense of achievement in life and to fulfill my desire to help people. To provide excellent customer service. Focus on customer satisfaction and retention by applying my interpersonal skills to achieve these goals.

QUALIFICATION SUMMARY
16 years experience in multi-faceted job profiles including medical assisting positions, hospital call- centre operations, customer service, front desk, HR and administrative procedures, achieving the following qualities:

KEY SKILLS, CORE COMPETENCIES and STRENGHTS
· Operations Management: Executing service standards and guidelines that serve as benchmark for excellent service delivery thereby contributing towards ameliorated service revenue generation. 
· Process Management: Monitoring the overall functioning of processes, identifying improvement areas and implementing adequate measures to maximize customer satisfaction level. Time to time calibration of process methodology. 

· Quality Management: Ensuring uniformity in the process understanding at the organization's end. Implementing QMS to process development in order to achieve process. Excellency through Quality reviews and Quality Projects (Process improvement & Re-engineering). 

· Customer Relationship: Mapping clients, identifying improvement areas & implementing measures to maximize customer satisfaction levels. 

· Team Management: Managing team functions viz. manpower planning (Capacity Management & Utilization), induction, performance appraisal, training, etc. Leading & monitoring the performance of team members to ensure efficiency in process operations. 
KEY RESPONSIBILITIES HANDLED

· Being proactive and systematic to avoid client escalations / issues and promptly resolving and/or appropriately channelizing any escalations.
· Supporting Operations Manager in preparation for client reviews.
· Maintaining sustainable and trustworthy relations with the clients.
· Being part of management team, supported in the preparation of R&G for the process.
· Developed, reviewed and assisted to improve the performance of MIS.
· Clearly defining and communicating operational targets to direct repartees. 
· Participating in the ongoing review of procedures and process changes and ensuring the same has been carried out in the day to day process.
· Consulting team members for the further development and improvement of processes and systems.
· Identify gaps in the process knowledge and take appropriate actions to fill the same.
· Selecting right candidates for the process according to clients’ requirements and DNA provided.
· Develop groom and coach team members so that they will be able to perform better as per the business objectives.
· Facilitate transfer of talent to other teams and absorb talent from other teams.

· Responsible for all inbound and outbound calls. Determining the nature of the calls and directing callers to the appropriate department after taking their appropriate details including name, time of call and nature of business.

· To establish good customer relation toward clients / patients inquiries effectively and efficiently.

· Responsible maintaining and safekeeping of files.

· To fix appointment with the clients / patients and have regular follow-ups.

· To maintain records and develop strong communication with the clients / patients.

· In case of medical emergency, taking clinical history of the patient, assisting doctors in informing and dispatching ambulance. 

· Taking appointments for various consultants of the hospital after co-coordinating with the concerned departments.

· Giving follow-up calls to patients and taking feedback.

· Maintaining records of all the above data on daily basis as well as monthly information data. 
EMPLOYERS
Assistant Manager- Operations

Sakshi Informatics- Malad west, Mumbai. [Feb 2013- till date]
Front Office Executive – Reception

Sonorays Polyclinic- Mahim [March 2012- December 2012]

Client Relationship Manager

Call-Life at Sakshi Informatics – MET Complex, Bandra, Mumbai [Aug 2010 – May 2011]

Senior Customer Care Associate

Asian Heart Institute & Research Centre, Bandra-Kurla Complex, Mumbai [Feb 2009- Feb 2010] Parent Company- Sakshi Informatics.
Front Office Executive – Reception

Nigar Homeo Clinic under Dr. Zahid Noorani, Mahim, Mumbai [Nov 2006 – Aug 2007]

Front Office Executive

Zubed Enterprises Human Resource and Manpower Consultancy, 

Mahim, Mumbai [March 2000 – Sept 2006]

EDUCATION ATTAINMENT
Masters in Business Administration- Operations Management from Sikkim Manipal University in the year 2015-2016 (pursued correspondently). 
Bachelor of Commerce from Bodhgaya University- Bhopal in the year 1998- 2001 (pursued correspondently).
Higher School Certificate from S.N.D.T. University,Vile Parle in the year 1997-1998.

Secondary School Certificate from Canossa Convent High School, Mahim in the year 1995-1996.

TECHNICAL SKILLS

Diploma in International Travel and Tourism from IITC, Bandra, Mumbai.

Diploma in MS- Office and Web Designing from A-Plus Computer Education, Dadar, Mumbai.

Diploma in Business Management, specialization in Human Resource from ISBM, Andheri, Mumbai.

LANGUAGE & COMMUNICATION
Good command over English & Hindi

Read & Speak Urdu and Marathi.

Exceptionally good into Telephone and e-mail communications.

PERSONAL PROFILE
DATE OF BIRTH:                        8TH FEB 1981

AGE:                                              36 years

GENDER:                                      FEMALE

LINGUISTIC PROFICIENCY:    ENGLISH, HINDI & MARATHI.

MARITAL STATUS:                    SINGLE

NATIONALITY:                           INDIAN

References will be provided on request.
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