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ANIL 
Successful Customer Relations Manager / Customer Service Agent / Nursery Desk Agent / Tracing Agent with over 7 years of experience in customer services / team development, sales & production.




SUMMARY OF QUALIFICATIONS

· Proactive, hands-on style; extensive team leadership and personnel development skills.

· Identify report, evaluate and investigate recurring operational and customer perception problems to enable corrective actions to be taken.

· Diverse knowledge of company regulations governing workplace safety
· Adept training and managing employees across numerous divisions within the company.
· Demonstrated expertise dramatically reducing cost expenditures while increasing productivity
· Superior communication, interpersonal, and negotiation skills.

CAREER HIGHLIGHTS

Sep 1996 – Mar 1997

Administrator - Sea Tide Shipping Enterprise (India)

· Preparing documents / Airway bills

Nov 1997 – Mar 2000
 
Counter Agent - DHL Express
· Answering customer queries, manifesting data on Airway bills. 
· Handling petty cash 
· Packaging / checking shipments & preparing Airway bills

· Preparing end of shift report.
Apr 2000 – Dec 2000
 
Tracing Agent - DHL Express
· Tracing shipments that were delayed or missing in transit. 
· Monitoring network traces that were registered on the system.  
· Distribution of network mails to the concerned staff. 
· Assigning traces to respective agents. 
· Keeping the customers updated of their packages
Jan 2001 – Apr 2001
 
Nursery Desk Agent - DHL Express
· Catering to customers on the phone 

· Answering their queries

· Keeping the customers informed of their packages
· Monitoring network shipments with no completion codes

May 2001 till date

Customer Relations Manager – DHL Express
· Responding to all complaints as per customer’s satisfaction

· Ensuring all complaints reach a satisfactory conclusion

· Generate reports for the Customer Care Manager for analysis

· Drawing up action plans as remedial actions for DHL Services Team

· Scrutinizing complaints and claims to determine appropriate action for a fair resolution in accordance with DHL’s terms of business.

· Identify report, evaluate & investigate recurring operational and customer perception problems to enable corrective actions are taken.

· Making Power Point Presentations for the monthly Briefing Pack

EDUCATION
Bachelor of Arts – Mumbai University – 1997

TRAINING & CERTIFICATION
· Microsoft Access 2002 Level 1 –  Executrain June 2004

· Team Building – Spearhead Training Course Aug 2004

· Writing Back Course – RON KAUFMAN Active Learning Sept 2003
· Foundation Leadership – DHL Express – Oct 2004

COMPUTER SKILLS
· Proficient in Microsoft Word, Access, Excel & PowerPoint

ACHIEVEMENTS
· Runner up for Employee of the Year 2003

· Customer Services Employee of the Month for February 2003

· Nominee for Employee of the Year 2000

· Extra Miler for September 2003, July 2003, April 2003, July 2002, April 1998 & March 1998

· Nominee for Employee of the Month for March 2002 & April 2001

· Dashboard for Excellence Challenge September 1999

Keywords: Administrator, Call Centre Agent, Front Counter Agent, Tracing Agent, Nursery Desk Agent & Customer Relations Manager. 
Valid UAE Driving License
**********************[image: image2.png]



