           

OBJECTIVE
Active involvement in a progressive organization, offering the opportunity to fully utilize my past experience, education & skills towards achieving company goals. 

      CAREER SUMMARY
Highly accomplished & result oriented professional with experience in Department Coordination, Employee Services & Customer Service management. Do extremely well in fast paced environments as well as motivating & supervising staff to maximize productivity & hence company’s profitability. Committed to excellence with distinguished 15years of career in monitoring and reporting team activities, planning and preparing schedules, implementation of processes, process re-design, communication and team leadership to start-up and high-growth global organizations. A process-oriented leader whose ability to consistently create and streamline operations has resulted in increased quality and improved customer satisfaction. Efficient and precise with strong liaison and communication skills proven by effective interaction with management, vendors, customers, team members and staff.  

CORE COMPETENCES
	· Employee Management 
· Customer Service
	· Problem Analysis & Solution
· Leadership
	· Process Re-design
· Teaching, Training & Mentoring


WORK EXPERIENCE

2012 – 2015
Department Coordinator


           DP World - Dubai, UAE
2009 – 2011
Employee Services Coordinator          

           PEPSI - Dubai Refreshments P.S.C - Dubai, UAE

2007 – 2009   
Production Coordinator

 
           ITP Publishing Group - Dubai, UAE

2003 – 2007    
Supervisor Customer Contact Center  
                           Standard Chartered Bank - Karachi, Pakistan
2002 – 2003    
Admin Executive

  
            
           ANZ Capital Pakistan. Previously ANZ Grindlays    

                                                                                                                           Bank, Karachi, Pakistan
2000 – 2002    
Branch Administrator 

  
           EFU Life Assurance - Karachi, Pakistan
PROFESSIONAL EXPERIENCE

DP World (Dubai Port) UAE     

Department Coordinator – Operations Dept.                                                                          Jan 2012 to Nov 2015
To provide administrative support to COO, Director & Department Managers and to assist in all department functions therefore adding support to the smooth running of department functions. 
Responsibilities:
· To provide administrative support to COO, Director & Senior Managers in a manner consistent with the department goals and objectives.

· To organize business travel arrangements for COO, Director & Senior Managers as required.

· To prepare agendas and make arrangements for committee, board, and other meetings and take minutes. 
· Attend meetings with the COO & Director to take minutes of meetings, as well as attending meetings on their behalf when they are not available.

· To prepare invoices, memos, letters, budgets and other financial statements and relevant documents using MS Office. 
· To oversee and if required, analyze, sort, prioritize and distribute all incoming correspondences, including faxes, memos, and submissions to concerned person thereby ensuring a smooth flow of communication.

· To prepare correspondences on behalf of the department for arising external queries and other routine enquiries.

· To handle petty cash for miscellaneous expenses; and place orders for office equipment, stationery items as per department requirements.

· To review departmental documents prior to submission, to ensure accuracy of data and compliance with company established formats, procedures and policies, and recommend revisions as required.

· To coordinate with external parties and other departments, and establish a professional rapport by promptly attending to requests, queries and complaints.

· To provide additional support during special projects and events.

· Provide updates on ongoing and upcoming projects, keep a status check on current projects and ensure deliverables are met by involved personnel.

· Proactively work and ensure continual recommendations to improve departmental functions are developed and implemented.

· To assist in the preparation of department reports, KPI reports, year-end budgeting and financial analysis works for management review.

· To process staff leave application and to update duty resumption, staff overtime and related activities in Oracle HR.

· To process purchase requisitions, CAPEX and OPEX and create personnel request on Oracle.

· To provide a broad range of ad-hoc department support as required.
Key Achievements - Certifications & Recognition

* Outstanding Employee Performance Award – 2014

Dubai Refreshments P.S.C – (PEPSI) UAE 
Employee Services Coordinator – HR Dept.

        2009 to 2011
Ensure coordination between Dubai HO and branch office regarding recruitment and employee related issues; handle the coordination of employee services problems, employee complaints and requests. Provide on-time and accurate employee services support, handle the resignations and terminations, medical insurance activities for all employees, and disciplinary related issues in DRC. Be the sole point of contact of HR matters at the branch office, forwarding HR matters to head office if necessary for prompt action, and follow up with the inquiring party until closure of the issues. Support the administration team by channeling requests to Administration Supervisor, and follow up with the users. 

Responsibilities:

Coordinating Recruitment and Employee Services issues

· Handle the employee problems / requests on a daily basis, in line with ES Manager and provide timely solutions.
· Investigate and provide feedback to the ES Manager on all disciplinary related issues of the co. employees provide additional support to the HR team’s projects.
· Undertake HR related ad hoc projects reporting to Employee Services Manager.
· Facilitate the transition of employees, leaving the company (conducting exit interviews) and ensure the exit checklist is complete.
· Support the Recruitment Team by posting internal vacancies and conducting preliminary interviews for applicants and arranging for interviews for recruiters to conduct, if and when required.
· Identifying, reviewing, and advising on tasks related to recruitment process and employment strategies to meet human resources requirements.
· Conduct interviews for call center agents and support the Recruitment Team with induction of new joiners.
· Assists with new employee orientation processes as needed and/or assigned for the purpose of ensuring employees are knowledgeable of current practices and administrative processes.
· Participates in meetings that involve a range of issues as needed and/or assigned for the purpose of developing recommendations and/or supporting other staff.
· Maintains manual and electronic documents, files and records for the purpose of providing accurate information.
· Report all activities consistently in line with the department’s KPIs and strategic objectives on weekly basis.
· Coordinating with the concerned compensation and benefits coordinator in case of any discrepancy in the salary or commission.
· Support the administration team by channeling requests to Administration Supervisor if required. 
Key Achievements - Certifications & Recognition

* Employee of the month
ITP Publishing Group - UAE            
Production Coordinator – Print Production Department

      2008 to 2009 

To provide production control of all the components in Print advertising. This involves working closely with Sales Managers, the preparation & maintenance of specific control documentation. To work on print production activities for magazines like Network ME, PMV (Plant, Machinery & Vehicle), Arabian Banking & Finance etc.
Responsibilities:
· Review customer Adverts / artwork and schedule production time based on deadlines & available materials. 

· Ensure that all customer advertisements / artworks are layed out & printed in the required time frame. 

· Prepare and maintain order lists - extract necessary information from the system & compile in agreed layout. 

· Liaise with customers - obtain quotes and timescales, prepare documentation & brief; answer queries, progress chase. 

· Compile in-house adverts, answer queries & progress chase. 

· Check quality of all artwork received from both internal and external sources, in eps, indd, PDF, Photoshop, jpg etc format. 

· Arrange necessary corrections/ reproduction; liaise with Production Manager, Sales manager / editor / client where necessary.

· Prepare material received - resize the artwork if required and combine, edit & name files 

· Use appropriate software for each artwork received from the customer.

· Check completed work for accuracy; obtain sign-off from Sales Managers

· Store & retrieve artwork - ensure files are correctly named; place files in correct location; update & move files as necessary; direct users (production team) to appropriate material or files.

· Coordinate with the printing press during the printing for the magazines
Senior Database Researcher - Directory Division                                                       

      2007 to 2008 
To work closely on the layout and collect data for the compilation of GCC based directories i.e. Building Construction & Contractors directory, Construction Design Directory, Hospitality & Caterer Directory and Supply Chain & Transport Directory. 
Responsibilities:
· Database Management, Resourceful Internet & Telephone Research

· Assist the designer during Directory Layout 

· Monitor databases and ensures they are running accordingly

· Impart Managerial Knowledge through team work

· Ensure that the Directory research targets are met 

Standard Chartered Bank - Pakistan  
Supervisor Customer Contact Center - Service Quality Group                                      

      2005 to 2007 
Responsibilities:
· Monitor performance, motivate & boost the morale of Contact Center agents.
· Continuous training of agents enabling them excel in performance.
· Ensuring daily TSF level target is met.
· Feedback to the Call Center manager on agent's daily performances as well at the time of appraisals and promotions

· Conducting quality sample check of agent's courtesy and accuracy monthly Ensure punctuality and discipline in the unit

· Developing and re-engineering processes to increase productivity and control

· Assist brand managers in disbursing information of newly introduced products and updates of present products Capacity planning and scheduling of manpower

· Update Call Center management on service related issues and recommend solutions

· Coordinating with other units of the bank to resolve complaints at the earliest and determine root cause analysis

· Hiring, training & supervising call center agents.
· Supervise daily and monthly MIS of the team.

Key Achievements - Certifications & Recognition

* Consistent top performer

* Recognized as an Asset to the Organization

Agent – Customer Contact Center - Service Quality Group                                        

      2003 to 2005 
Responsibilities:
· Answer phones and respond to customer requests

· Sell product and place customer orders in computer system

· Provide customers with product and service information

· Up sell products and services

· Identify, research, and resolve customer issues using the computer system

· Follow-up on customer inquires not immediately resolved

· Complete call logs and reports

· Research billing issues

· Recognize, document and alert the supervisor of trends in customer calls. 

· Recommend process improvements.

Key Achievements - Certifications & Recognition

* Consistent top performer

* Several Certifications in recognition for monthly Top Performance
* Award for Customer Service Officer of the year - 2005
ANZ Capital Pakistan. Previously Bank - Karachi, Pakistan
Administration Executive - Investment Group                                            

      2002 to 2003
Responsibilities:
To provide a comprehensive administrative support service including

· Checking, processing and inputting of invoices via manual and computerized payment systems

· Sending out mail and delivering documents within the organization.
· Word processing, copying letters, reports and documents

· Preparing documents using Microsoft Office (Word, Excel, PowerPoint and Outlook).

· Taking and drafting minutes and notes.

· Responding to and answering public and internal enquiries, answering telephone calls, taking messages and greeting visitors.

· Supporting officers to host conferences and seminars by operating a registration service and providing general administrative support.

· Maintaining adequate stocks of stationary and supplies and keeping the storage areas tidy.

EFU Life Assurance - Pakistan  
Branch Administrator                                                  

      2000 to 2002
Responsibilities:
· Supervise brokerage office activities supporting the purchase or sale of investment products for clients of the firm & supervise administrative support workers and office receptionists

· Servicing customers, providing marketing support for brokers, and performing administrative tasks related to customer accounts. Respond to customer inquiries, and investigate service problems or customer complaints.

· Provide marketing support for the office’s investment representatives. This includes mailing marketing literature and surveys to customers & making follow-up calls to customers.

· Responsible for all administrative functions related to customer accounts and trading activity, and other tasks related to the daily operation of the branch office. This includes planning and preparing for daily activities, processing customer deposits, and transfers of securities. Implement plans to assure compliance with rules set by the brokerage firm and by regulatory agencies. Establish and maintain internal controls to reduce clerical errors and client complaints. 

Key Achievements - Certification & Recognition
* Award for Administrator of the Year - 2001
EDUCATION
· Master’s in Business Administration  (Finance & Accounting) in 2005
   Preston University - Pakistan 
       
· Bachelors in Commerce in 2002        
  St. Patrick’s College (Accredited by University of Karachi)   Pakistan       
· Matriculation in Science in 1998
  St Anthony’s Girls High School, branch of Convent of Jesus & Mary’s School - Pakistan  
COMPUTER SKILLS

· Ms – Office
· Ms – Word
· Ms – Excel

· Ms – PowerPoint
· Ms - Outlook
· Worked on several banking software’s.
PERSONAL DETAILS

DOB

:
14th November 1982

Marital Status
:
Married

Nationality
:
Pakistani
Languages
:
English. Urdu, Hindi
First Name of Application CV No : 480024
Whatsapp Mobile: +971504753686 
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