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	Strengths

	· Gained 9+ years proven Gulf experience
· Strategic Planning-Time Management
· Good Communication & Interpersonal Skills
· Ability to multi-task & meet deadlines
	· Strong background within Multinational company
· Outstanding Customer Service Skills
· Analytical – Organization - Coordination skills
· Tact to deal with Multicultural Clientele
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	Master’s Degree in History – Calicut University Kerala, India                                                                                 2005
Bachelor’s Degree in History – Calicut University Kerala, India                                                                             2002
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Customer Service Supervisor






                Oct 2012 – Present
Emirates District Cooling LLC (Emicool) Dubai, UAE
Customer Service – promoted to HR Executive




              Jan 2008 – Oct 2012

Ministry of Labour – Meena business service, Dubai, UAE

Customer Service 








             Jun 2007 – Dec 2007

HSBC Bank – Cupola Tele Services Dubai Internet City, UAE
Business Development Manager






              Dec 2006 – Jul 2007

Well System International Group Paris, France
Team Leader








             Oct 2004 – Dec 2006

Reliance Communication Pvt. Ltd. Chennai India
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· Gained 9+ years proven Gulf experience within Government sector, Bank and Multinational Company.

· Gain 1 years’ experience from a prestigious company in Paris France as Business development Manager. 

· Consistently achieved Agent of the month for 3 months from Ministry of Labour.

· Received an award for Best employee of the Month/Year from Ministry of Labour.

· Awarded with certificate of appreciation for Best Customer Service Coordinator from Ministry of Labour.

· Performed assigned workload with indefinable enthusiasm, commitment, honesty and dedication and drove towards contributing to continued business growth.  

· Used initiative and personal judgment in carrying out tasks efficiently and resolving operational issues.

· Established and maintained excellent relations with clients, suppliers, colleagues, staff and management.
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Business Development Management
· Maximize contact with key accounts, key contacts and other critical people at various client organizations and focus efforts to obtain new work and generation of new enquiries for the business

· Manage the Sales & Business Development process / pipeline for business to ensure the Division achieves sales target.
· Ensure prequalification of the organization with existing and potential customers, to enable in a position to bid for projects within sphere of capabilities.

· Ensure that the enquiries are screened and to determine a sales strategy, risk identification, profit potential and analysis, and to ensure communication of customer needs and expectations.
· Foster and develop positive customer relationships which result in increased business. Understand customer needs and assist in the development of project solutions that satisfy those requirements and provide opportunities.

· Provide inputs to management based on market information to enable the organization to develop capability in areas to give us strategic leverage for future projects.
· Gain thorough understanding of company’s objectives, current market segment and product line and offerings.

· Secure business opportunities by targeting niche market while employing strategic business development and marketing expertise to identity market requirements.

· Direct efforts towards improving revenue, increasing brand visibility and availability of product in the market by identifying the optional product characteristics that will appeal to target market. 

· Coordinate and participate in promotional activities to market products and increase brand awareness.
General Administration – HR 

· Provide efficient HR & Administrative support to the entire organization. 

· Assist in Formulating company policies pertaining to performance management, appraisal, employee relations, health and safety standards to improve employee working conditions and others. 

· Coordinated with various Departments and provided needed assistance in the implementation and interpretation of various policies, current employment and labor laws. 

· Conducted employee appraisals, salary review, negotiated with concerned employees on salary structure and provided recommendations on promotions of employees, promote corporate culture of equality despite diversity at all times.

· Carried out end to end recruitment; sourced applicants, screened candidates, shortlisted and recommended to requesting department until deployment.  

· Maintain employees record effectively, payroll administration and other functions assigned by HR Manager. 

· Perform a variety of clerical accounting duties; participate in the accounts receivable functions; create and post debit/credit memos to the general ledger; create and reverse invoices posting to general ledger; coordinate with accounting regarding payments posted/reversed and refund reports; create and maintain customer payment arrangement for dunning procedure; monitor and research outstanding accounts receivable and generate letters to expedite payment.

Customer Service Management

· Lead, plan, train, and review the work of staff responsible for providing customer service functions and services; participate in performing the most complex work of the unit. 

· Verify the work of assigned employees for accuracy, proper work methods, techniques, and compliance with applicable standards and specifications. 

· Perform the full range of customer service duties; provide customer service and assistance to the public; answer telephone calls, screen and direct calls. 

· Act as the first point of contact for customers while projecting a professional image at all times. 

· Highly proficient in providing first class customer experience resulting to satisfaction, loyalty and retention.
· Respond to client inquiries and problems, providing necessary information and assistance; apply basic concepts, practices and procedures of handling client’s complaints while meeting quality standards for customer services.
· Obtain and examine all information to assess validity of complaints and determine causes. 

· Deal with multicultural clientele, resolve complaints-queries by effective problem solving. 

· Refer unresolved customer grievances to designated departments for further investigation.

· Keep records of customer interaction, details of inquiries, complains, issues, comments and actions taken. 

· Continually develop an understanding of the company’s culture, products, ethical initiatives, other areas of business and reflect the same in everyday performance.
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Customer Service Supervisor – Emicool Dubai, UAE
· Supervise and coordinates activities of workers engaged in customer service activities.

· Observed and evaluates call center performance, issues instructions and assigns duties to agents, review and checks work of subordinates such as reports, records and applications for accuracy and content.

· Effectively manage reports and records such as complaints, operational and personnel reports.

· Carried out manual E-invoicing, ensure timely dispatch of invoices to all customers, handled customers complaints, escalation management, review and investigate, analyze all customer complaints, prepare internal documentation required for management review and approvals.
· Maintained customer complaints log, developed customer reports to back track achievements and unresolved queries.

· Communicates effectively with other departments and help manage to resolve problems and expedite work, helps agents to resolve problems and completing task assigned.
HR Executive / Customer Service – Ministry of Labour Dubai UAE
· Facilitated customer service requirements with other departments to ensure effective customer service, Identify and report all customer complaints to the appropriate division manager or immediate manager.

· Worked within a team environment to promote and maintain Payroll & HR admin functions, ensure the needs of business are achieved whilst ensuring full compliance with legislative and statutory standards.

· Worked closely with team leaders regarding payroll inclusions such as resignation, termination of staff, notice period, newly hired, increments or bonuses, promotions, salary advance, ticket entitlement, and salary adjustment, liaise with other managers in regards to service and employee requirements.
· Formulated computation of monthly Payroll considering adjustments like deductions, overtime etc, work closely with HR department to facilitate end of service benefits of employees.

· Coordinate with department head in order to achieved operational problems and increase work performance.

·  Stay abreast regarding policies and procedure, special events and development programs in coordination with department head.
Customer Service Executive – HSBC Bank Dubai, UAE

· Provide necessary information and assistance regarding credit cards. Obtain and examine all relevant information to assess validity of complaints and to determine possible causes.
· Ability to understand and apply the basic concepts, practices and procedures of handling customers’ complaints while meeting quality standards for customer services.

· Provide first class customer experience which results in customer satisfaction, loyalty and retention.

· Process customer transactions and respond to inquiries in a responsive, accurate and timely manner. 

· Contribute to the establishment and development of the organization’s goodwill/ reputation by providing first class customer experience which results in customer satisfaction.

· Uphold proactive communication with customers through phone, e-mail or regular mail.

· Contribute to the establishment and development of the organization’s goodwill/reputation.
Business Development Manager – Well system International Group Paris France.

· Identify, refine, test and implement strategic business development plans such as industry research, market and competitive analysis and customer needs evaluation.

· Stay abreast with local market, engage with key markets, clients, industry and identify potential business opportunities.
· Build awareness among clients on the company services while strengthening the company’s presence in the market by providing clients with quality service. 

· Managed the complete business development activities right from sourcing, identifying potential clients, and meeting with corporate clients until the closure of sales.

Team Leader – Reliance Communication Pvt. Ltd. Telecommunication Co
· Effectively managed 24 team member and direct reporting to Assistant Manager, handled escalation calls, scanning phone calls and assisting phone queries.

· Handled post service activities like following up with customers, service reminders and handling customer grievances, refer unresolved customer grievances to designated department for further investigation.
· Accord highest attention to customers and use customer service skills to heighten sales opportunity of each customer contact. Ensure understanding of client needs through great attention to detail.  

· Process client transactions and respond to products or services inquiries in a responsive manner.
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· Proficient in MS Office application (Word, Excel, Power Point, Outlook Express, MS windows & Internet).
· Attained Training and personal enhancement – Essential Agent Skills Training – Insight Dubai UAE.
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Nationality
:
Indian
Date of Birth
:
24th Mar 1979
Marital Status
:
Married
Visa Status
:
Employment
Languages
:
English, Hindi, Malayalam, Tamil.
Driving License
:
Light Vehicle

Reference
:
Available upon request
Profile Summary ��





Highly Competent and Gulf experience professional with 14+ year’s track record of delivering top quality performance in carrying out multifaceted functions. Demonstrate robust competency in directing wide range of duties within the domains of Business Development, General Administration, Human Resource, Client Relation & Customer Service. Consistently delivered key contribution towards organization’s growth by implementing sound business practices, streamlining operations, establishing new improvements, consistently achieving or even surpassing set targets, exploring new business opportunities, managing exceptional client relations whilst delivering high service standards and developing contacts with industry key players. Demonstrated ability to multitask, prioritize job responsibilities, perform well under pressure, and maintain strict confidentiality of company records, coordinate with third parties and surpass performance parameters. Possess high level analytical aptitude, problem solving capabilities and zest in shaping challenges into concrete achievements. Also a strategic and fast-track achiever with an exceptional capacity to lead, train, mentor and guide junior professionals in order to achieve assigned targets independently towards achieving cumulative results. Seeks a challenging senior work profile where gained skills, experience and industry knowledge will have a valuable impact.





Educational Background ��





Employment History  ��








Achievements  ��








Core Competencies  ��








Proven Job Role ��








IT Skills  ��








Personal Details  ��
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