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· A professional with 13+ years demonstrated work experience

· Proven track record of working in various competent roles such as a Receptionist to a Rental Sales Agent, to a Personal Assistant moving further to a Supervisor and currently an Administration Manager (managing operations as well)
Professional Experience:

Company Name
: Tours and Travels Rent A Car
Duration

: October 2013 – present
Last Position

: Operations and Administration Manager
Responsibilities:

· Manage a fleet of 15 vehicles and 10 staff

· Ensure optimum utilization

· Achieve highest profit margin

· Liaise with other dealers/companies for outsourcing vehicles and chauffeurs when in demand
· Assist in business development

· Liaise with corporate customers

· Handle end to end client requirements

· Handle escalated customer complaints

· Handle cash flow, payments and bank work

· Maintain all necessary reports

· Manage the operations and administration of the office and report to the company partners
· Maintain staff roaster, individual staff files, salaries, etc.

Company Name
: Rent A Car
Overall Duration
: June 2001 – July 2013
Last Position

: Rental Administration Manager (also managed Rental 

  Operations)
Duration

: Jan 2012 – July 2013
Responsibilities:
· Successfully managed the Rental Operations and Administration of the Rental Department and the Call Centre, which included Self and Chauffeur Driven Rentals with over 1000 rental and chauffeur driven vehicles, 20 rental locations and over 150 staff
· Focus on increasing the revenue and controlling cost in order to achieve maximum profits
· Optimum utilization of all resources, especially manpower and fleet
· Maintaining various reports such as Profit & Loss, Revenue Tracker, Financial Goals & Targets, Revenue Outstanding Report, Staff Incentive, Fuel, Toll and Traffic Fine Expenditure, Staff Overtime, Vehicle Status Report, Rental Invoices Report, Vehicle Overdue Report, Late Check-In Report, Vehicle Upgrade Report, Rental Discount Report, Inactive Vehicle Report and many more
· Analyze P&L and make the necessary operational changes recommended, in order to improve performance and profitability
· Introduce new promotions and rates to ensure increase of revenue and promote Brand and Customer Loyalty
· Constantly monitor fleet status against reservations, walk-ups and cancellations and take necessary action 
· Review Outstanding Report and ensure collection of funds from individual and corporate clients, as per guidelines

· Conduct timely Vehicle Stock Checks within the department as well as companywide
· Conduct Compliance Audits to check company image, personnel image, Process compliance – documentation, petty cash, stock inventory, client information confidentiality, etc. and take necessary actions to improve
· Handling escalated customer complaints; analyzing Customer Satisfaction Surveys and implementing necessary changes to improve
· Preparing Presentations, Tenders & Proposal for Corporate Clients. Preparing and presenting Business Analysis to the Chairman, CEO, CFO and other Sr. Management
· Timely analysis of rental volume to ensure optimal Vehicle Utilization

· Influence increase in company assets – purchase of new vehicles, investment in various software and devices such as navigations system, vehicle trackers, etc.

· MIS Management

· Functioned as Module Owner for new software (CarPro) to provide requirements of the rental operations
· Actively involved in the implementation of new software (CarPro)
· Trained staff and handled all issues faced by the ground staff with regards to the new software (CarPro)
· Was the liaison between Operations Team and IT Dept. with regards to software (CarPro) issues, changes and new implementation

· Introduced various changes to process and procedures in order to improve business eg. Avis Flex

· Conduct weekly Management and Team meetings; prepare minutes of the meeting and follow up on actions accordingly

· Review staff performance
· Monitor staffing levels and ensure all stations are manned to ensure operational requirements are met while maintaining productivity
· Maintain manpower planning, approving leave applications as appropriate
· Conduct and coordinate appraisals and monthly one on one’s, skip level meetings

· Ensure end to end completion of process both on paper and systems in accordance with compliance and timelines
· Ensure smooth flow of communication between ground staff and Sr. Management

· Liaise in close tandem with various Departments and Lines of Business

· Liaise with Avis HQ in UK as well as other Avis Managers from other countries

· Obtain Business Contracts for new locations / clients and ensure renewal of existing contracts

· Overlook branding and signage of all 20 rental locations; personnel grooming
· Liaise with Marketing Executive for branding and signage, promotions, events, etc.
· Coordinate with suppliers to produce various marketing materials

· Participate in various events for revenue generation and marketing purposes – events by DONE Events, Arabian Travel Market, Dubai International Film Festival, Formula1, etc.

· Conduct and assist in various trainings for all staff

· Carry out various HR related duties, i.e. Staff Overtime and Chauffeur Meal Allowance, Leave Planner, Personnel Record – Staff Action Request, Commendations, Unauthorized Leaves, Medical Claims, Full and Final Settlement, etc.

· Recruitment process – review resumes, interview and shortlist candidates, coordinate and arrange for final interviews with HR and higher Management, etc.
Previous Position

: Central Reservations and Call Centre Supervisor

Duration


: April 2009 – Jan 2012

Responsibilities:

· Delegate duties and responsibilities to Call Centre Agents to prepare them to be future mentors
· Analyze various monthly reports generated by the Call Centre Agents; prepare performance improvement plans

· Conduct frequent team huddles to discuss process related issues, find solutions, share best practices, address agent concerns and plan strategies to drive performance and overall business forward with timely staff promotions. Conduct periodic Process Refresher Trainings

· Analyze Customer Satisfaction Survey and Mystery Shopping; identify root cause and implement corrective action measures. Coordinate with Training Dept. to indentify gaps in performance
· Maintain various files and records for Domestic and International Reservation, Rates, Customer Care, Processes and Personnel

· Preparing the Rental Overtime Sheets and coordinating with HR and Accounts Dept.; IT issues and solutions; Screen various candidates for recruitment

· Conduct Rate Shops; analyze and prepare rates for corporate clients (local and international); prepare promotional rates and packages to drive business; ensure all rental staff are informed and understand the process and procedures involved; assist the Accounts Dept. in Central billing issues

Previous Position

: PA to the General Manager and Customer Relations
Duration


: Feb 2007 – April 2009
Responsibilities:

· Preparing Performance Reports, Daily Business Report, Stock Reports etc. and submit to the Senior Management including Managing Director and Operations Manager
· Draft letters, memos, emails, etc
· Schedule meetings and appointments – internal and external
· Prepare minutes of the meeting and follow up on actions
· Coordinate with the travel agents for all business trips along with other arrangements
· Maintain high confidentiality of the corporate contracts, quotations tendered, etc.
· Preparing LPO, maintaining the stock of the uniforms, stationeries, souvenirs, Filing
· Arrange team building activities; assist in organizing District Events
· Coordinate events such as Arabian Travel Market, Rugby 7s, Formula 1, Dubai Fashion Week, Dubai Film Festival, Staff Annual Parties, ‘Star Awards’ Ceremony (employee recognition programme), etc.
· Direct communication from CEO to Line Managers
· Regular correspondence with Avis head office in the UK and world wide
· Ensure the Avis intranet is up to date at all times
· Assist in preparing tenders, presentations (internal and external), proposals based on individual client requirements, etc.
· Conduct ‘Customer Satisfaction Survey’ for different departments with analysis
· Receive and resolve customer complaints
Previous Position

: Rental Sales Agent
Duration


: June 2001 – Feb 2007
Responsibilities in Domestic and International Reservations:

· Head the international reservation’s department along with handling domestic reservations

· Verification of documents like passport, driving license etc

· Organizing chauffeur drives and other transfers within the United Arab Emirates as well as overseas

· Issue vouchers for international reservations

· Liaise with travel agents, corporate clients and Avis branches world wide

· Solve customer complaints and handle refunds

· Prepare daily business reports, monthly reports and invoices

Responsibilities as a Sales Agent:

· Worked independently in various Avis locations in Dubai and Northern Emirates, including the Dubai International Airport (24 hours operation)

· Counter Sales and telephone enquiries - Converted enquiries into Sales

· Prompt customer care and service  ensuring not only customer loyalty but also referred Avis to others

· Scheduling and overseeing all assigned jobs

· Effective administration – including cash, daily business report, banking, petty cash vouchers

· Opening Rental Agreements, creating invoices and collection of payment

· Handling credit card, cash, travel voucher and company account transactions

· Team member in handling self driven as well as chauffeur driven rentals for major projects such as Air Show, Gitex, IMF

· Handling first and business class passengers Cathay Pacific at Airport counter

· Liaising between Emirates passengers/crew and Avis division handling the Emirates transfers

· Optimum utilization of manpower and available fleet

· Ensure efficient operations of all services to the utmost satisfaction of our customers (internal and external) and maximize profitability accordingly

· Coordinating Airport / Hotel transfers throughout the UAE
· Vehicle replacements for daily rental and long term lease customers ensuring accurate documentation

Company Name
: Indocan Software Services, Hyderabad 
Duration

: May 2000 – May 2001

Position

: HR Consultant
Responsibilities:

· Briefing and initial screening of candidates for recruitment

· Handling the front office operations
· Scheduling the interviews with the line managers
· Present the offer to the selected candidates and complete the joining formalities
· Coordinate with the accounts department for monthly payroll and payroll auditing
Education Qualifications:

· Bachelor of Arts (2000) from Osmania University, Hyderabad, Andhra Pradesh, India
Professional Training:

· Personal Secretary Course
· Oracle 7.1
· Microsoft Office
Trainings Attended:

· ‘Senior Team Workshop: Leading from Strategy to Execution’ by Gazing Performance Systems International (June 2011)

· Certificate of Achievement from AVIS Training Department for ‘Raising Performance’ (June 2011)

· ‘Inside Management’ Course by Gazing Performance Systems International (November 2010)

· ‘Mindset Selling and Project Alignment’ conducted by Gazing Performance Systems International (2010)

· Certificate of Achievement from AVIS Training Division for ‘Telephone Skills’ (October 2007)

· Certificate of Achievement from AVIS Training Division for ‘Hear the Difference’, Telephone Skills Training (2006)

· Certificate of Achievement from AVIS Training Division for ‘Raising Performance’, Attitude and Motivational Training (2005)
· Certificate of Achievement from AVIS Training Services for ‘Selling at the Rental Counter Course’ (September 2004)

· Certificate of Achievement from AVIS Training Services for ‘WebConnect Wizard – Reservations and Offline Rentals Course’ (April 2002)

· Certificate of Achievement from AVIS Training Services for ‘Rental Sales Agent’ Course (2001)

Achievements:

· ‘Star Award’ from AVIS Rent A Car, Dubai, UAE (December 2007)

· Commendation by General Manager of AVIS Rent A Car for handling a case and letter writing skills (April 2007)

· ‘We Try Harder Award’ from AVIS Rent A Car, Dubai, UAE for best performance (January 2004)

· ‘Station of the Year Award’ from AVIS Rent A Car, Dubai, UAE for increasing sales (2003)

· Best Performance for July 2003
Personal information and references available upon request.
