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	Profile

	Experienced Customer care Executive with proven strengths in Customer service and Logistics, Up selling and Customer Retention. Excellent listening skills, oral and written communications. Proficient in prioritizing and completing tasks in a timely manner, yet flexible to multitask when necessary.

	WORK EXPERIENCE: 7 Years+

	

	MOBILINK GSM PAKISTAN

ASSOCIATE II: (3rd July, 2007 till Date)

My MOBILINK is the largest Multi-National Telecom Company in Pakistan having 38.1 million subscribers and a broadband carrier division providing next generation internet technology as well as the country’s largest network. Mobilink is currently having 28 % of market share. Mobilink provides uninterrupted countrywide connectivity, unmatched customer services and international roaming in over 140 countries. 

Key Achievements

· Got Innovation Award of the year from CEO of Mobilink for presenting innovative idea for betterment of customer’s Experience and Prepaid Re-Branding.
· Got Employee of the Month Award twice in OCT-2014

· 100% retention rate for Possible Churn customers in current role since last 3 months

· Achieved 97% score in company’s assigned bench marks of Productivity & Quality since last 12 months.
Work in Churn Save Team:
· Negotiating with high revenue dissatisfied customers and coordinating with all other departments to resolve their issues on priority.
· Offering different discounts to retain all such customer suffering from Quality of Service/Network related issues.

· Highlighting major issues identified during churn save calls and sharing with management on Weekly Basis for immediate workout. 
Responsibilities as CSO at Investigation and Resolution Unit: (2007 till June-2014)
· Nation Wide Intra Dept. Coordination for escalated issues.

· GPRS troubleshooting for Escalated/Corporate customers to ensure right escalation towards Technical Dept. and follow-up till resolution.
· Successfully handling and managing Churn threats.

· Helping and assisting our Platinum customers.
· Managing International Roamers (inbound/outbound) project in which customers are facilitated and assisted with their issues.

· Facilitating Customers regarding their issues with Marketing Promotional Calls & Messages. 

· Successfully making analysis and managing reports on workload on daily basis.

· Dealing with customers with Mobile Number Portability issues.

· Interacting with Credit & Collections Team on daily basis regarding billing accounts and with their Service Blocking and resumptions. 
Call Center Agent (2007-2009)
· Handling customer from query to complaint.

· Quickly analyzing the issue persisting in particulate areas/product and forwarding to concerns for urgent resolution.

· Highlighting the positive features of the products and smartly handling while explaining week areas of the product.

· Always given task to train new hires regarding products and procedures.

· Work distribution within team and achieving the set bench mark of productivity 

Set by management.

Brass Logistics (PVT.) LTD, LAHORE, PAKISTAN
Assistant Warehouse Officer : (November 2005 - May 2007)
· Receiving, moving, checking and storing incoming goods.

· Checking and inspecting goods received and ensuring they are of accurate quantity, type, and also acceptable quality
· Selecting space for storage and arranging for good to be placed in the designated areas
· Labeling goods that have arrived at the warehouse
· Welcoming and helping clients who visit the branch 

· Assist in the analysis of customer trends to enhance sales and service management process.


	EDUCATION:

	
	· 2004       B.Sc. (Math A+B, statistics)        BZU Multan Pakistan
· 2002       F.Sc.  (Pre-Engineering)              GC Burewala, Pakistan

	COMPUTER SKILLS

	
	I have vast exposure to most of the popular operating systems like windows (XP) and MS-Office. I’m skillful in Hardware assembling of the computers, troubleshooting of computers, installation of most of popular operating systems and their related software. Expert User of 
· E-Point
· Seibel by IBM
· Minsat by Ericsson.

	TRAINING& CERTIFICATION
· I have attended 90 hours training session by Quality Assurance and Training Department MOBILINK.

· I have attended 90 hours Air Ticketing Course special Training on GDS Galileo from PTDC Lahore
E-LEARNING CERTIFICATIONS
· Customer Focus from Harvard Business School USA
· Innovation & Creativity from Harvard Business School USA
· Time Management from Harvard Business School USA
· Difficult Interactions from  Harvard Business School USA
LANGUAGES
I can speak English, Urdu and Punjabi up to Expert Level.


	


