Gulfjobseeker.com CV No: 1485336
Mobile +971504753686, +971505905010  

cvdatabase[@]gulfjobseeker.com

To contact this candidate use this link

http://www.gulfjobseeker.com/feedback/contactjs.php[image: image1.jpg]



To accept challenging job opportunities, excel in every task, grow with the organization and add value to the business and self. Dynamic & result-oriented professional with pioneering experience and proven record of significant and successful contribution in corporate Sales, quality management, process improvement, business analysis and quality management systems, processes, standards and systems in a wide range of departments.
Areas of Expertise
· Corporate Sales and Operations  
· Productivity and Efficiency Improvement  
·   Internal Process and Product Auditing  
· Scorecard Development, Tracking and Reporting  
· Performance Management  
·   Customer Satisfaction  
· B2B and B2C customer handling  
· Creative Ideas/Negotiation/Decision Making  
·   Organizational Change Management  
· Knowledge of Visa Processing  
Professional Experience
Meradiva Travel and Tourism Dubai
Assistant Manager – Corporate Travel & Leisure (Jan 2014- till date)
Work Outline
· Currently Working as an Assistant Manager for Corporate Travel and Leisure 
· Contribution in getting new potential accounts  
· Responsible for sales and meeting targets  
·   Designing Inbound and Outbound products  
· Responsible for Inbound and Outbound travel Sales and meeting targets  
· Responsible for Vendor Management and Hotel Contracting  
·   Working with specific clients or on special projects like group trips and travel adventures  
·   Handling overseas events across the various business hubs in the world  
· Responsible for reporting and analytical and logical reasoning and manage  
· Design, execute and review improvement plans; ensure sales target are met  
· Planning, conducting and offering trips to established and potential clients  
·   Maintaining cordial relations with customers to sustain the profitability of the business  
· Proven record of handling emergency situations related to travel and bringing quick solutions to resolve the issue  
FCM Travels Pvt Ltd (Flight Shop)
Outbound and Inbound travel (May 2012-till Dec 2013)
Work Outline
· Responsible for Outbound and Inbound travel Sales and meeting targets  
· Design FIT and group packages with unbeatable price Responsible for direct sales  
·   Planning, conducting and offering trips to established and potential clients.  
· Working with specific clients or on special projects like group trips and travel adventures.  
· Arranging for airline ticketing, hotel accommodations and car rentals for the clients.  
· Staying on top of travel arrangements and do follow-up on confirmations and reservations.  
·   Maintaining cordial relations with customers to sustain the profitability of the business  
· Proven record of handling emergency situations related to travel and bringing quick solutions to 
· resolve the issue.  
· Vendor Management  
IBM GLOBAL PROCESS SERVICES
Lead quality (July 2011 –April 2012)
Work Outline
· Responsible for Quality Assurance in the company; measure and raise the service levels rendered 
· by the Sales as well as the customer service team.  
· Regularly monitor transactions, provide constructive feedbacks and counseling and conduct 
· training programs and motivational sessions.  
· Responsible for reporting and analytical and logical reasoning and manage first line customer escalations.  
·   Design, execute and review improvement plans; ensure customer’s delight.  
· Running an YB project to raise the conversion level in Sales.  
·   Training the new joiners on the operational front.  
· Transaction monitoring and analyzing quality scores, trends, process maps and C Sat scores (for 
· Voice/ Non Voice operations)  
· Call Monitoring: Call Barging (live/recorded) covering a total of 80 agents on rotational basis  
·   Sharing feedback with team as per their performance matrix  
· Reporting quality scores and trends to respective LOB’s  
· Solving escalations/disputes.  
·   C-SAT and FCR analysis based on customer’s verbatim and rating  
· Helping in conducting external audits to check the Process health  
·   Defect analysis: To minimize defects in our process and to achieve set targets  
· Interaction with the client and quality team in MakeMyTrip to discuss new techniques for site 
· performance improvement  
· Report generation and publication for internal and external publication  
SENIOR EVALUATOR COMPLIANCE AND CONTROL (Sep 2008 - July 2010) TEAM LEADER IN COMPLIANCE AND CONTROL (JULY 2010 - July 2011)
Work Outline
Promoted as Lead in Compliance: Role was to mitigate Fraud and drive a culture of compliance and controls. Scope included monetary and non- monetary transactions, spreading awareness regarding fraud management system and IBM policies & client mandate processes
· Responsible for Auditing Financial Transactions, Monitoring calls , Handling Client and Internal Escalations, Conducting Sweep Checks on Floor in order to prevent Fraud, Conducting Workstation Audits to ensure paper less policy, Auditing BPMS (Business Process Management Systems)  
· Due to in-depth knowledge of process & product - assisted Operations for 2 months as an additional responsibility  
· Conducting Trainings like Basic Quality Training, PACE for all the new hires with Airtel Process  
July 2008 – Sep 2008:
Senior Process Executive –Acknowledging my excellent performance – Moved to a process to assist Platinum customers
May 2007 – JULY 2008
Joined IBM as a Customer Care Executive for Bharti (Airtel) assisting customer’s for the offered product by our client.
Worked as Executive with Orion Dialoge (BPO) for 5 months. My role was to assist the customer for the offered product by the client
Profile at a Glance
ACHIEVEMENTS
·   Awarded “Star Performer” consecutive for 2 Quarters in 2010 for exceeding KPIs  
·   Awarded “Best agent in Operations” for 2 Quarters was also given the responsibility to handle  
· Platinum customer base.  
· As a Quality Lead, I have successfully handled the Quality and Training. I have helped the client to launch and implement various interfaces, suggested changes, and helped improve the content 
· of the product.  
· Member of a project called “Customer Life Cycle Management” for the client – Which helped the client make necessary changes in their IVR, Website & application to ensure that processes get 
· simpler, leaner – cost effective and enhance customer experience  

Worked on a project for Reducing Repeat for both Prepaid and Postpaid Lobs for the
· telecom client help them reduce repeat call by 4 %  
· Client Appreciation & acknowledgement for helping them identify WAIVER Fraud worth Rs 8 
· lakhs  
· Helped business identify NVAs – AHT reduced by 4 seconds  
Education & Trainings

MASTERS IN BUSINESS ADMINISTRATION (Pursuing) 
Symbiosis University, Pune 

· BACHELOR OF COMMERCE  
Punjab University, Chandigarh – 2006 
CERTIFICATE OF ACCOMPLISHMENT

· Basic Computer Course - NIIT , Kaithal Haryana 
· AMADEUS– Computer Reservations System 
· BQT, eBPMS and Yellow Belt Certification 
Strengths
· Excellent Communication & Presentation Skills  
·   Can persuade people to accomplish challenging task  
·   Good Analytical Mindset  
· Good knowledge of MS Excel, Word and PowerPoint  
·   Always Believes in Win-Win Situation  
· Positive Attitude  
Personal Minutiae
· Date of Birth: 24th Dec 1984 
· Languages Known: English & Hindi & Punjabi  
