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With almost 8 years of experience at Skycom Express LLC - UAE, currently handling the 
Call Centre Department of the Middle East region, I am looking to branch out into a further challenging role within the field of Courier /Logistics industry. 

Areas of Expertise:-
	· Customer Service Management

· Complaint Handling & Resolution


	· Customer Satisfaction  

· Front-End Supervision

	· Teambuilding
· Training



Core Competencies:-
· Driving the development of superior customer service and high performance.

· Leading workflow distribution and floor management to ensure service levels are satisfied.

· Hiring, training/developing, motivating, coaching, evaluating and retaining qualified staff.
· Effective communicator with an ability to interact with different types of personalities.
· Self –starter, customer oriented even under extreme time pressure and deadlines.
· Proven ability to understand and work on complex situation to successful conclusions.
· Organized individual, motivated and goal oriented. High degree of to personal integrity, intellectual flexibility and multi-tasking. 
· Able to perform independently /within a team and in demanding situation. 
Professional Experience: -

	Skycom Express LLC -- Dubai U.A.E  -- April 2007 to date 7th September 2015
Set up in 1993, its provides Express, Logistics & Freight Solutions to many reputed local and International clients, with offices in the UAE, Qatar, Oman, Bahrain, Kuwait , India and upcoming in Kingdom of Saudi.
At Skycom Express - UAE, I have grown steadily from CS Representative to the my current position as CS Supervisor for the Middle East reporting directly to the Middle East Group General manager.

	


Customer Service Supervisor – May 2009 to date.
Acting Customer Service Supervisor -- February 2008 to May 2009. 
Customer Service Representative --   April 2007 to February 2008. 
Customer Service Supervisor  - Job Responsibilities: 

· Managing Team of 25 agents (Inbound, Outbound/Key accounts and Imports). 
· Inbound team: Quality check of answered calls by the agent and giving them feedbacks for improvement. Reaching to answer spot questions on products and service of agents to reduce call time. 
· Outbound team: Making sure that trace is registered post transit time and feedback of traces are updated to clients and on system every day until closure of cases. 
· Key accounts: Making sure that agent has replied to their mails, sent reports on day to day basis and all complaints are closed in minimal time.
· Import Desk: Making sure that all requests are actioned on time, checking the weekly /monthly import report and providing the same to the manager. 
· Maintaining records of Sick, Causal and Annual leave taken for HR purpose. 
· Scheduling roster monthly and in case of any short staff due to sick or emergency leave.
· Handling escalated calls or Complaints by inbound/out bound agents. 
· Handling direct complaints by e-mails/ calls or raised by customer or sales executive. 
· Maintaining DDP records for the month and sending to accounts department for billing. 
· Sending service update to line hauls and Skycom offices within UAE and GCC. 
· Handles responsibility of manager in his absences / during annual leave. 
· Taking decisions independently and if needed, reasoning out if asked by management with regards to any payment / nonpayment issues of client. 
· Excellent in handling /Closing cases with the solution of hieratic clients.
Customer Service Representative - Job Responsibilities: 
· Pleasantly and effectively answering and screening telephone/email Bookings and requests from customers and rapidly respond to requests whilst maintaining a self -oriented, friendly and empathetic endeavor. 
· Proactively registering customer pickup/ delivery service requests. 
· Comfortable with the INTEGRA, WEB BOOKING and SKYSHIP. 
· Ensure customer satisfaction by identifying problems, file service enquiries, trace shipments and answer basic shipping questions utilizing computerized systems. 
· Provide product &service information, and other related information. 
· Handle domestic and international shipment tracking inquires. 
· Advise clients on the necessary documentations required before accepting shipments that 
      are domestic or internationally bound.
Additional Tasks:- 

· As a tracer tracking shipments which are connected with co-loaders ( DHL ,FEDEX, 
            TRANS-IMPEX, TCS): 
· Open /close traces on time. 
· Escalated case with Co-loaders supervisor and Manager for faster result. 
· To work for on solutions for complicated case till until resolved. 
· Follow up calls if necessary or if promised for a call back. 
· Thoroughly assess customer grievances before recommending solutions. 
· Quote customers on published rates. 
· Employ a calm and professional manner to resolve concerns and escalate priority issues. 
· Provide customer assistance and innovative solutions to complex issues relating to shipment queries. 
· Inform customers accordingly the reason for delay in deliveries and other related issues. 
· Coordinate with the operations for shipment’s current status updates and conduct research on lost shipments. 
· Demonstrate exceptional acumen by establishing customer flow processes to ensure customer demands are met in a timely and delivery efficient way. 
· Prepare a weekly report on the status of inbound and outbound shipments of allotted company account holders. 
· In-charge of the team in the absence of team leader. 
· Managing the responsibility at the desk in case of absence. 
· Coordinate with the Couriers or Ops supervisor in case of any delayed shipments. 
· Provide Account opening forms in case of callers interested starting business with the company. 


GE Money (DST) – Goa, India -- October 2004 to June 2005.
	GE Money is a leading consumer finance company offering a range of services including personal loans, car loans, credit cards, personal insurance, and interest-free and promotional retail finance.

	


Indoor Sales Executive - Job Responsibilities: 

· Responsible for delivering Customer service that meet and exceed customer expectations in order to create customer loyalty.
· Develop the ability to be caring, warm and courteous to all the customer regardless of class nationality, culture, race or creed so that customer is treated equally without discrimination. 
· Review customer complaints and service rendered.
· Referring complaints of service failure to designated departments for investigation. 
· Processed customer loans.
· To enter the data and make calls for collection and achieved 70 % of the sales target.
· Provide pre-sales and post –sales customer support for enhancing sales of company products.


National Trading Corporation – Goa, India – June 2004 to October 2004.
National Trading Corporation is a dealer of Vinyl flooring, Wall papers and Aluminum Ceiling, gypsum ceiling tiles etc., enabling storage of a wide range of goods with prompt delivery and service times.
Office Assistant - Job Responsibilities: 
· To handle correspondence for internal communication emails, etc.
· To handle the Telephone enquiries and walk-in client being the first point of contact. 
· Create and maintain a client – wise filling system.
· Achievement of sales target up to 75%.
· To generate new leads.


ICICI Bank LTD – Goa, India – May 2003 to May 2004 
India's largest private sector bank offering a wide variety of financial products and services, both directly and through a number of subsidiaries and affiliates.

Sales & Tele marketing Executive  - Job Responsibilities:
· Composed independent internal correspondence.
· Performed as the first point –of –contact handling telephone enquiries and also walk –in clients.
· Created and maintained a client –wise fillings system 
· Handling incoming and outgoing faxes. 
· Administration of courier dispatches.
· To handle customer queries and incoming calls. 
· To handle troubleshooting and up selling.
· Involved in telemarketing by analyzing the customer requirements and recommend appropriate products by explaining the product features and benefits.
· To supervise and administrate the junior staff.
· Liaising with customer and internal department to provide technical guidance and resolve customer queries.
· To resolve customer complaints and ensure maximum customer service satisfaction on the service delivered.
· To maintain the timing schedule for clarifying the customer queries and complaints
Education and Training:-
     Goa University -- Goa, India – October 2002.
	    Bachelor of Commerce
     Indian Technical Institute --Goa, India -- November2000.
          Diploma in Interior Designing & decoration 

	


Training: Spearhead Training -- Dubai –August 2011.
· Improving business performance  
Skills:-
· Telephone Techniques and Communication Skill courses. 
· Unified modeling Language, Java Programming, Linux, C++. 
· Tally version 7.2. 
· Proficient in use of MS Office / Excel /PowerPoint & Internet, Outlook. 
Personal Details:-
Date of Birth      : 23rd September 1981
Nationality         : Indian
Religion
         : Christian
Marital Status   : Married
Languages
     : English, Hindi & Konkani
Visa Status          : Visit Visa
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