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Seeking a position in an organization with an aim to contribute positively towards the achievement of its objectives to the best of my capabilities and to develop and improve my professional skill
PROFILE

	IT Operations
	Travel Management
	Team Management

	Customer Services 
	Marketing 
Project Management
	Procurement & Admin


· Proven ability in improving operations, enhancing business growth by setting up infrastructure, project execution and service delivery
· Control of overall departmental activities in a goal-oriented manner and interaction with different levels of the organizational hierarchy  
· An effective communicator with planning and team building skills 

Marketing, Customer Services and Management Skills

· Meeting with clients and various departments
· Writing and presenting reports to senior management
· Arranging promotional events for tour packages 
· Assisting the manager in writing reports and analyzing data
· Helping to drive online traffic, with web-related analysis data and promoted the company services through social media

· Organizing events and launch parties within and outside organization
· Managing supplier relationships
· Development, production and delivery of projects from proposal right up to the delivery
· Delivering events on time, within budget, that meet (and hopefully exceed) expectations
·  Vendor management and negotiations with vendors to obtain best and economical equipment’s / devices etc.
· Ensuring customer service and quality delivery
· Complete knowledge of travel management system and miscellaneous operation related to travel 

· Working closely with business group of travel operations like Corporate travel, FIT, MICE, Umrah  
· Managing budget plans of Marketing, Technology and Administration departments
	

	ORGANISATIONAL EXPERIENCE



	
	

	Mar 2010- June 2016
	Assistant Manager Technology & Administration

	Company
	Travel Services (Pvt.) Ltd. | 

	
	


Key Result Areas:
· Administering Technology & Administration department, handling all aspects of business including, procurement, maintenance, administration , information services, quality control, hiring/resource management, staff trainings, SLA’s
· Supervised and managing migration project of IBM lotus notes from version 8.5 to version 9
· Supervised and managing implementation of Active Directory and Domain controller on 2012 server with more than 100 users joining the domain

· Supervised, procured, installed and configuration of Avaya IP Office project for establishing call centres in Karachi & Islamabad with IVR (self service) recording and monitoring  
· Power suite is a financial system for back office and mid office solution for airline global distribution system.
· Responsible for opening and maintaining of new & existing customer accounts 
· Responsible for pricing of all financial customer accounts and deletion of accounts
· Responsible for customer profiling for the record of customer travelling and customer relationship management
· Responsible for generating reports for sales and refund on every forth night 
· Responsible for MIS reporting client wise with sector and airline wise date as per need basis   
· Heading customer service department for US Visa which includes service delivery and call centre
· Ensuring customer service and quality delivery Responsible for MIS reporting for Visa related details 
· Generation of invoice on monthly basis and send invoice to CGI federal Inc for processing
· Maintaining records of customer applied for US Visa which include
· Monthly and weekly meeting on skype with CGI Federal team in US
· Managing call centre daily operations. Doing QC of calls, emails, chats, listening of call of agents and rate them accordingly on monthly, weekly basis









· Regularly performs updates on all production servers which includes email, database PS etc
· Update all AEG servers and do the complete health check of all server on daily basis
· Monitor AEG internet links of all locations and took corrective measures in case of failure and problems
· Administered all four websites of AEG and update website as per need and requirement
· Creation/deletion of email address on lotus notes
· Backup onsite / offsite for all critical databases
· Procurement of Laptops, printers, scanners and different IT related products
· Managing multiple departments IT, Administration and Call Centre also involved in service delivery of call centre
· Developing Standard Operating Procedures for IT operations 

· Managing and leading team members; allocating resources among team members and guiding team members during the project, till final delivery

· Supervision of IT service operations, Admin & information services staff at Karachi, Lahore & Islamabad offices
· Installation of financial software like Sidat Hyder GL, HCM, Power Suite

· Setting up accounts in IBM Lotus Notes, windows active directory, Power suite, GDS Airline system

· Giving technical support to users who use the network, provide trainings to new users

· Control of overall department activities in a goal oriented manner and interaction with different levels of organization hierarchy  
· Re branding email signatures, envelop, letter heads etc, with respect to new GBT compliance guidelines
· Making sure that the new GBT guideline will be implemented as per given timelines
· Maintaining cordial relationship with key suppliers & customers
· Maintaining visa application for Dubai visa also responsible for the pricing update of visas on Dubai visa website and generating MIS on EDNRD and internal software for visa 
· Maintaining visa application for French Visa also responsible for website update in case of any new requirement given by French Embassy
Highlights:
· Establishment of US Visa call centres in Karachi & Islamabad. Call centre based on Avaya Telephony IP Office and Avaya recording server with IVR with Sales Force as a CRM  
· Detecting, logging, categorizing and prioritizing incidents and providing initial incident support
· Responsible for agreements and ensuring accuracy of SLAs Involved in external and internal IT audits conducted by EY
· Supervised the construction of a new office premises in Islamabad and the restructuring of Karachi Head office
·  Management of airline front and back office system and reporting of issues to GDS support in Singapore for resolution

· Efficient management of all systems to ensure that operations are at least 95% within the SLA for call centre
· Recognition Letters from Travel Services | 
· 2015 Servicing US Visa information services department

· 2014 establishment of call centre for US Visa services in Karachi & Islamabad

· 2012 Successful deployment of back office solution for travel services “Power Suite”
· 2011 Completion of IT & Administration projects


Feb 2009 to Feb 2010
In-charge Systems 
Company
Professional Employers Pvt. Ltd. (Pakistan) (Third Party Vendor) for American Express Travel Services
Key Result Areas:

· Set scope for department

· Developed network infrastructure for offices in Karachi & Islamabad 

· Signed SLA’s with different vendors and saved 1.5 million in monetary terms
· Provided quality solutions to complex business problems. End to end testing of new systems and services within scope, budget and stringent schedules

· Ensured reliability of network infrastructure and operating systems on multiple platforms. Managed the acquisition, installation and maintenance of the organization local area networks and wide area networks
· Analysed and recommended new products and services to the senior management
· Developed departmental budgets and undertook continuous improvement /cost saving initiatives 
· Advised the higher management concerning improved methods and network development
· Accountable for condition monitoring, predictive & preventive maintenance, root cause analysis for major breakdowns
Highlights:
· Recognition letter from Professional Employer for excellent job performance 
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Oct 2008 to Jan 2009
Network Engineer
Company
Softtech World Wide LLC.
· Handling issues of wired and wireless LAN and other networking components. Setup and maintenance of networking equipment’s with the main focus on Microsoft products. Additional maintenance of servers, computers, installation of interface cards, setup of network printers, network monitoring, VOIP, research and development and other peripherals. Coordinated and implemented network infrastructure upgrades.

Aug 2005 to Aug 2008
Assistant Manager Technical Support 
Company
   Xper2go Inc. Pakistan
· Managed operations of a multi-server network. Troubleshoot of all types of server and PC hardware and software problem/errors. Ensured smooth operations of all the network printers. Executed daily backups and plan for disaster recovery. 
· Provide support to US based clients like creation of email, server updates, ant spam firewall updates

· Writing of scope of work before making any change or any new development in system

· Facilitated in creating awareness of training for management and employee. Supervised system trainings to staff. Site maintenance and technical support
· The position also involved handling of systems and network issues of operations of US based clients 
Highlights:
· Certificate of recognition for outstanding job performance including achievement of highest number of tickets

EDUCATION

2014
MBA (Marketing) from PAF Karachi Institute of Economics & Technology (Pakistan)

2005
BS (IT) from Preston Institute of Management Science & Technology (Pakistan)


TRAININGS & CERTIFICATIONS

· Franklin Covey’s “7 Habits of Highly Effective People”. (Karachi, Pakistan)
· Abacus Power Suite. (Power Suite is a back office software which is integrated with Airline GDS) (Singapore)
· Sales Force (Atlas is a CRM offered by Sales Force & managed by CGI Federal Inc.
· Fraud Training - Department of State Global Support Services CGI Federal Inc. 

· The Great Call Experience - American Express Global Business Travel

· Microsoft Certified Professional

· Microsoft Certified Technology Specialist 

	 

	PERSONAL DETAILS

	
	

	Date of Birth:
	27th March, 1981

	Languages Known:
	English (Fluent) , Urdu (Native) 

	Driving License:
	Pakistani
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