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MAKBUL 

Makbul.347013@2freemail.com
SKILLS AND • 3years expertise in generating Excel reports for data analysis and progressreports
EXPERIENCES • Proficient in using Microsoft Office applications (Word, Excel, PowerPoint, Outlook)

• 2 years experience in Real Time Monitoring SLA , Productivity and WFM modules
• 1 year experience in handling Customer Service tasks (customer inquiries,

suggestions and complaints)

• Typing speed ≈ 35 wpm
EMPLOYMENT RTM (Real Time Monitoring)

HISTORY Cupola Teleservices Limited LLC (RTA 800 9090 Call Centre)

Roads and Transport Authority, New RTA HQ, Street 5, Garhoud Area No. 1

Aug 2015 – Feb 2017 

· Promoted to Real Time Monitoring in Aug 2015 to oversee both SLA and Productivity operations and provide valued inputs in weekly basis to client (RTA) 

· Started RTM Team (Real Time Monitoring), pilot test running from August 2015 – April 2016 officially forming full shift coverage with 5 total members monitoring SLA, Productivity and Adherence's. 
· Consistent Best performer as :  As Real Time Monitoring for 2016

· Primary tasks as RTM includes but not limited to:

                         - Meeting with clients on a regular basis to present and discuss Action Plans  to meet  business  requirements

                           - Monthly Performance Reports as basis for Rewards Program

o RTA 8009090 awarded as GDCCS Best Government Call Center in Dec 2016 

· Monitor/supervise 3 support teams (Agents , Admins and Back office )
Workforce Management Analyst/ Backup 

Roads and Transport Authority, New RTA HQ, Street 5, Garhoud Area No. 1

Jan 2016 – Jan 2017 

· In May 2015, started the implementation of WFM system and handled setting up the Avaya WFM (Blue Pumpkin) 

· Handles all aspects of WFM modules for 800 9090 Call Center as:

· Main Scheduler – weekly/monthly scheduling of Admins and Back office including Adhoc  schedules (training's/feedback sessions) 

· Real Time Management – spearheaded the implementation of Adherence Monitoring, improving the overall Call Center Adherence score by 15%. In effect, maintained SLA above target.

Customer Service Representative

Roads and Transport Authority, New RTA HQ, Street 5, Garhoud Area No. 1

Feb 2014 – Dec 2014

· Handle incoming calls as SDDI (Licensing Services) Agent 
· Bravo Champion Awarded for June 2014 as an Universal Agent (all types of calls including   Licensing, Lost and Found, Complaints etc.)

· Handle incoming calls as Journey Planner (public buses, metro schedules and other RTA services)
· Agent KPI of 99+ for Q1 2014 (Aspiring Agent) as Journey Planner agent.

Hertz Rent a Car Al-Futtaim & Son's LLC.
Hertz Rent a Car brand is synonymous to trend setting in the Automobile and Luxury transport. Providing quality, prestigious, up-market and contemporary products served to satisfy the customer's and needs in a unique pleasant ambiance.

It is the leading company in the business of automobiles ,covering the entire UAE and GCC and International Market which based in U.K (United Kingdom).

Worked as a Sales coordinator (Operations) December 2008 - August 2010.

The Major responsibilities included:

· New product – Profiling / Launching / Development.,Coordination with the service centers and stores.,Attending telephone calls, checking emails  ,​ Making online service booking,Making arrangement for replacement vehicles,Exchange of vehicles through computer system (Rentpro),Handling accident vehicles 
Competencies
· Planning, Sales forecasting and Budgeting,Market Segmentation, Targeting and Positioning,Rent pro and it’s added on modules.
M.H AL Shaya U.A.E
Worked as a Sales in charge Limited period.

The Major responsibilities included:

· Leading, guiding & monitoring the performance of self and team members to ensure efficiency in sales operations and meeting of individual & group targets.

· Arranging Data base to work on data for achieving sales targets.

· Process the application and give feedback to the customer about the status of their application.
General Motors Chevrolet cars, Goa - India
Worked as a Sales Executive from July 2005 - June 2007.

The Major responsibilities included:

· Team management, motivating and guiding the team towards achieving the targets. 

· Creating the product awareness among-est. the customers and simultaneously selling the products.

· Managing team’s productivity and branch targets. 
QUALIFICATION

GRADUATION DEGREE
Degree     : Bachelor of Computer Application (BCA)

Institute   : MES college of Arts and Commerce, Zuari nagar, Goa
I certify that the information stated herein is true and correct to the best of my  knowledge.

                                                                                                          __________________ 

                                                                                                             Makbul 

