Jude Almeida
Mobile: +91-9833315998/9920916843
Email: jalmeida619@gmail.com

DOB: Feb 06, 1987
Residence: Mumbai

OBJECTIVE:
         To obtain a challenging position in a fast-paced environment where my skills and experience can be utilized to their fullest potential.
Areas of Expertise 

· Good Communication Skills 

· People / Client Management 
· Team Player

· Problem Solving
PROFESSIONAL EXPERIENCE:
Worked with Square Panda as Team Lead – Sales & Customer Service from August 2019 to February 2020.
· Training new staff and assigning specific tasks to the team.
· Monitoring the team's overall performance.
· Improving & enriching overall customer experience via e-platform.
· Solving & answering customer complaints/questions (if escalated).
· Maintaining inventory and preparing reports for senior management.
· Encourage maximum sales and maintain positive Customer relation. 
· Providing constructive feedback, motivating and assisting the team to solve customer’s queries.
· Motivating the team and catalyzing healthy competition among the staffs.
Worked with Drip Capital as a Client Service/Business Development Manager (Team Lead) from March 2018 to August 2019.
· Lead client on-boarding with Drip’s operating process and protocol.
· Creating and maintaining service level agreements that support the allocation model.
· Participating in strategic and business development models.
· Provide real-time support to clients on facility-related queries and requests.
· Capture customer feedback and coordinate with internal teams to solve recurring or high-impact issues.
· Responsibilities undertaken to train and guide new employees.
· Ensure to reach our goals by delegating task to my team members including myself.

· Creating an atmosphere driven by trust, open communication, creative thinking and team effort.

Worked with HGS International Services Private Limited in Development Bank of Singapore as Customer Service Executive – Chat Process fromMarch 2017 until March 2018
· Enhancing customer experience through Online Portal.
· Quickly understand and interpret customers' needs and wants (even if this means having to read between the lines).
· Take ownership of our customer’s needs, and always see problems through until they are fully resolved.
· Annotation accuracy and appropriateness.
· Reduction in customer enquiries to the customer service team.
· Writing / reviewing/ maintaining FAQs for the company’s virtual assistant.
Worked with Cathay Pacific (Cannaught Network Services) as a Customer Relation Executive from November 2013 to March 2017.
· Handle written customer feedback in a tactful, timely and professional manner.

· Liaise with other departments to handle customer feedback which require further investigation.

· Support the outport representatives or other departments as required in handling and resolving of cases.
· Record customer feedback in the Customer Feedback and Compensation System (CFCS) in an accurate manner.
· To be accountable for effective use of service recovery procedures.
· Communicate with relevant departments on customer feedback for them to review any possible remedial actions and future improvements.
· Make recommendations to CRD Management team for improvements in operational effectiveness and customer satisfaction.
· Carry out ad-hoc duties as assigned by the Management team.
Additional Admin Work

· Part of Fun at Work Committee.

· Arranging and assisting the team in organizing events (Festive events, Offsite, etc.)

· Provide administrative support for teams as needed.

· Coordination with vendors for activities in the organization.
Worked with Emirates Airlines as Reservation & Ticketing Agent from March 2013 – September 2013
· Make and confirm reservations for passengers on scheduled flights.

· Arranging reservations and routing for passengers at their request.

· Advise on Travel Documents. (e.g. Passport, Visa, etc.)

· Advise changes in flight plan or cancel or confirm reservation.

· Advise load control personnel and other stations of changes in passenger’s itinerary to control space and ensure utilization of seating capacity on flights.
Worked with InterGlobe Aviation (Indigo Airlines) in Airport Operations & Ground Handling Agent from August 2012 – March 2013.
· Managing activities at the Airport pertaining to Passenger Travel.
· Conducting searches on passengers, luggage, etc.
· Confiscation of prohibited items.
· Ensuring that passengers do not enter any unauthorized access parts of the airport by refusing entry and responding to calls that there has been a breach of security.
· Make accurate reports on any problems such as luggage confiscated, persons detained.
· Supervising baggage make-up & break-up area.

· Supervise movements of passengers and aircraft in aerodrome areas to ensure safety is not compromised.

· Escort vehicles and persons in operational areas when required.
· Report all incidents to the shift manager and to record such incidents that have occurred during the period of duty.
Was employed under Internship at Domestic Airport as a Team Leader supervising a group of 12 trainees (December 2010 – February 2011). 

· Maintaining Passenger, flights & security Report

· Handling telephone calls 

· Solving passenger queries 

· Maintaining lost & found records for the entire Terminal 

· Maintaining daily Shift report for the entire Terminal.  

· Handling International Transfers of passengers & coaches, safety & security of Terminal

· As a Team Leader also handled Airport official works & assisted Airport Managers as well. 
Worked with two top most International BPOs (Intelenet & 3 Global Services) from July 2007 to August 2010. 

EDUCATIONAL QUALIFICATION

· Passed T.Y.B.COM from Mumbai University in April 2007.
· Passed H.S.C. from Maharashtra State Board in February 2004.

· Passed S.S.C. from Maharashtra State Board in March 2002.
PROFESSIONAL QUALIFICATION
· Completed STCW Convention and Code 2010.

· Completed Security Training for Seafarers with Designated Security Duties.

· Diploma in Professional Cabin Crew & Ground Staff Services from Fly High Aviation Academy. 
Interest
· Passionate about Bikes

· Travelling

· Music

· Philatelist & Numismatist

· Physical Fitness

