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Mai Mohammed Ismail
 BSc. Business Administration
Mobile: +971-55-9952412
+971-58-5082412
Marital status: Single
Dubai- UAE
Email: maiismael_2009@Yahoo.com

OBJECTIVE:
Seeking a challenging opportunity to expand business scope utilizing my extensive experience in business administration & marketing management as well as customer service while developing my knowledge in a strong business culture. 
EXPERIENCE:
Damac Group , UAE-Jan 2023 to date:
· Client Relationship Manager Role:
· Handling a team of 36 CRE

· Build relationships with key employees among customers.
· Create plans to address clients’ business needs.
· Advise clients on creating profitable processes.
· Schedule regular meetings with customers to ensure they are satisfied.
· Act as point of contact for complaints and escalate issues as appropriate.
· Help sales team up-sell or cross-sell services and products.
· Ensure both the company and clients adhere to contract terms.
· Study competition to find new ways to retain customers.
· Set sales and revenue targets and work diligently to meet them.
· Collaborate with internal teams (e.g. sales, , senior management) to address customers’ needs.
· Dealing with different customer categories ( Standard, Elite, Top Brokers, VIP)
Pipa Media company , UAE – Apr 2022  to Jan 2023
· Business Development Manager Role :

· Research & identify new business opportunities - including new markets, growth areas, trends, customers, partnerships, products and services - or new ways of reaching existing markets.
· Bloggers & influencers on-boarding & engagement; building relations for best coordination and cooperation.
· Generate leads & prospective customers as well as building long-term relationships with new & existing customers.
· Set up business & marketing strategy including sales, revenue, invoices & pricing. 
· Provide trustworthy feedback and after-sales support.
· Establish good understanding of the businesses' products or services 
· Maintain current clients relationship and identifying areas for new potential clients .
· Contacting potential clients to establish a business relationship and meet with them . 
· Develop new sales ares and improving sales through various methods. 

· The Tech Tigers Holding, UAE – Jan 2021 to Apr 2022 :

· Business development manager & PA to CEO
· Business development manager role:
· Research & identify new business opportunities - including new markets, growth areas, trends, customers, partnerships, products and services - or new ways of reaching existing
markets.
· Arabic celebrity on-boarding & engagement; building relations for best coordination and cooperation.
· Generate leads & prospective customers as well as building long-term relationships with new & existing customers.
· Set up business & marketing strategy including sales, revenue, invoices & pricing. 
· Provide trustworthy feedback and after-sales support.
· Establish good understanding of the businesses' products or services 
· Responsible for training of internal stakeholders to ensure business continuity. 


· PA to CEO Role

· devising and maintaining office systems, including data management and filing;
· arranging travel, visas and accommodation and, occasionally, traveling with the manager to take notes or dictation at meetings or to provide general assistance during presentations;
· screening phone calls, inquiries and requests, and handling them when appropriate;
· meeting and greeting visitors at all levels of seniority;
· organizing and maintaining diaries and making appointments;
· dealing with incoming email, faxes and post, often corresponding on behalf of the manager;
· taking dictation and minutes;
· carrying out background research and presenting findings;
· producing documents, briefing papers, reports and presentations;
· organizing and attending meetings and ensuring the manager is well prepared for meetings;
· liaising with clients, suppliers and other staff.


· Dubai international airport, UAE – Dnata Emirates Group:  
· Airport Duty Officer 2018-2020:
· Part of Operation Development Management Team
· Lead the team & oversee daily activities to ensure a high standard of service delivery.
· Establish the team objectives & priorities ensuring these are aligned to the business.
· Provide input and recommendations to improve the effectiveness of the daily operation.  
· Ensure all passenger and aircraft handling practices conform to safety and security measures.
· Conduct spot checks to ensure adequate standards are maintained and conduct audits with the handling company.  
· Resolve customer complaints effectively liaising daily with all departments to provide resolution for complaint handling
· Conduct briefing sessions for the shift
· Compile a detailed station handling report
· Prepare the monthly performance audit
·  Financial accountability across petty case expenditure.

· Dubai International Airport, UAE (Dnata / Emirates Group) 
· Senior Customer Service Leader (2014–2018):

· To provide the highest quality of frontline customer service and assistance to all passengers, including Check-in, Gates, Immigration, Mishandled Baggage, Onward connections …etc.
· Assistance with resolving issues such as misconnections, cancelled bookings and improper documentation (visas).
· Entering customer details and answering their inquiries on spot.
· Handling the customers concerns/complaints in professional manners and insure to implement Dnata Vision, Mission and Values. 
· Implement corporate communication policies, strategy and guidance and develop the communications channels with the customers.
· Effectively manage key communications channels including local publications.
· Preparing the Weekly/Monthly reports based on management requirements.
· Provide guidance and support to ensure they exhibit the ability and requisite skills to acquit transactions accurately and in a timely manner in accordance with the policy.
COURSES:

· Dubai International Airport (Aviation Courses):
·  Aviation Basic Geography.
· Aviation Security.
· Introduction to Civil Aviation.
· Examine Travel Documents.
· Explore IATA AREA.
· Information Security.
· Checking LAG’s.
· Business Excellence.
· Fundamentals of Quality.
· Performance Matters.
· Introduction of Dubai World Central.
· Dubai Airport Driving Permit Training.
· Environmental Management System

Riva store Mirdif City center
Customer service representative (2013-2014):
· Greeting customers, responding to questions,          improving engagement with merchandise and providing outstanding customer service

· Achieving established goals

· Directing customers to merchandise within the store

· Increasing in store sales

· Superior product knowledge

· Introduction promotions and opportunities to customers

· Cross selling products to increase purchase amount

· Collecting leads and. Update them about our promotions 

· Telecom Company, Egypt 2005 – 2013: 
· Customer Service Representative

· Daily, Weekly and Monthly reports based on the service level need according to the standards of the company.
· Ensure the KPI’s are implemented as per the standard policy of the company.
· Communicating with the call center team as well as the customers based on the business requirements.
· Involve in interacting and resolving queries related to the customers
· Responsible for providing services professionally to corporate the customers.
· Handling customer’s complaints (based on the situation) and ensure resolving the problem according to guidelines established by the company. (This procedure may involve asking questions to determine the validity of a complaint, offering possible solutions).
Education:
· Business Administration Diploma from Ain Shams University (Oct 2016).
· Mini MBA from College of Management in Nottingham International University (Oct 2016).
· Diploma in Project Management from Creativity Foundation for Training and Consulting (Nov 2016).
· Diploma in Customer Service from Creativity Foundation for Training and Consulting (Nov 2016).
· Diploma in Marketing from Creativity Foundation for Training and Consulting (Nov 2016).
· Diploma in Sales Management from Creativity Foundation for Training and Consulting (Nov 2016).
· Diploma in Human Resources Management from Creativity Foundation for Training and Consulting (Nov 2016).
· 4 x 4 Marketing Management from Trendy Solution, Dubai (Aug 2016).
· Other digital skills on software including ICDL and MS Programs.
Systems Knowledge:
· DUBAI INTERNATIONAL AIRPORT System (D-MACS/ GUI).
· QR AIRLINE System (Altea).
· Microsoft Office (Word, Excel, PowerPoint, Access).
· Write technical manuals and reports for the home developed systems and applications (Value Added Services).
· Computer typing skills (Arabic & English).

Soft Skills:
· Solid communication & presentation skills. 
· Proven leadership abilities.
· Strong team building & management skills.
· Ambitious, patient, hard working.
· Accept guidance & advice from internal stakeholders.
· Innovative problem-solving approach.
Languages:
· Arabic mother tongue.
· Fluent in English (speaking and writing)
Appreciation & Awards:
· Appreciation letters from the Operation Supervisors, Officers and the Airlines station managers at Dubai International Airport.
Refernces: 		
· Mr. Maryam al sayegh                
Airport Manger 
Dnata &Emirates group (dubai airport)
+971 52 885 4562
+971 52 243 8545


References are available on request 
image1.png




