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SUMMARY

Dynamic and results-oriented Passenger Services Executive with over a decade of experience in enhancing customer

satisfaction within the rail industry. Proven track record in implementing innovative service strategies that elevate passenger

experience and operational efficiency. Expertise in leading diverse teams, managing complex logistics, and fostering

relationships with stakeholders to ensure seamless service delivery.

WORK EXPERIENCE

Senior Passenger Services Manager National Rail Services Jan 2023 - Present

Led a team of 50+ staff to optimize service delivery across multiple rail lines.

Implemented a new customer feedback system, resulting in a 30% increase in satisfaction ratings.

Developed training programs for staff to enhance customer engagement and service skills.

Managed operational budgets and reduced costs by 15% through strategic resource allocation.

Coordinated with maintenance teams to ensure timely resolution of service disruptions.

Analyzed passenger data to identify trends and improve service offerings.

Passenger Services Coordinator Metro Rail Corporation Jan 2020 - Dec 2022

Oversaw daily operations for passenger services, ensuring compliance with safety regulations.

Designed and implemented customer service initiatives that improved on-time performance by 20%.

Collaborated with marketing teams to develop promotional campaigns that increased ridership.

Facilitated workshops for staff on effective communication and conflict resolution.

Utilized CRM software to track customer interactions and address concerns promptly.

Monitored service metrics and prepared reports for senior management review.

EDUCATION

Master of Business Administration, University of Transportation Management Sep 2019 - Oct 2020

ADDITIONAL INFORMATION

Technical Skills: Customer Service Excellence, Team Leadership, Operational Management, Data Analysis, Budgeting,

Regulatory Compliance

Awards/Activities: Awarded Employee of the Year for outstanding service improvements.

Awards/Activities: Successfully led a project that reduced customer complaint resolution time by 40%.

Awards/Activities: Recognized for outstanding leadership in team performance during peak seasons.

Languages: English, Spanish, French


