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PERSONAL DETAILS:







· Date of Birth:
   7th May, 1984
· Nationality : 
   Lebanese
· Marital Status: 
   Married
· Email:                    antoine.makhlouf@gmail.com
· Mobile:

  +961 81 799 986
Career Objectives:

· To work in a organization where I can use my skills to achieve the set objectives and to get conductive environment to Learn and grow.
· To work to my optimum level for the betterment of the organization and to make a mark as a distinguished professional.
· To enhance my working capacities, professional skills, business Efficiencies and to serve in best the possible way with sheer determination and commitment.
WORK EXPERIENCE:
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· Customer Service Manager – Ramy Holding
February 2019 - Present

Responsibilities:
· Follow up mystery shoppers reports and set action plans
· Update & clean customers database on the back office system (POS)
· Monitor back to back calls for new customers 
· Send service feedbacks (positive\negative) generated from feedback tablets (Cx Meter), CRM, Social media….. to relative branches and managers when necessary.

· Compile and file all incident reports on a daily basis and follow up on needed matters.

· Maintain up to date knowledge of all menu items, changes and modifications.
· Hold daily briefing with the team.
· Contact customers to deal with critical cases such as food poisoning, extreme unprofessional behavior, unusual cases, solid items….

· Supervise the customer service team \ operators to ensure professional and friendly communication while handling incidents and complaints.

· Ensure that all customers and colleagues are being treated in a friendly and professional manner.
· Make sure that all customer needs are attended to and all needed corrective actions are taken promptly. 
· Ensure that all team members adhere to the company’s grooming and personal hygiene standards.

· Lead, train, monitor, evaluate and provide feedback to team members and managers in order to ensure high performance and reach business goals.
· Hold monthly meetings with the team members and management team,
· Generate the CSD performance monthly report and send it to the managers.
· Keep immediate supervisor promptly and fully informed of all problems or unusual matters of significance.
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· Product Manager – Junior Buyer
April 2016 – October 2018, Lebanon
Responsibilities:
· Analyzing stock rotation to reach an acceptable stock level, maximize sell out at full price, and plan efficiently for the sales period in coordination with the General Manager

· Analyzing market segments and prices, benchmark with the competition and develop brand related reports and data to allow informed decision making

· Inspecting stores operations, pricing and display for compliance with set standards

· Coordinating the development of communication materials such as catalogs websites, brochures, packaging and in-store displays

· Overseeing the planning and events organization aiming at improving brand awareness and sales

· Ensuring proper knowledge transfer by providing training to shop managers to comply with company policies and to implement brand’s image in their shops.• Delivering internal and external presentations regarding new product introductions, marketing materials, business objective and communication strategy

· Assist in setting the season budget in coordination with the Top Management, and monitor compliance with sales, rotation and loss standards, ensuring financial awareness and cost control

· Design and implement brand’s buying plans and projections to increase efficiencies and maximization of margins and sell thru

· Prepare retail operational management information reports, ensuring completion in a timely and accurate manner such as OTB's, sell-thru, sales, and other reports that may be required

· Daily, weekly and monthly reports, and communication with the Store Managers to review: Fast & Slow movers, KPI, customer walk-in, product issues, competitor analysis, monthly in and out reports etc.

· Suggest to management how each location could change in order to maximize profits and reduce loss at the store level

· Regularly review store sales numbers, cost of inventory, operational expenses and inventory loss to determine whether or not the store is meeting its goals

· Forecast and produce sales and margin figures and inventory requirements for each location. Conduct periodic inventory analysis for each store review sales figures to determine optimal stock levels in all stores

· Analyze sales reports and trends to maximize sales per square foot

· Optimize space for special events and sale period

· Follow up opening calendars and support Store Managers to complete each process in the correct timeframes

· Organized & planned a successful first staff sale in the company history.
· Oversee the development of clear processes to control shrink resulting from customer and staff theft, poor administration, and damage to displayed and stored merchandise

· Responsible for all stock control and ensuring all records are kept up to date and accurate

· Ensure high standards of confidentiality to safeguard commercially sensitive information

· Assist in setting up new processes that will benefit and support the store team

· Assist with the coaching, on-the-job training, and development of the team.
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· Boutique Manager / Showroom Manager  -  Abu Dhabi, UAE
September 2014 to September 2015
Responsibilities:
· Manage 12 team members

· Oversee the store day to day operations

· Monitor the stock on a daily basis by performing the daily counting & always random check CCTV

· Manage store revenue, handle cash payments and bank deposits

· Monitor store discount level and work on different techniques to lower the percentage given

· Perform the daily, weekly and monthly reports

· Follow the 11 steps selling techniques set by the management and train the team and execute role plays.

· Compile, update and study store KPI to increase revenues and focus on the weak points

· Product Knowledge training on a daily basis during daily briefings.

· Monitor the stock level of the store and request transfers of the needed product on a weekly basis

· Monitor the staff appearance in term of grooming

· Follow up with the sales team on their performance and pursue them to reach their objectives

· Handle store data and make sure Customer data cards are filled with necessary information for future follow-up

· Provide excellent after sale service by following up with customers on a routine basis to update them on their timepieces, explain in details the status, time and cost of repair.
· Execute role plays to increase the service level of the team and train them to face any inquiry from customers

· Brand Handled: Chopard, Christian Dior, Messika, Tirisi, Audemars Piguet, Patek Philip, Hublot, Panerai, Tag Heuer, Baume et Mercier, Louis Erard.

· Received numerous trainings eg. Luxury watchmaking training, Diamonds training (by GIA certified trainer), 11 steps selling techniques, Tag Heuer 10 golden rules selling techniques.
· Product Knowledge trainings: AP, Hublot, Tag Heuer, Chopard, Christian Dior, Baume et Mercier, Tirisi and Messika

· Awarded second best score in Mystery Shopping results on January 2015

· Perform new joiner induction and basic trainings, perform probation reviews, mid-year and yearly appraisals and set individuals development plans needed for each team member.
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·  Store Manager   - Etoile Fashion Group      
 April 2012 – February 2014 (UAE)

 Responsibilities: 
· Assisted the retail manager in several tasks, reports and stock inventories with different locations.
· Managed 21 employees including 1 assistant manager, 2 department manager and 4 senior sales associates.
· Motivated the sales associates in order to reach the monthly target.
· Resolve customer problems or complaints by determining optimal solutions.

· Maintain, encourage and possess ownership mentality.
· Made sure interior and exterior of store are maintained to company standards.

· Quarterly presentations to the management on the store overall operations and sales figures & KPI.
· Conduct regular store meetings and morning briefs to inform the team of our monthly target status.
· Propose the monthly target for the shop and discuss it with the retail manager and sales manager.
· Maintain and utilize surveillance equipment and schedule daily spot checks on the CCTV.
· Manage store revenues, including cash handling, deposit reconciliation and delivery of deposits to bank.

· Execute and monitor loss prevention and shrink programs and enhance security.
· Management of all store operational issues, store housekeeping, store administrative duties, physical inventories.
· In charge of product management like ordering, receiving, price changes, handling damaged products, laundry items, no label items and returns.
· CRM and database collection and capture.
· Weekly and monthly feedback to brand manager for the buying period.
· Product Knowledge, store manual and loss prevention training for the whole team.
· Assist in the recruitment process.
· Conduction of PA and setting action plans for each staff for a later promotion.
· Market analysis and competitors follow up..
· My duty is to preserve the brand image so supervising the VM is an important task.
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· Area Stores Manager Bahrain – Etoile Fashion Group

May 2009 to March 2012 (Bahrain)

  Responsibilities:
· Handled 2 stores and 14 team members
· Recruited 2 team members during my stay in Bahrain.

· Assisted the brand manager for the buying season in all the data and reports.
· Assigned duties to staff.
· Made sure stock is leveled between the two stores by rotating the stock.
· Set daily targets and follow up.
· Responsible of the shops maintenance.

· Ordered new collection to meet the market needs during formula one season from UAE to boost the sales.

· Trained my team for customer service and after sale service.

· Generate all necessary reports to monitor sales track such as: Fast and slow moving  items report on a weekly basis, propose the monthly target objective and taking into consideration the stock level, 

· Made sure to keep the store image to meet the brand standards.
· Increase sales by setting goals and targets and incentives.
· Present in both location to ensure that both teams are giving their best to reach the targets.

· Coordinated with the back office, in terms of account, pricing, labeling, inventories schedule.

· Responsible for the display windows change and upgrades
· Weekly meeting with the operation manager of Saks avenue to work on new promotions to attract customers.

· Worked on CRM to increase the database.

· Coached the sales associates and lead by example.

· Successfully managed to run the Custom Your Own project and were the second performing location the first day after Tod’s MOE. 

· In-Charge of Bahrain operation.
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· Operations and Sales Manager – Retail Group Lebanon

January 2008 to August 2008 (Lebanon)
         Responsibilities: 

· Recruiting and training new joiners.
· Installed CCTV in the boutiques

· Prepared all the necessary reports and data for the brand manager during buying season.
· Marketing of the brand, sales signage ordering, promotion posters and stickers.
· Managed 52 sales persons and 9 managers.
· Implemented store managers rotation each season.

· Stock Management & Inventories conductions and analysis twice a year.
· Replenishment, Allocation & stock rotation (Central Warehouse to Stores).
· Customer Service training for all the 9 stores ( Nine West brand Training) 
· Monthly meetings with Store Managers 

· Assisted the store managers in the training and coaching of their teams.
· Responsible for the stores maintenance and safety procedures.
· Managed the stores opening  of 2 locations ( Zahleh & Beirut Souk) 
· Budgeting, market research & setting the 5 years business plan.

· Conducted the Staff Performance Appraisal and created opportunities to promote hard working people.
· Data analysis, KPI and market studies (SWOT analysis, ATV, UPT)
· Store Manager (9 West)
December 2005 to January 2008 (Lebanon)

· Sales Assistant (9 West)
August 2004 to December 2005 (Lebanon)
Retail Expertise & Skills: 

· Team motivation
· Recruitment 

· Loss prevention,  Inventory conduction & investigation, Stock Management
· Stock Rotation & re-allocation
· Able to handle large teams
· Able to perform customer service training for Shoes, Handbags and Clothing
· Able to perform customer service training for jewelry and watches

· Able to perform stores manager training 

· Able to perform Mystery shopper program, analyze outcome and assist in corrective actions

· Able to perform training on product knowledge for shoes, handbags, jewelry, watches, complications and precious stones.
· Customer data capture and  Data Maintenance
· CRM & Dashboard Analysis 

· Problem solver
· Data Analysis & Report Generation (KPI, SWOT, PA)
· Microsoft office  

· Basic & Intermediary level in Microsoft Excel 2007 (ALLC) 
· Dolphin ( POS System)

· Navision (POS System)
· Oracle (POS System)
· Excellent PC knowledge
EDUCATION:

· American University of Science and Technology (2002 – 2008)
· Bachelor Degree in Finance & Banking  
· Collège Maristes Champville  (1987 – 2002)
· General Baccalaureate in Economics and Sociology BACC II

LANGUAGES: 
	
	Arabic (mother tongue)
	English
	French

	Read
	Excellent
	Excellent
	Excellent

	Spoken
	Excellent
	Excellent
	Good

	Written
	Excellent
	Excellent
	Excellent


Activities & Interests: 

Soccer, Hunting, Diving, Outdoor Activities & Cinema
I certify that the above mentioned information are true and correct to the best of my knowledge.
