 Resume: Mohssen Kansso
 Resume: Mohssen Kansso
	



	Mohssen Kansso		Phone: +96176047780	Abidjan number :+22569124153	E-mail: mohssenkansso@gmail.com	Website: https://lb.linkedin.com/in/mohssen-kansso-a1b7a8189



	
	Objectives
Inflight manager (customer service) A bachelor degree holder from business and computer university college major hospitality management.
With over 15 years of experience in Airline and Customer services, I am seeking new challenges and new career opportunities.
Education
Bachelor of Business - Major Hospitality 
Management  (09/2000 –12/2003)
· Business and computer University College / Beirut – Lebanon

BAC Technique in Hotel Industry (09/1997 – 06/2000)
· Saida Vocational School / Saida – Lebanon

Experience
Inflight Manager (Purser) (03/2016 –11/2018)
Emirates Airline (Dubai, UAE)
Emirates Airlines offers travel and transportation services, air catering, first-class lounges, young flyer accommodations, and in-flight entertainment. Emirates Airline serves customers worldwide.                                       Achievements:
Multiple recognition letters for outstanding attendance.
“Najem” Award for successful identification of a major safety risk.
Tasks:
Ensure that the highest level of customer service is being provided to all passengers by cabin crew while making sure that safety procedures are being followed at all times. 
Keep up to date with all safety procedures and be ready to act in case of an emergency, such as an evacuation of the aircraft 
Ensure procedures and protocols are followed and that a general sense of calm prevails.
Provide feedback to staff members and suggestions as to how to improve performance or service.
Provide constructive feedback suggestions to cabin crew and supervisor on how to improve performance or services.
Raise flight reports to cabin crew manager about their staff performance and follow up on action plan.
Run preflight briefing to all crew, including the supervisor to set a clear expectation and goal about the flight and follow up to make sure expectations are met.
Provide advice to the cabin crew management, accounting, financial and all relevant departments about both crew and customers highlighting the specific areas to support customers, crew, and company by raising daily reports, emails and meetings.
Support operational crew to understand the challenges they can face daily and help to develop their own strategy to overcome this challenge. 
Support implementing and operational crew to develop the awareness about the cultural differences and as well as to take the ownership of the customer experience by initiating a constructive feedback session based on the open-ended question concept.  
Help to analyze and to identify the risks and threats that can be encountered for both the safety and the security of the aircraft and the airport and send suggestions and feedback on how to avoid it and develop it. 
Provide resources, suggestions and support efforts to make the journey memorable.
Ensure to be updated with all the company rules and regulations and update myself with all changes to make sure to implement both service and standard consistently.
Collect data from customers to monitor the quality of the service and the standard by implementing the five-touch points concept which based on initiating a conversation with customers to listen and understand to their opinion and raise reports to the right department.  
Raise emails and voyage reports every single flight about the service, safety, security, first aid, image and uniform and crew performance, using words, emails, company system.
Receive high valued customers, commercial important customers place accommodates their                                           requests by providing all necessary information for them and as well communicate with all relevant    departments to assist them and to answer their quires 

arrange emails and reports to relevant departments and maintain a hard copy for future reference. 
Receive, review, and sign all necessary documents and send them to the relevant departments. 
Maintain and update the ships library inside the aircraft and update all the manuals.
assist and support crew by referring them to the relevant departments and help them to arrange 
assist and help the supervisors by follow up on them by providing all the necessary information for them and by receiving all the related documents from and forwards to relevant departments. 
arrange a briefing for cabin crew and supervisors in both inbound and outbound stations, send preflight emails, set the positive tone for briefing, set the goal for the flight distribute positions for crew and supervisors. 
regularly check the service in all cabin to make sure all the goals are met and provide constructive, corrective, directive feedback accordingly 
Monitor all the equipment’s in the aircraft are working properly and raise cabin defects reports for the engineer to fix it.

Perform other related duties as required.

Inflight Supervisor (Customer Service) (03/2008 – 03/2016)
Emirates Airline (Dubai, UAE)
Supervise both cabin economy class and business class to deliver superior customer service.
Ran team talk and briefing for my team to set the goal for the flight and follow up.
Provide feedback to my crew and raise flight reports to cabin crew managers about crew performance.
Liaise with the flight manager (purser and keep him up to date with all information’s about the customers, service and crew.
Manage and supervisor 3-8crew on a flight. 
Providing ongoing support, coaching and mentoring of the crew as well as monitoring their onboard performance. 
Handle customer complains in my respective cabin, and ensure they are fully investigated and managed effectively with minimal disruption to the customer experience inflight. 
Provide frequents updates to management by writing professional, factual customer experience reports. 
Check onboard emergency equipment’s to unsure functionally and ensure passenger cabin is adequately stocked with food, beverages and blankets. 
Able to deal with a vast number of customers on a daily basis and ensure complete customer satisfaction
First Class Crew (12/2007 – 03/2008)
Emirates Airline (Dubai, UAE)
Receive all first-class customers (VIP, CIP) information’s and preferences in advance from the inflight manager (purser) while his running the preflight briefing.
Prepare their suites based on their preferences.
Escorting them to their suites and engaging with them to make to deliver superior fine dining service.
Providing personalized experience to meet customers’ needs and experience beyond their expectation.
providing standards of excellence of safety, first aid, security and service.
facilitating and managing to deliver world-class customer service on board.
creating opportunities to act as a customer service agent as well as providing a high level of individual attention to customers


Business Class Crew (05/2006 – 12/2007)
Emirates Airline (Dubai, UAE)
Receive all business class customers (VIP, CIP) information’s and preferences in advance from the inflight cabin supervisor while his running the preflight briefing.
Prepare the seats for the customers before they arrived at the aeroplane.
Look after the flight category customers (elderly –children –mothers with infants)
Make sure values and expectations are met by delivering the world luxurious Business Class.
Experience in providing outstanding service for +3,500 VIP guests since 2016 in the business class cabin.
Keeping communication lines open, positive and clear between the ﬂight crew, colleagues and ground staﬀ, ensuring all information is passed promptly and correctly.
 Being the ﬁrst point of contact for guests on board and ensuring that they are familiar with all functionalities and aircraft facilities, and ensure their needs are anticipated at all times.
 Going above passengers' expectations by taking initiative for celebrating weddings, honeymoons and birthdays by creating individualized treatments.
 Using LEAP technique (Listen, Empathize, Ask open questions, Paraphrase) when interacting with disruptive passengers.

Economy class crew (04/2004 – 05/2006)
Emirates Airline (Dubai, UAE)
Greet and welcome passengers on board with friendly and approachable
Consistently deliver outstanding standards of customer service and maintain the standard throughout the flight
Treat everyone professionally, with respect, patience and understanding.

Student Assistant (01/2001 – 01/2003)
Business and Computer University College (Beirut, LEBANON)
Conduct orientation for new student and provide them with necessary information about the university.
Assist in the registration process to enrol students at the beginning of each semester. 

Restaurant Manager Assistant (01/2003 – 12/2003)
Lebanese Army Military Club (Beirut, LEBANON)
Deliver superior service and maximize customer satisfaction.
Respond efficiently and accurately to customer complaints.
Regularly review product quality and research of new vendors.
Organize and supervise shifts.
Appraise staff performance and provide feedback to improve productivity.
Estimate future needs for goods, kitchen utensils and cleaning products.
Ensure compliance with sanitation and safety regulations.
Manage the restaurant good image and suggest ways to improve it
Arrange wedding events and manage the employees.

Burger King Staff (11/2000 – 04/2001)
Burger King (Beirut, LEBANON)
Part-time restaurant crew while I was studying.

Languages:
Mother tongue: Arabic.
English: fluent (writing-speaking-listing)
French: good(writing-speaking-listing)
Excellent in Microsoft Office MS Word, Excel, PowerPoint, Outlook, and Publisher,Fidelio,amadeus. 

My Leadership soft Skills
[bookmark: _GoBack]Leadership
Teamwork
Decision making
Delegation
Time management
Hospitality management
Service management
Coaching
Multi-tasking
Effective briefing/team talk 
Flexibility and adaptability 
Problem solving 
Effective Feedback 
Effective communication (verbal-non verbal )
Short Courses / Workshops/trainings:
Member of Special assistance team since 10th January 2007 till10th January 2010.
Workshop completed:
Family assistance practical workshop.
A different journey –complexities of Air disasters.
Group crisis intervention.
Member of peer support team from 23rd July 2013 till 10th of November 2015.
Workshop completed:
Peer support empowerment& resiliency workshop.
Psychological first aid & coping with traumatic stress workshop.
Assisting individuals in crisis: advanced principles &practices
Aviation  first aid /safety /security for 14 years 
Leadership training 
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