PAUL PRVULOVIC
416-452-6479 | paul.prvulovic@aircanada.ca



Dear Hiring Committee: 

Working as a loyal Air Canada employee for over the past two decades, I am now ready to take on a role with your company. My passion for delivering excellent customer service and being a part of a brand that only strives to be the best is where I want to be. Please find my resume attached.

Owning expert operations management and staff workflow supervision experience, I meet all your requirements as a candidate. I come to you as someone who can continue to positively impact Air Canada. Working in management and in a frontline role in baggage, I know firsthand what is needed to enable the success of the department.

Consider the following highlights of my qualifications:
· Experienced in complex operations management with a keen eye for detail; successes in streamlining processes, setting up new policies and structures.
· Utilizes exceptional directorial, interpersonal, analytical, and time management aptitudes to drive processes, change management, and key solutions creation that greatly improves and supports client and company success.
· Seasoned in operational management; able to plan and manage human, supply, and technical resources to ensure operations run smoothly.
· Able to develop and implement goals and standards for custodial; able to participate in the annual budget preparation, administers the budget, monitoring, and reporting variances.
· Proven ability to communicate effectively and to establish and maintain effective working relationships with co-workers, staff, and others.
· Strong critical thinking, troubleshooting, problem-solving and decision-making skills.
· Proficient user of technology including excellent knowledge of Microsoft Word, Excel, Worldtracer,  SmartSuite, Chargerback, Amadeus, Sabre, other CRM’s.

I welcome the opportunity for an interview to discuss the performance you can expect from me. Thank you in advance for your time and consideration. I look forward to hearing from you soon.

Sincerely,

Paul Prvulovic





PAUL PRVULOVIC
416-452-6479 | paul.prvulovic@aircanada.ca


Loyal Air Canada employee for the past 25+ years; aspiring to use leadership skills in a new role.

PROFILE

· Energetic and tenacious; previous experience as acting manager; committed to creating a positive customer experience that ensures repeat customers and referrals.
· Strives to help ensure a safe experience for all while delivering exceptional customer service that exceed diverse customers’ expectations that help brand the Air Canada experience as exceptional.
· Committed to creating a safe, positive, and accountable environment; shows dedication to customer service excellence; a team oriented and focused leader.
· Empathetic and collaborative when working with customers and other airport staff. 
· Ensures operational integrity, safety, and an on-time performance; ensures compliance to legislation and policies.
· Knowledge of Air Canada and its operations.
· Familiar with the unions (IAMAW and Unifor).
· Possess a Restricted Area Identity Card (RAIC) and able to obtain Airside Vehicle Operator’s Permit if needed.
· Possess a valid driver’s license with clean driving record; ability to walk long distances and stand for long periods; eligible to work in Canada. 

CORE COMPETENCIES / SKILLS

· 
· Customer Experience
· Problem Solving
· De-Escalation
· Customer Care
· Relationship Management
· Employee Development 
· Empowering Staff
· Coaching
· Supporting Team 
· People Management 
· Decision Making
· Goals / KPI-focused
· Communication
· Interpersonal Skills
· Stressful Situation
· Crisis Management 
· Self Management
· Organizational Skills 
· Time Management
· Entrepreneurial 
· Coaching
· Technology Use


EDUCATION

Computerized Accounting Diploma, Career Blazers Institute
Ontario Secondary School Diploma, East York Collegiate Institute

LANGUAGES

Fluent in English, Macedonian & Serbo-Croatian

TECHNICAL SKILLS

· Proficient in MS Office, Worldtracer, SmartSuite, Chargerback, Amadeus, Sabre, CRM’s




WORK EXPERIENCE

Customer Service Agent - Airports, Air Canada 					         2000 -      Present
· Monitoring of the day-to-day baggage operations.
· Provide exceptional customer service to a large volume of customers every day with a positive attitude and focus on customer satisfaction.
· Train new staff by allowing them to observe and ask questions while working through job shadowing and coaching.
· Act as liaison between passengers, the airline, other handling agents and courier service.
· Maintain customer satisfaction with forward-thinking strategies focused on addressing customer
needs and resolving concerns.
· Listen to customers; handle concerns quickly and attempt to de-escalate issues to free up management team’s time; deal with customers in the arrival’s hall. 
· Use new applications and maintain knowledge of current technologies.
· Perform data entry tasks accurately and in a timely manner.
· Maintain a high level of professionalism when dealing with difficult customers experiencing delayed/damaged luggage, lost items, and a wide range of baggage matters.
· Ensure compliance with applicable laws, regulations, policies, procedures, and ethical standards 
· Received many commendation letters from customers and upper management. 

EARLIER EXPERIENCE

PAWOB/MSF Analyst/Data Analytics, Air Canada 12 years					                        
· Monitoring of the day-to-day operations related to baggage; Analyzed reports to understand baggage incident issues.
· Collaborate and partner with various teams at the airport as needed and externally.
· Analyzed lost luggage reports to determine which cities were at fault and correcting reason for loss codes.
· Received positive feedback from sr. managers for ability to drastically reduce expenditures for Air Canada.

Bar Manager, House of Lancaster (Etobicoke)						      4 years
· Developed and implemented processes and procedures for the day-to-day operation of bar; ensured all facets of stock purchase and control were within budget.
· Managed all cash handling and reconciliation of accounts and day to day collection of money.
· Maintained licenses and vendor contracts; set and enforced quality and safety control.
· Handled hiring of bar staff; oversaw supervision of all staff.
· Led the planning and execution of special events within the bar.
· Attended training as required and arranged suitable training for staff as required.
· Implemented menus that paired food and drinks, which increased sales.


Additional experience includes work as a private investigator.
