Karima 
karima.113676@2freemail.com 
OBJECTIVE 
Customer service team leader, with more than 5 years experience in customer service and operation dept. committed to excellence through positive results and customer satisfaction.
 

AREAS OF EXPERTISE
Customer Service 

 

Business development 
Strategic Planning

Teambuilding & Training 

Complaint Handling 

Quality of service Initiatives
Teller and Cash management 

Branch supervisory

sales driven skills




PERSONAL PROFILE

· Smiling and welcoming personality,  

· Logical and methodical approach to achieving tasks and objectives,

· Excellent Inter-Personal and Communications Skills,

· Fast learning and Work under pressure.


PROFESSIONAL EXPERIENCE
Assitant Manager  







2008-Present
UAE Exchange Centre LLC






Operations and Support Dept. 
· Managing daily customers complaints and queries, 
· Provide professional customer service and high standard quality of service,
· In Charge of support team of 20 staff ,

· Prepare and manage staff duties and schedule,  

· Assist and contribute in the development of the operating system,
· Participating in training programs on Customer service,
· Provide a professional customer service and high standard quality of service,
· Recruit, induct, develop and support a team delivering front line customer services, 
· Ensure resolution of enquiries, complaints and request for services at the earliest possible opportunity,
· Increase the quality of service that leads to 50% increase in the no of transactions.
· Contribute in developing a complaints management system to analyze and improve the service quality, 
· Training and motivating other staff to provide a high level of customer service. Believing that good team leadership and a hands-on approach to management brings increased standards and profits.

·  Dealing with deferent agent in African, Arabic and other countries, 
· Strategic analysis on the enhancement of the operating system and operations, 

· Controlling transactions rates, 

· Planning a customer driven attitude to increase transactions to African, Arabic countries,
· Dealing with high standard bank and agents to promote the service.
Branch Supervisor







2007-2008
UAE Exchange Centre LLC






Branch, Al Ain
· Transactions verifications with AML regulations and procedures, 
· Foreign currency and traveler’s checks sales and purchases, 
· Transaction processing: Drafts, ET, TT, instant cash and Check’s transactions with various banks in the world, 
· Account opening, 
· Customer registration, 
· Utility bill payment, 
· Credit card payments, 
· National bond registration, Mashreq millionaire and other service alliance,  
· Assuring a good quality of service in the branch,
· Handling customers complaints, 
· Cashier and cash management, 
· Following up corporate client transactions and registration, 
· Corporate customers’ payroll system, 
· Verification of AML regulations.


Associate (Customer Support)






2006 – 2007
UAE Exchange Centre LLC






Operations and Support Dept


· Handling customer complaints and claims,
· Assuring the good quality of service in the branch, 
· Assisting and Coordinating with corporate customers, 
· Translating Arabic and French, 
· Agreement and Document verification, 
· Corresponding with new Customers, 
· Participating in products awareness program, 
· Assisting managers and supervisors for customers follow ups,
· Trip to Tunisia to promote and meet potential customers.


Marketing specialist  







2005-2006

UAE Exchange Center LLC 






Branch, Abu Dhabi
· Promoting the company products, (Outdoor Marketing)

· Providing guidance to the customer,

· Handling customer complaints and claims,
· Handling corporate customers,

· Documents verification and translation,
· Key corridors promotions: African, Arabic, CIS countries and Indonesia.


6 Months training 







2004-2005
UAE Exchange Center LLC 






Branch, Abu Dhabi
Skills learned:
Cash management, 
AML Regulations, 
Branch operations, 
Customer Service, 
Money transfer and foreign currency exchange process.
WORK EXPERIENCE IN MOROCCO
Administrative and sales assistant 





2000-2003
 
Hospital Administration - W.H.O. representative
Sales officer 








1998-2003


Oriflamme Cosmetics Company





TRAINING AND PROFESSIONAL SKILLS
Training programs:


· AML regulations and procedures,

· Customer Service, 

· Marketing, 

· Ms Excel Advanced Level,

· Branch operations,
· Train the trainer.
Computer skills and competences:

· Advanced proficiency with Microsoft office 2003 & 2007
· International Computer Driving License
Membership:
· Islamic banking institute in UK
· Customer service online courses 

· Mind tools career skills improvement site  
· International management Academy


EDUCATION & QUALIFICATIONS

Preparing Bs in Business Management 

University of Wales starting October 2009 

Specialized technical Diploma in Management 1998-2000
(Arabic, English and French) 
Specialized Institute in Applied Technology and Management, Morocco
Cabin Crew Certificate (English studies) 1998
National Training Institute for Air hostesses and Stewards in Morocco
High school Certificate (Modern Arts) 1997


LANGUAGES

English-Arabic-French (Fluent), 
German and Spanish (Average). 


PERSONAL DETAILS
Nationality

: Moroccan

D.O.B. 

: 12-09-1977 

Marital status

: Married
Driving license
: Available


References upon request 
References available upon request
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