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TRAININGS:
COMMUNICATION AND INTERPERSONAL SKILLS:
ACHIEVMENTS:

	April 2008 – Till Present
Floor Supervisor – Customer Services

Ufone Telecom[Subsidiary of  Etisalat ]  [http://www.ufone.com]
[image: image1.emf] Managing over 200 team members at a time.

[image: image2.emf] Responsible for any abnormality on Daily Operations.

[image: image3.emf] Supervising team members related to Daily Updates regarding Product.
[image: image4.emf] Ensuring upsell targets are achieved to increase in revenue. 

[image: image5.emf] Strong co-ordination with relevant Departments when needed.

[image: image6.emf] Conducting Meetings/ Trainings when required.

[image: image7.emf] Implementation of new Ideas for smooth daily operations.
[image: image8.emf] Set Up and Execution of the Office Administration activities.

August 2007 – April 2008
Analyst at WFM/ Reporting& Analysis

Ufone Telecom
[image: image9.emf] Analyzing data and Preparing relevant reports from it.

[image: image10.emf] Responsible for Service Level improvement.

[image: image11.emf] Monthly and bi-yearly Analysis over Operational areas.

[image: image12.emf] Providing suggestions for better Operations.

October 2006 – August 2007
Front Desk Officer
Ufone Telecom
[image: image13.emf] Responsible for responding to queries of representative regarding products
[image: image14.emf] Ensuring customer satisfaction using problem-solving skills to handle difficult or irate customers.

[image: image15.emf] Providing basic IT support to agents where required for smooth operations.

[image: image16.emf] Assisting on Sales & suggesting improvement where required.
January 2006 – October 2006
Customer Service Executive

Ufone Telecom
[image: image17.emf] Answering inbound calls and providing accurate and precise information about products & services.
[image: image18.emf] Logging all queries properly and escalating possible complaints to the concerned teams.

[image: image19.emf] Suggesting alternatives and possibilities to resolve customers’ complaints on priority basis.
February 2005 – December 2005
TSR (Technical Support Representative)

5C Alliance Pakistan [http://www.5ca.com]
[image: image20.emf] Provided technical support of video capturing hardware of Pinnacle System

[image: image21.emf] Using Web software to customer around the world (US/UK based specifically). 

[image: image22.emf] Managed Internet and email operations of the office and basic IT support.

April 2003 – February 2005
Front Desk Officer

Protection One Securities Pak    
[image: image23.emf] Monitoring/ responding to emergency signals of security systems of customer’s base of Karachi city. 
[image: image24.emf] Complain handling and Technical support and organizing Client’s data. 
[image: image25.emf] Advising Client  product sales as per their requirements
[image: image26.emf] Leading and achieving sales target.
[image: image27.emf] Managing IT systems of the control room and installation of software/Troubleshooting.

M.A (International Relations)
December 2010 
University Of Karachi - Pakistan
B.S Computer Science                 
Dec 2005
Shah Abdul Latif University-  Khairpur
Diploma of Associate Engineer
Dec 2001
Aligarh Institute of Technology, Karachi- Pakistan
[image: image28.emf] Electronics
[image: image29.emf] Leader Forever Training conducted by Amir Siddiqui (www.goldenbluegroup.com)

[image: image30.emf] Training on Project Management Professional (PMP) – Certificate Course

[image: image31.emf] 7 Habits of highly effective people – In house

[image: image32.emf] SPFO ( Smart Phone Friendly Operator) & Different in house Sessions/Training (at Ufone PTML)
[image: image33.emf] Command over verbal and non-verbal communicative & interpersonal skills.

[image: image34.emf] Strong organizational, managerial, problem solving and negotiation skills.

[image: image35.emf] Confidently able to work independently or in a team to deal effectively.

[image: image36.emf] Flair to organize & prioritize tasks to meet deadlines.

[image: image37.emf] Ability to manage multiple projects with minimal supervision.

[image: image38.emf] Have a good level command over English and Urdu Languages.
[image: image39.emf] Proficient in MS office Skills and software installation and troubleshooting.
[image: image40.emf] Helped and Suggested major changes in development of Information Portal for COPS.

[image: image41.emf] Part of the ISO (9001:2008) implementation team at COPS Department of the organization.

[image: image42.emf] Initiated process based changes resulting in revenue generation via contact centers. 

[image: image43.emf] Reduction of Complaints & Information work codes & routing criteria for effective complaints handling.

[image: image44.emf] Assisting winning team of Nation Wide Product Knowledge Quiz Team.
[image: image45.emf] Increased up selling from 50 to 80 percent by conducting analysis and trainings.  


[Personal/Business References are available if required][image: image46.emf]
