Gamal
Gamal.229672@2freemail.com 
Customer Center Senior Supervisor / Branch Manager / Head of Front Office Administration profile

‘Seeking Leadership opportunities in Sales Managerial / Regional Managerial roles across globally reputed Telecom / FMCG / Restaurants / Hotels organizations’


Master of Business Administration, and Bachelor in Science, pursuing Doctorate of Business Administration, offering 27+ years’ varied exposure across Client Servicing, Sales, and Corporate Communication domains, including an International Exposure of 4.5 years (Oman, Riyadh, and Abu Dhabi)…..

Profile Snapshot

· Lastly spearheaded efforts with MOBINIL (El-Nil, Egypt) as the Corporate Senior Supervisor.
· Diligent and result-oriented professional, presenting a vast experience across corporate management, customer center management, branch administration, front office administration, and reception aspects across Egypt, UAE, and Oman.
· Deft in ensuring hard work, never compromising on stages or levels, with strong adherence to policies and procedures, and emphasizing on existing circumstances demanding elasticity.
· Applying robust focus on quality service and products, within a clean and safe environment, while ensuring the right step at the first instance for avoiding stress, lost revenue, customer, and time.

Core Competencies in…..

· Corporate Supervision

· Customer Service
· Branch Handling

· Front Office & Reception

· Planning

· Sales & Forecasting

· Structure Equation Modeling

· Competitor Analysis

· Internal Trainings & Orientations

· Compliance Checks

· Shop-Stock Issues

· Staff Appraisals

· Internal & External Audit

· Grievance Redressed
· MS Office Package
Academics
· Pursuing Doctorate of Business Administration (DBA) | Arab Academy for Science & Technology, Cairo, Egypt | Expected completion by mid 2015

· Masters in Business Administration | Arab Academy for Science & Technology, Cairo, Egypt | GPA 3.47 | 2004 to 2006
· Bachelors in Science (Major: Hotel Management) | Helwan University, Cairo, Egypt | 1984 to 1988
Professional Experience
MOBINIL (El-Nil, Egypt): Nov 1999 to Dec 2014
Career Progression:

Corporate Senior Supervisor, Mobinil (World Trade Center): May 2001 – Dec 2014
Customer Center Senior Supervisor, Mobinil-Maadi Shop): November 1999 - May 2001 

Key Deliverables:

· Reported to the Regional Manager and supervised a team of 9 staff.

· Ensured attainment of sales targets and profitability enhancements, along with competitor analysis and sustaining trends ahead of that prevailing in the market. 

· Organized various internal training processes, orientation programs, and hands-on-training on software applications. 

· Negotiated with internal and external auditors pertaining to compliance checks, safety of storage areas, security of cash management positions, and precision of stock control processes. 

· Coordinated on various shop-stock issues, with mentoring and support to stock-keepers pertaining to physical counts, uninformed audits, and registration of daily stock activities. 

· Monitored the resolution of customer complaints and concerns, while sustaining the concept of "a system” in handling shops resulting in superior consistency. 

· Performed annual staff appraisals based on performance reports, while negotiating on their wage and salary administration processes.

Major Accomplishments:

· Acquired promotions up along the hierarchy levels from the initial recruitment as a senior supervisor in view of the exceptional performance.
Branch Manager – McDonald’s (Cairo, Egypt): Dec 1994 to Oct 1999
Key Deliverables:

· Reported to the Operational Consultant and mentored a team of 15 staff.

· Combined overall branch activities, service standards, deliveries, order administration, and grievance handling.
· Persuaded subordinates towards attainment of sales targets preset by management staff along with control over direct operating costs and budgets.

· Envisaged and introduced a training plan in association with the training coordinator for overall staff so as to achieve the desired results.
Head of Front Office Administration – Forte Grand (Abu Dhabi, UAE): Jun 1993 to Mar 1994
Key Deliverables:

· Managed guest receptions, hospitality services, requests handling, and provision of special services and privileges leading into a memorable stint at the hotel.
· Controlled reception services along with handling of check-in and check-out procedures for guests, via active monitoring and implementation of feedback. 

· Traced various inconsistencies and frauds pertaining to the daily credit card transactions during the night shift.

· Provided assistance pertaining to handling of client groups and managed welcoming arrangements pre and post arrival. 

· Interacted with the supervisor to scrutinize, follow up, and generate credit limit reports on behalf of in-house guests.
Major Accomplishments:

· Built a part of the reception infrastructure, received guests, and imparted a preview of exciting services provided by the hotel on offer while ensuring sustenance with requirements.

Front Office Administration – Muscat Intercontinental Hotel (Muscat, Oman): Aug 1991 to Jun 1993
Key Deliverables:

· Reported to the Reception Manager.

· Coordinated responsibilities including front desk operations, follow ups, and resolution of pending issues, pertaining to billing and client requests to assist special services.

· Monitored client groups, along with requirements tracking and fulfillment ranging from point of arrival up to departure. 

· Arranged the night shift with subsequent grievance redressal and generation of duty logs and reports for daily duties.
· Interacted with the Assistant Manager Front Office for troubleshooting and following up for queries, escalation, and requests forward by in-house guests.
Major Accomplishments:

· Contributed as a part of the core team emerging as the “first face" of the hotel, while acting as the first point of contact for clients and their requirements.
Receptionist - Hyatt Regency, Riyadh, Saudi Arabia: Mar 1989 to Dec 1990

Key Deliverables:

· Reported to the Front Office Manager.

· Accountable for managing Front Desk operations including following up & resolving pending issues with regards to billing and client requests for special services. 
· Managed client groups and monitored requirements and their fulfillment from point of arrival up to departure.
· Organized the night shift, subsequent grievance redressal and preparation of duty logs, reports with regards to duties for the day. 

· Coordinated with the Assistant Manager - Front Office to troubleshoot and follow up with in-house guests’ queries, complaints and requests.
· Ensured & maximized guest satisfaction through prompt resolution of queries/grievances and qualitative service delivery.
Other Previous Assignments
Safir Hotel, Cairo, Egypt
Front Office Trainee (Faculty Training): Jun 1987 to Aug 1987
Cairo Sheraton, Cairo, Egypt
Service Trainee: Jun 1986 to Aug 1986

Trainings
· Project Management Professional | American Chamber of Commerce | April 2009

· Teams at Work | Quest | November 2005

· Consultative Selling | In-Door Training International | October 2000

· Moving Up to Management Course | Middle-East Management Center | September 2000

· Effective Report Writing | American University in Cairo | May 2000

· Intermediate Operations Course (IOC) | McDonald’s Corporation | July 1996

· Basic Management Course (BMC) | McDonald’s Corporation | December 1995

· Basic Operation Course (BOC) | McDonald’s Corporation | March 1995

· Guest Courtesy Training | InterContinental Hotel Group | June 1992

Personal Dossier
· Date of Birth

: 18th July, 1966
· Languages Known
: English, Arabic, and French
· Nationality

: Egyptian

· Location Preference
: Dubai, Abu Dhabi, Sharjah, Jeddah, Riyadh, Dammam, Doha, and Kuwait

~ References Available Upon Request ~

