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PROFESSIONAL PROFILE
Results driven manager, recognized for exceptional ability to demonstrate leadership in complex operational environments, with domestic and international experiences, able to establish clear vision of work goals, and guide others towards achieving said goals. 
Other key skills and immediate values:
· Staff training and development.

· Effective communicator – oral and written.
· Proficiency in computer-aided teaching.
· Ability to work collaboratively and complete work before deadlines.
· Knowledgeable of learning principles.

· Good organization skills and time management skills.
· Problem solving skills – Ability to deal effectively with obstacles.
· Ability to manage multiple tasks in a deadline-driven, dynamic environment.

· Diplomatic and tactful with employees, management and customers.
PROFESSIONAL EXPERIENCE

Sutherland Global Services 
UAE
Team Manager 
2015 – Present
· Professionally, ensured informing and updating the agents.

· Provided the team with collaborative direction to succeed in achieving the assigned goals.
· Monitored team performance and provided necessary coaching and training required to groom up skills of the consultants.

· Maintained reports and performed analysis to take informed decisions and actions.

· Drove KPI performance through coaching, mentoring, and analyzing past trends.

· Analyzed statistics and other data to determine the level of customer service performance achieved by the team.

· Supported agents to handle complaints and grievances of new and existing customers.
Sutherland Global Services
Egypt

Team Manager
Sept. 2014 – Jan. 2015
· Supervised team in accordance with company policies and procedures.

· Managed systems and processes to meet program productivity and quality goals.
· Monitored team performance by way of goal planning, daily updates, and KPI's reviews.
· Developed, and motivated a team of 20 Consultants.
· Monitored performance and gave team corrective and constructive feedback.

· Prepared and reviewed action plans on a weekly and monthly basis, and ensured effective implementation.

· Handled customer escalations in order to continuously provide quality support.

Sutherland Global Services
Egypt

Subject Matter Expert
Dec. 2012 – Sept. 2014
· Offered support, boosted engagement, and inspired positive attitudes
· Maintained superior knowledge of products and policies.

· Ensured agents have the knowledge, skills, and equipment to carry out their job functions.

· Established and maintained communication with clients and team members.

· Understood needs, resolved issues, and met expectations.

· Oversaw and managed performance and service quality to guarantee customer satisfaction.
Sutherland Global Services
Egypt

Call-Backs and Escalation Specialist
Jun. 2010 – Dec. 2012
· Acted as a single point of contact for escalating production impacting events.
· Facilitated the recovery of all incidents & events with appropriate reporting and notifications to key stakeholders.
· Drove governance around incident management, for example: ensured an incident ticket is opened, escalated, updated and closed according to proper procedure and protocol.
· Owned the incident throughout its lifecycle, ensured it's resolved in a timely manner with minimal business impact, and initiated escalation procedures as appropriate.
EDUCATION

Bachelor of Science
Electrical Engineering – Communications and Electronics
Alexandria University      








Egypt,

Total Grade: Very Good








May, 2009
Graduation Project
Software (MATLAB) + Hardware (DSP kit) [Implementation of Wilan 802.11n PHY layer] Grade: Excellent

General Degree of Education

Mathematics – French 
Girard French School







Egypt,


Total Grade: Excellent








May, 2004
TRAINING COURSES 
Sutherland Global Services
Time Management









2011
Monitoring and Coaching Techniques






2011
Managerial Skills









2011
LEAD 100










2011
PMP                                                                                                 2015-Preparing
PROFESSIONAL CERTIFICATES
British Council – Egypt 

IELTS

[Total score: 7]







2014
Centre Cultural Français - Egypt 

TCF

[Total Score: C1]







2014
Sutherland Global Services
SIX SIGMA 
[Yellow Belt]








2014
New Horizons Computer Learning Centers
MATLAB 
[40 HRS] 








20
ICDL 

[64 HRS]








20
LINUX

[96 HRS]








2010
LANGUAGES 
Arabic: Native


French: Fluent


English: Excellent
PERSONAL AND PROFESSIONAL SKILLS
· Self-Motivation

· Leadership Skills
· Account Management

· Problem Solving and Decision Making

· Project Management
· Customer Service Skills
· Team Building

· Time and Resource Optimization
· Management Skills
· Communication and Interpersonal Skills
Business Applications
· Remedy – Ticketing system

· CRM
· Avaya

PERSONAL DATA
Date of Birth:
May 2nd, 1987
Nationality:

Egyptian
Marital Status:
Married
Residence:

UAE – Work permit
