Nisreen 
                                                         Dubai – Abu Hail

                                                    Nisreen.258000@2freemail.com 
 Education
          2014                    MBA _ Sudan Academic of Science and technology 

          2005                        University of Sciences & technology                                 
                                                     BSC of Computer sciences

Career Objective

        Being the result oriented professional, creative thinking and problem solving skills, aiming to work in an environment conducive to create thinking and enable company growth and staff development, strongly belief in staff motivation, being customer centric and achieve objective in an efficient and effective manner
Experience         
              July 2014                   MTN SUDAN
             To current                   Back office Supervisor  

· Generate, Control & check the daily complaints report.

· Make daily and monthly statistics reports.

· Report to the Back Office Manager any alarming complaints and valuable information

· Lead the team to achieve the section’s pre-established objectives.

· Ensure that internal procedures are correctly interpreted, properly maintained and effectively administered.

· Compensate loosing credits caused by network or system failure.

· Alarm fraud cases to legal and concerned parties. 

· Control and follow up the task distribution among the members of the team.

· Provide the representatives with appropriate and effective support.

· Provide continuous training to the representatives.
· Follow up difficult cases and ensure their resolution in the most efficient manner.
· Communicate and coordinate with other departments in order to better serve customers.

· Ensure that the best quality of service is delivered to the subscriber.

· Ensure efficient coordination between the team members.

· Ensure that all types of complaints are solved effectively in perfect time to gain customer satisfaction & good customer exeperience.

· Accelerate internal process to solve customer's complaints in short time 

· Enhance communication with the third parties (service providers)
               July 2008                    MTN SUDAN
        To   June 2014                   Back office coordinator 
·     Ensure the quality of service delivery by service center representatives and performing the necessary quality management checks.
· Receiving all customer complaints comes from Service Center & Call Center.
· Solve it or direct to concerned parts to resolve & check that they are being solved within defined service levels agreement.
· Make any modification requested by subscribers in their accounts (change profile, change name, and cancel lines…)
· Add or cancel services using available tools.
· Preparation & submission different reports (weekly – monthly or on demand) that are related to previous points directed by management on time.
· Follow up the tasks distributed by Back Office Supervisor.

· Report to the Back Office Supervisor any alarming complaints and valuable information.

· Act as supervisor during his absence & Lead a back office team
                Jan 2007                             Juhaina service – Info Net Company

               To Dec 2007                      Marketing Research Supervisor

· Supervising on data collection by checking & updating it.

· Follow up & planning data collectors to make surveys.    
· Follow up entry data on specific database; analyze it by analysis programs & making the conclusion    .
· Make & supervisor focus group sessions and analyzes data  
             Moreover
· Worked as office manager, Involved in other activities in the company by:
· Attend meeting & get mints of meeting

· Answering the administrations calls.

· Saving the employer’s profiles & monitor their movement
· Keeping track of relation between the company & other companies
               Dec 2005                     Taxation Chamber
               To Dec 2006                        National Military service as service center agent
· Check the monthly financial customer’s reports and decide the state.

         Moreover:


· -Worked as secretary beside customer service

· - support maintenance for computers
           Training 
· Data Analysis & Decision Making course ICQ March  2013

· MS project  FEB 2013

Business Etiquette Passage to Customer Loyalty   - International Protocol & Etiquette Institute Ohio USA DEC 2012
· Advance  2007  Excel   APTECK  2011

· Sales Techniques   in International Center For Quality (ICQ) 2011 
· PMP project management   in International Center For Quality (ICQ)  2010

· CRM  Client Relation Management  in International Center For Quality (ICQ)   – 2010

· Brand Ambassador   MTN Academy 2009 

· SPSS in center of applies statistics  2007   
Knowledge

· Computer literate and able to use MS packages.

· Little Knowledge of networking concepts and programming using TCP/IP, HTTP, XML

· Excellent in Windows XP professional operating system.

 Interpersonal Skills

· High level of self-motivation responsibility &maturity.
· Strong management judgment & decision making abilities.
· Ability to work within a team of organization & communication facilities.
· Willing to relocate.
· Ability to build positive & co-operative working relationships with staff & colleagues.
· Ability to adapt difficult living / working conditions.

· Ability to adapt different cultural environment.

· Willing to learn & adapt to circumstances & changes. 
· full & good presentation skills
· Ability to execute different tasks in the same time          

· Good reasoning & analytical skills & excellent problem solving & controlling skills.

2

