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	Motaaz.269810@2freemail.com 

	
	

	PERSONAL
	Date of Birth: October 10, 1980

Place of Birth:  Kuwait
Citizenship:  Egyptian

	
	

	SUMMARY
	An outgoing, positive and energetic Quality control supervisor. Extremely organized in Staff developing, Excellent time management skills, and Profound customer service skills. A quick learner, and self-motivated. Effective problem solver. A strong Knowledge of Microsoft Word, Excel, Power Point and Outlook. Has a background in COPC Provides excellent interpersonal skills and a little background in SIX SIGMA

	
	

	EMPLOYMENT
	Wasla contact center, Cairo
Quality control supervisor (888,CVM)
  (Inbound & outbound customer contact center)
February 2014 - present

· Achieved & exceed quality department target (95%) by following monthly plan.

· Implemented Quality strategies which resulted in 2% growth of evaluation results.

· Responsible for manage quality team (888 & CVM).
· Developed new process for employee evaluation which resulted in marked performance improvements.​

· Performed initial client assessment and analysis to begin research process.

· Trained, coached and mentored staff to ensure smooth adoption of new program.

· Acted as a positive role model for team participants and in the community.

· Met or exceeded service and quality standards during every review period.

· Developed all process controls and metrics for daily management of the call center.

· Evaluated consumer reports on a monthly basis.

· Analyzed call volume and average call time to monitor Customer Service Representative Performance and productivity.

· Prepared reports and communication for senior management and clients.
Quality control team leader

October 2012 – January 2014
· Facilitated inter-departmental communication to provide effective customer support.
· Provided accurate, specific and timely performance feedback for CSRs.
· Identified individual development needs with appropriate training.
· Effectively managed a high volume of inbound and outbound customer calls.
Vodafone, Egypt, Cairo
Outsourcing Quality control executive
May 2011 - September 2012

· Effectively monitored a high volume of inbound and outbound customer calls.

· Conducted performance reviews for all Customer Service Representatives to reduce resolution time and improve customer satisfaction rates.

Outsourcing team leader

July 2010- April 2011

· Addressed and resolved customer product complaints empathetically and professionally.

· Managed customer calls effectively and efficiently in a complex, fast-paced and challenging call center environment.

· Initiated operations improvements to improve overall call center productivity.

· Provided incentive to increase productivity by offering employees awards for best customer service.

· Improved call center functionality and service capacity by resolving customer complaints efficiently and quickly.

Outsourcing customer care representative
March 2009- June 2010
· Answered calls per day by addressing customer enquiries, solving problems and providing new product information.

· Described product to customers and accurately explained details and care of merchandise.

· Politely assisted customers in person and on the telephone.

· Investigated and resolved customer enquiries and complaints in a timely and empathetic manner.

· Ensured superior customer experience by addressing customer concerns, demonstrating empathy and resolving problems on the spot.

· Directed calls to appropriate individuals and departments.

· Built long-term customer relationships.
EFKO Co for building & Contracting

February 2006- February 2009
· Responsible for client asset base including bond funds and city funds.
· Responsible for Contractors Extracts, General Accounting & Workers Files.
MISR Italy Co. For Tourism

March 2003- January 2006
· Responsible for clients’ accounts



	EDUCATION 
	ZEUS University (United states of America)
(CPM) Certified Professional Manager
April 2016

Al-Azhar University & IATS Academy
(CPM) Certified Professional Manager
April 2016
Cambridge (College of Technology Britain)
MINI MBA in Business administration 
December 2015
Ain Shams open learning center & ITAS Academy ,Egypt
MINI MBA in Business administration 

December 2015
EDU master institute, Egypt

 Certificate in Strategic solutions
 July 2013

Bright Minds institute, Egypt

       Certificate in Excel 

        February 2013

Sadat Academy for Science management, Egypt

        B.SC. in Banking management

         July 2002

	
	

	SKILLS
	Language - Fluent in Arabic, intermediate English
Computer Skills - Microsoft Office, Word, Excel, Power point
Personal Skills - Self-motivated, Team leadership, Extremely organized

                             Staff development, Excellent time management skills
                             Effective problem solver, Skilled in call center                     

                             Operations, Exceptional communication skills, 

                             Process improvement specialist, Exceptional telephone
                             Etiquette, Supervision skill, COPC Background.
Other Information -Best supervisor recognition certificate on Jan 
                                    2015.
                                  -Vodafone recognition for WASLA Quality     

            Achievement on Sep 2013.

· Vodafone Employee of the month on May 2010


