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Personal details

Nationality: Bahraini
Date of Birth: 23/11/1974
Gender: Male

Professional profile

An enthusiastic and professional Head of The Quality, Strategy and Compliance Department, who enjoys being part of as well as leading a successful and productive team, furthermore, quick to grasp new ideas and concepts and to develop innovative and creative solutions to problems. Able to work well on own initiative and can demonstrate high levels of motivation required to meet the tightest of deadlines. Even under significant pressure, possesses a strong ability to perform effectively.
Key software skills

· Microsoft Word, Excel, PowerPoint and Outlook
· AutoCAD
· Oracle
Career summary

Head, The Quality, Strategy and Compliance Department, Gulf Assist (2014 – Present)

· Acting in the capacity of The Quality, Strategy and Compliance Department’s manager to maintain the company’s quality management system (QMS) as per the latest ISO standard requirements.

· Reporting the performance of the company’s strategic management to the head office.
· Managing the legal issues of the company.
· Monitoring, maintaining, and improving the company’s activities according to the requirements of ISO 9001:2008 standard.
· Managing received complaints.
· Conducting internal audits for all processes of the company.
· Preparing monthly reports on the problem areas to the senior management team of the company.
Assistant Manager, The Quality, Strategy and Legal Department, Gulf Assist (2012 – 2014)
· Conducted internal audits for all processes of the company.
· Arranged management review meetings.
· Measured customer satisfaction and prepared relative reports.
· Managed customer complaints.

· Reported the status of the strategic objectives of the company through the balanced scorecard method.
· Maintained the quality management system (QMS) of the company.

· Managed the legal issues of the company.

Supervisor, The Operations Department, Gulf Assist (2008 – 2012)

· Supervised 30 customer assistance coordinators who were divided into three teams to provide roadside assistance services, travel insurance assistances and to handle customer claims.
· Monitored the performance of the call centre through the reporting software Avaya Call Management System (Avaya CMS).
· Conducted effective on job training sessions for the employees.
· Prepared appraisal reports which demonstrate the performance of the employees.
· Created solutions to the problems encountered.
· Prepared various analytical and comparative reports.
· Created and maintained a work environment of high quality and productivity.
Customer Assistance Coordinator, The Operations Department, Gulf Assist (2006 – 2008)

•
Provided various roadside assistance services to the customers.
•
Provided assistances such as medical and repatriation assistances to travel insurance policyholders as per the terms and conditions of their insurance policies.
•
Handled claims of travel insurance policyholders as per the terms and conditions of their insurance policies.
Education and qualifications

2010–2014

B.S. Degree in Business Administration - Management (GPA: 3.9)



University College of Bahrain
2013


Lead Auditor to Quality Management System



Bureau Veritas

2013


Quality Management System Internal Auditor



Bureau Veritas
2009 - 2010

Business English Program (Grade: Distinction)



Bahrain Institute of Banking and Finance (BIBF)

2009
Applied Insurance Certificate in Motor Insurance (Grade: Distinction)

Gulf Insurance Institute (GII)

2009
Certificate in Insurance Principles and Practice

Gulf Insurance Institute (GII)
1999-2003
Certificate in Mechanical Engineering


Gazi University, Republic of Turkey

Professional development
· Effective Complaint Handling (Leaders Institute for Training and Development, 2014)

· Customer Service Excellence with Emotional Intelligence (Golden Trust Training Institute and Consultancy, 2010)

· Managing People’s Problems (AIT Centre, 2009)

· Business Report Writing Skills (AIT Centre, 2009)

· NVQ Level 3 Customer Service Specialist Program (City of Sunderland College, UK, 2009)
· Supervisory Skills (Bahrain Institute of Banking and Finance (BIBF), 2009)

· Introduction to ISO 9000 and Quality Management System (Romani Consulting, 2006)

Languages
· Arabic
· English
Interests and activities

· Computers
· Sports
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