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Area of Excellence

	· A result-driven professional with nearly 12 years of extensive experience in Customer Servicing & Retention, Business Development and General Administration

· Effective in spearheading the entire gamut of customer related operations by mentoring, directing & supervising overall functions and staff of customer service operation; managing top-notch professional support services, providing personal interaction, and resolving varied client inquires and complex issues

· Recognized for exceeding results in customer retention, client expectations, sales and support service as well as other customer service goals

· Designed quality control program and implemented standards to coach employees towards high performance and success

· Skilled in conceptualizing new models in order to eliminate the defects in the old models; initiating and developing relationships with key decision makers in target organizations for business development

· Effective leader with excellent motivational skills to sustain growth momentum while motivating peak individual performances 


	New Procedure & Technology Formulation
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Hospital Operations
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Quality Enhancement & Client Satisfaction
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Business Development
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General Administration
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Client Relationship Management
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Liaison & Coordination
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Training & Development
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Team Management
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Education
	

	2017 Pursuing Executive MBA from Alexandria University in collaboration 

with Georgia State University

2012
Professional Medical Insurance Diploma from The Egyptian Insurance Institute, sponsored by Bupa

2003
Bachelor Degree, Faculty of Agriculture, Ain Shams University, Egypt 
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Career Timeline
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Organizational Experience


	Arope Insurance, Cairo, Egypt as Head of Client Relation & Business Development, Medical Insurance dept. May'16-Present  

NMC Healthcare-Brightpoint Royal Women’s Hospital,Abu Dhabi, UAEas Manager –Customer Relations
Oct’15 – Mar'16
Andalusia Group for Medical Services-Al Maadi Hospital, Cairo, Egypt as Manager – Customer Relations
Jan’14 – Oct’15

Al Ahly for Medical Projects & Services (AMC)TPA Medical Insurance, Cairo, Egypt as Manager–Customer Operations Nov’12 – Dec’13

NEXTCARE, Cairo, Egypt as Manager – Customer Service Department




Mar’09 – Nov’12

Diamond Medical Services, HMO, Medical Insurance,  Cairo, Egypt as Supervisor- Customer Service
Apr’06 – Feb’09

Growth Path:

Customer Service Supervisor



Oct’07 – Feb’09

Customer Service Representative & Medical Coordinator
Apr’06 – Sep’07

Customer Service Representative                                                                                                                                                         May'04-Feb'06

Key Result Areas:


· Undertaking quality improvement activities on a regular basis in the areas of customer service requirements, training staff on quality improvement and maintaining discipline at all levels

· Ensuring meeting of all customer service requirements by maintaining contact with patients; visiting operational environments within the hospital; conducting surveys; benchmarking best practices; analyzing information and applications

· Formulating and implementing strategies in customer service activities ensuring overachievement of  patients’ expectation

· Developing, maintaining and monitoring Customer Compliment and Complaint Management Process System; ensuring compliance with the JCI & ISO requirements amongst staff

· Providing facility solutions to patient problems directly or through other department/parties which may include reassignment of customer relations staff accordingly

· Acting as a mediator or problem solver for inter-/intra-departmental issues; ensuring fulfillment of  corporate vision, mission and objectives by inculcating corporate values

· Conducting knowledge sharing sessions in the areas of customer business and solutions; contributing in external campaign (market, competition, customers)

· Analyzing and understanding the entire operations In and accordingly suggesting plans and recommendations to support better guest experience 
Accomplishments:

· Exceeded targeted results in customer retention, client expectations, sales and support service as well as other customer service goals
· Collected data for baseline audits as well as drove knowledge for a team of 40personnelas the Manager of the Customer Operations Performance Center (COPC )
· Designed quality control program and implement standards to coach employees toward high performance and success 

Assisted the department and top level management in solving severe issues which may have been produced due to firm’s services 

· Integrated a complex customer feedback system that took feedback and complaints from customers in order to manage the system better
· Resolved customer complaints by identifying problems and taking appropriate corrective action – Resulted in 50% increase in department’s efficiency.

· Streamlined customer service department operations by introducing a series of rigorous training sessions.

· Retained an important corporate client (who was victim of bad customer services from a service provider) by providing with VIP Service/ free services/discount.

· Organized service workflow to meet the influx of customers, thereby streamlining workflow issues.

· Revolutionized customer service gauging mechanism which increased efficiency of the department.

· Effectively managed and responded to over 30000 calls for information, booking per Month without, any complaints from callers.

· Trained a special team to handle returns and complaints, thereby managing the time of customer services representatives effectively.

· Wrote an employee’s manual on the Dos and Don’ts of customer service provision for new employees.

· Participated in booklet writing on appropriate responses to customers’ questions as part of the training manual used as part of the new employee training process.
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Freelance Assignments
YAT Education, Misrlearn, Ministry of Defense, Cairo, Egypt as Computer Instructor


 Jun’07 – Nov’13
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Previous Experience
Avery Dennison, Cairo, Egypt as Customer Service Representative




 Jun’05 – Feb’06

SafeerPublishingClub Call Center as Public Relations Representative/ Customer Service Representative
 Jun’04 – Jun’05  
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Internship
Juhayna Factory, Cairo, Egypt








Jul’02 – Sep’02

· Performed activities related to the entire laboratory test for the raw materials and products



	[image: image20.png]


Certifications

	· Human Resource Planning Certificate, by HRCI (Human Resource Certification Institute) with Grade A

· Project Management Principles Certificate, by PMI (Project Management Institute) with Grade A

· Microsoft Office Specialist Certificate I Microsoft Word (MOS)

Microsoft Office Specialist Certificate I Microsoft Excel (MOS)
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Trainings &Internship

	· Project Management Professional 

· Super User Program, sponsored by IBM, supported by Ministry of Communications, Cairo, Egypt (Apr’04 - Jul’04)

· Basic Business Skills Acquisition (BBSA), sponsored by the Future Generation Foundation (FGF), Cairo, Egypt (Dec’03 - Mar’04)
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 IT Skills


	· MS Windows

· MS Office

· MS Project
· Internet Applications
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Personal Details

	Date of Birth:

8th March 1982


Languages Known:
Arabic and English

Mailing Address:

Cairo, Egypt
Driving License:

Egypt, UAE.
Marital Status:

Single.
Nationality:

Egyptian

Visa:


-
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Mayada 


SENIOR MANAGEMENT PROFESSIONAL


Client Relationship Management / Customer Acquisition & Retention / Business Development


Proficient in running successful method-oriented operations and taking initiatives for business excellence through process improvement


Industry Preference: Healthcare/InsuranceLocation Preference: Qatar / UAE���HYPERLINK "mailto:mayada_moatasem@hotmail.com"�mayada_moatasem@hotmail.com��+971529930890, +201006314316








Al Ahly for Medical Projects & Services (AMC), Cairo, Egypt as Manager – Customer Operations





Abu Dhabi as Manager – Customer Relations





Andalusia Group for Medical Services-Al Maadi Hospital, Cairo, Egypt as Manager – Customer Relations 





NEXtCARE, Cairo, Egypt as Manager – Customer Service 





Diamond Medical Services, Cairo, Egypt as Customer Service Supervisor
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