	Nader 
Service Proposal Consultant


	


LANGUAGE SKILLS

· Arabic (mother language).

· Spanish (excellent writing, listing and talking).

· English (excellent writing, listing and talking).

PERSONAL INFORMATION

· Gender: Male

· Birth Date: 16 March 1985

· Nationality: Egyptian.

· Marital Status: Married.

· Military Status: Completed.

Education, Trainings and Certificates
· Bachelor degree at Faculty of Alsun Spanish Department (Ain Shams University) June 2006


· Spanish and Advanced Conversation Courses at the institute of "Cervantes" (2002-2006)
· Project Management Professional (PMP) Course (2015).
· Lean Six SIGMA (Yellow Belt) Course (2014).

· Cloud Infrastructure and Services Course (2016).


· DELE Certificate (Diplomas of Spanish as a Foreign Language (2005).

· Information Storage Associate Version 2 (EMCISA) certificate (2013).

· ITIL V3 Certificate (2014).
· VCE Converged Infrastructure Associate Certificate (2015).
WORK EXPERIENCE

Service Proposal Consultantat Egypt fromJul 2015 – Current
· Interface with Pre-sales, Solutions Principal, Delivery and Customers. Responsible for managing the full life cycle of Service Quotes.
· Increasing the sales opportunity byreviewing and correct the technical scope provided by pre-sales. 
· Define solid, workable solutions and provides resolutions to diverse range of complex business problems with respect to Pre-sales and Delivery engagements.

· Participate in effort and scope reviews with account teams and Projects Stakeholders.

· Ensure delivery and release of the detailed Statement of Work developed for Pre-sales, which incorporate the technical detailed scope to be delivered to the customer in addition to contract agreement information and terms and conditions.

· Qualify/prioritize the level of risk and action plan of each deal.

· Organize internal Development and Technical Trainings.

· Prepare, maintain and submit clear and concise activity/progress and time Reports in accordance with published procedures. Communicates status updates to Management and Stakeholders.

· Participate in measuring/maintaining and improving Total Customer Experience (TCE) by producing high quality Statement of Works and estimates within SLA.

Service Quoting Specialistat EMC Egypt fromApr 2013 – Jul 2015
· Manage and track cases using the Sales Force Service Cloud.

· For each request, create one or more of the following deliverables:
1- Project Summary of the request.
2- Services Level of Efforts (LOE) and Basis of Effort (BOE).
3- Statement of Work (SOW).

· Work with the Technical Consultant and Project Manager to assist in the document finalization.

· Understand the environment and the technical requirement for the customer to generate the customized quote.

· Interface with the corporate EDGE organization and champions to improve and maintain tools that support the BOE and SOW generation process.

· Provide management with reporting and analysis of Services Quote desk metrics.

Consular assistant and Spanish Translatorat Embassy of Chile in Cairo from
Jan 2013 – Apr 2013

· Ambassador Translator and Commercial Assistant.

· Match Chilean strengths with Egyptian demand in economic and commercial priority areas.

· Accompany Chilean official and business delegations to Egypt, including the organization of matchmaking, exhibitions.

· Organize meetings of Embassy staff with governmental (central, provincial, municipal) authorities.

· Interpret in meetings of Embassy staff and foreign delegations with Egyptian officials and businessmen

Senior Customer Services Rep and Front Office Cisco Account

At Xceed Contact Center fromMar 2010 – Dec 2012
· Mentoring agents and new hires with respect to processes and language 

· Solve technical issues that customers are facing with Cisco products and tools.

· Participate in design call monitoring formats and quality standards. Prepare and analyze internal and external quality reports for management staff review.

· Work with Cisco teams to update the process.Also cascade the updates to whole team through briefings, meetings and e-mails.

· Handle escalation calls for agents whenever necessary
· Answer emails/calls/live chat from customers using Spanish and English Language
· Document all calls with regards to caller’s inquiries accurately using Sales Force Tool within SLA. Effectively use Oracle application and CRM.
· Use Cisco tools to assist the customer to modify, Track, Expedite, Return Cisco products
· Modify the customer's profiles to be able to access Cisco tools.

Spanish Technical Support at Xceed Contact Center fromDec 2007 – Mar 2010
· Deliver troubleshooting to different type of customers to resolve complicated technical issues related to Xbox (Hardware, Connectivity and Billing) and non-technical issues over the phone or through E-mails.

· Answer inquiries related to Microsoft products; provide the activation key and Volume license key to the customers.

· Build sustainable relationships of trust through open and interactive communication.

· Identify and assess customers’ needs to achieve satisfaction.

· Generate sales leads.
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