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Ahmed Mohammed Mousa Shawkat
Objective
To obtain a challenging position which would show off and implement my current skills as a  Customer Relationship or IT Project Manager in a reputed Company to enhance my 
Sales and Marketing skills along with Project Management with an opportunity to grow and advance in my career and experience.

Work Experience  

Work Experience  


Position : CTI/IVR Systems Analyst , (Cairo, Egypt)  (July 2015 – Present)
Responsibilities :
· Monitor ,troubleshooting and upgrade all CTI (Computer Telephony Integration ) components
· Routing and Reporting  on all Vodafone Call Center Voice Services ( 888,2828,etc ).

· Routing and Reporting on all Vodafone Call Center interaction services(webchat ,IWD)

· Provide 24 X 7 on call support as per team on call schedule. 

· Keep updated documentation for all systems on hand.

· Proper communication with customers.
· Ensure all production systems to be at least 99.5 %.

· Proper escalation of issues and problems to management and vendors / suppliers

· Provide daily health check report for all systems.

· Ensure all trouble tickets assigned to the voice team are solved within the SLA.

· Applying any communicated change required on any of the call center services.

  Projects:
         IPCC migration project :.
·  Installing the IPCC components in the new machines (Routing, Reporting).

· Responsible for management tasks between the system teams and the vendor.
  Position: Voice Network Engineer , Vodafone (Cairo, Egypt)  (June 2009 – July 2015)
  Responsibilities :

· Proper project management as a technical project manager.

· Implement and operate the accepted and agreed on design that would serve the objective of the project.
· Create and adhere to a project plan.

· Ensure that the project is done within budget.
· Align with cross functional teams in any project .

· Provide creative ideas and technical consultancy to improve the operation and enhance the performance.

· Provide weekly report on the operation and the projects status including KPIs.
· Participate in producing RFPs for the requirements and evaluating vendor’s responses.

· Ensure all production voice systems to be at least 99.5 %.

· Provide daily health check report for all systems, links and applications.

· Provide monthly report on the operation and project’s status including KPIs.
· Ensure all trouble tickets assigned to the voice team are solved within the service level. 

· Work on solving Telecomm Egypt issues to support lines, links, and services.

· Insure monthly periodic maintenance for all Vodafone sites

· Provide 24 X 7 on call support as per voice team on call schedule. 

· Keep updated documentation for all systems on hand.

· Proper communication with customers.

· Proper communication with other pears and management.

· Proper escalation of issues and problems to management and vendors / suppliers.

  Projects:

     IPCC migration project :.

     Role : Voice Network Engineer
     Responsibilities :
·  Migration of All VIS(Vodafone international services) Call Centers from Avaya Platform to IPCC platform ( Genesys ).

· Participate in Migrating Vodafone Egypt Call Centers (888,2828,etc.) from Avaya to IPCC (Genesys).

· Participate in producing RFPs for the requirements and evaluating IBM’s responses.

     ISO27001

     Role : IT Project Coordinator :

     Responsibilities 

:

· Technology SPOC for ISO27001.

·  Coordinate between all cross functional teams involved in the ISO, and checking the resource availability.

· Communicate the timelines and set a Project schedule for all action items in each team to cover all audit finding.

· Handling the Call center’s Voice redundancy document preparation.

· IT SPOC for the Certification Authority and digital signature project.

       VF-Qatar Call Center

       Role: IT Project Manager:

       Responsibilities:

· Launching VF-QA CC in Egypt with 120 seats .

· Collecting Requirements from stakeholders to integrate between VF-Qatar and Vodafone Egypt .

· Handling the Communication between Technology cross function teams.

· Provide implementation plan and cost estimation.

· Provide status report from IT perspective.

· Handling Training room Setup with VF-QA image.

       VF-Germany Call Center

       Role: IT Project Manager:

       Responsibilities:

· Launching VF-QA CC in Egypt with 250 seats .

· Collecting Requirements from stakeholders to integrate between VF-Qatar and Vodafone Egypt .

· Handling the Communication between Technology cross function teams.

· Provide implementation plan and cost estimation.

· Provide status report from IT perspective.

· Handling the setup of the training room.

       VF-UK Call Center

· Launching VF-QA CC in Egypt with 1200 seats .

· Collecting Requirements from stakeholders to integrate between VF-Qatar and Vodafone Egypt .

· Handling the Communication between Technology cross function teams.

· Provide implementation plan and cost estimation.

· Provide status report from IT perspective.

       Other Projects

· Voice design of new VAS CC .

· Voice Design of VIS HR CC.

· Voice Design of Assuit Hospital CC.

· Handling the BCP( Business Continuity Plan ) for VIS .

.
Freelance sales representative : 5 years (2011-present)
· Independent and pro-active individual as a sales representative.

· Builds strong and lasting relationships with buyer and seller .

· Searches for more selling opportunities.

· Manages the full sales journey and ensures consistent and appropriate follow up.

Fields of sales: real-estate , cars, accessories , motorcycles.
Position: Data Integrity and Quality Control Specialist / Configuration & Data Integrity Management department,

Orange Business Services (Formally Equant)    Dec 2005 – Aug 2008

· Supervising on all Service Delivery Management teams in all regions by applying 6 Sigma process, to make sure that service installed at customer premises to reach customer satisfaction and so getting billed on time

· Managing a number of projects to make sure there’s a perfect match between the data in the tools and on the live network, tracking the Configuration Items from ordering to billing, and realizing any revenue leakage.

· Work Closely with the Customer Service Delivery regional teams, billing team, Network planning and Telco Access Management to insure that we have a perfect match between Ordering, Network and Billing Audit the internal connections on a regular basis and ensure that the unused connections are deleted and their cost to the company are stopped.
Education 
· B.Sc. (July 2005) : Communication and Electronics Department, Faculty of Engineering, Ain Shams University, Cairo, Egypt.

· accumulative Grade: Very Good.
Skills 
   Technical:

· Genesys Systems:
· Configuration, monitor and management using Genesys Administration. 

· Routing using IRD.

· Reporting ( Totalview ,Brio,GIS and CCpuls)

· Outbound (Dialer)

· GVP (IVR platform)

· IWD and IWS

· Avaya Systems:
· Routing using NRS.

· Skill based routing through Symposium. 

· Reporting (Real time and historical using Symposium ).

· Configuration and installation of different PBX element.

· Engage application for Recording .

· Administration of Avaya conference bridge .
   Personal:

· Project Management .
· Vendor Management .

· Very good communication skills.

· Good reporting and report writing skills.

· Excellent interpersonal skills

· Self-motivated and high time management ability.

· Creative thinking to provide out of the box solutions

· Ability to work within a team with high demonstration of can do attitude.

· Ability to work well under pressure.
Courses & Knowledge:
· Genesys Certified SIP Server 8 Consultant.
· ITIL V3 Foundation Certified.

· PMP V5 Exam preparation course.
· Genesys SIP Server 8.1 Foundations course

· Genesys SIP Server deployment and administration 8.1course.

· SIP Server 8.1 Troubleshooting Workshop.
· SQL
· Linux Redhat V6
· Nortel Communication server 1000M and CS1000E 5.5 system administration & Management.
· Symposium (Contact Center Manager Administrator-Supervisor's reference guide -Real time reporting-Historical Reporting-Scripting 1-Scripting advanced)
· NRS (Network Routing Service).

· Call Parrot and Engage for call recording.

· Good knowledge of Avaya IP Telephony and Contact Center.
· VOIP Technologies.

· CCNA course 

· Professional in Microsoft office (MS-Excel , MS-Word, MS-Access ,MS-Power point ,Microsoft Project ,MS-Viso)
Languages 
· Arabic:
Mother tongue.

· English:
Fluent
Personal Information 

· Date of Birth

: September  22, 1983

· Gender 



: Male.

· Marital Status

: Single.

· Military Status    : Exempted

Hobbies 
· Travelling.

·  Motorcycle. 

·  Guitare, AOUD, Keyboard
· Sports (Basket Ball, Swimming)  
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