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	Technical Skills

· Oracle, HRMIS, Recruitment and HR systems, Attendance systems ,Workforce systems , HR systems
 

· Immigration / Visa systems / Government Relation Systems

· Banking Systems 
Oracle, Lotus 8.5, Card 400, MIDAS, OASIS, Cisco reports, archiving,                             and Vision Plus. AS 400. Leads sys, Blue pumpkin, Oracle, Avaya SYS

· Vodafone applications ( Telecommunications – Call Center )

Agent’s & Supervisor applications, Meridian, Nortel, IEX, CM, BSCS, Ppass, INView etc.

· Proficient in the use of: MS-Office (Word/Excel/PowerPoint & Adobe Photoshop )
Education
2002
Bachelor of Commerce                                                                         Alexandria University, Egypt
2003
Professional Accountant Certificate                                                   American University of Cairo, Egypt
2003
English course level 17 – Advanced Level                                         American University of Cairo , Egypt
2006
Intensive German language course for 18months                          Wirtschaft University, Vienna, Austria
Trainings & Workshops
Train the Trainer
Complaint Handling and resolution
Call Center Manager Certificate ( AT&T College ) 
 Customer Service Excellence
 Time Management
Anger Management

Fundamental of sales                                                                                                                                                                              
Workforce management & scheduling

Telemarketing & telesales Skills                                                                                                                                                           
Human Recourses certifications ( AT&T College )
Customer Relationship Management                                                                                                                                               


	Professional Experience


	November 2012– November 2013  :  Operation Manager  - Enjazat Services  -  UAE – Abu Dhabi    1 year Contract                                                                              
Key Responsibilities:

· Accomplished Human Resource objectives by recruiting, selecting, orienting, training, assigning, coaching, counseling, as well as disciplining employees; administering scheduling systems; communicating job expectations; planning, monitoring, appraising, reviewing job contributions; planning also reviewing compensation actions; enforcing policies and procedures.

· Maintained as well as contributed in the progress of operations by monitoring system performance; identified, resolving problems too, prepared action plans; implemented system audits with analysis, managed systems, processed also upgraded quality assurance programs.

· Provided level 3 support to clients and followed up on completion of tasks.

· Constructed the company's Workflow Management System. 

· Enhanced operational systems, processes in addition to policies in support of organizations’ mission by developing an upgraded management reporting system, information flow, business process as well as organizational planning.
· Improved documentation of processes and support best practices.

· Boosted the effectiveness as well as the efficiency of Support Services by refining each function (Reception, customer service agents, typist, data entry & operation team). Moreover, improved coordination and communication between functions.

· Contributed in to short/ long-term organizational planning plus strategy as a member of the management team.

	December 2011 – December 2012 : Executive Human Resources Business Support-  Ejadah Asset Management  UAE - Dubai
Key Responsibilities:
· Updated system with full employee records in the HRMIS including (Salary increments, Promotion, employee Leaves/duty resumption requests Benefits etc.).
· Processed business Travel requests, calculated per diem allowance as per company policy as well obtained approvals in a timely manner.
· Liaised with Staff, Line Department, and other HR units in addition to Payroll to gather precise information
· Conducted Exit interviews for employees up to grade 4 as well as providing support with relevant Exit formalities.
· Generated monthly reports for reconciliation and ensure all leave is managed effectively in the HR system.
· Achieved Induction programs for new joiners as per the training calendar to ensure new joiners are properly oriented on various HR policies, procedures and system of the company.
· Accomplished HR self-service briefing and refresh programs for employees concerning the HR system.
· Conducted disciplinary hearings for employees up to Grade 4 in liaison with the Manager and offer guidance / support to employees and Line Managers to arrive at a consistent decision on disciplinary matters.
· Followed-up with Line Managers for employee’s probation confirmation timely to ensure employee Probation confirmations are received on time for HR system update.
December 2010 – November 2011 :Human Resources – Public Resources Senior officer-Institute of applied technology  UAE – Abu Dhabi
Key Responsibilities:

· Implemented HR policies, procedures for IAT also liaised with the Directorate Personnel Department to ensure HR related information is disseminated accurately.
· Maintained precise personnel files to ensure that all documents required by auditors are provided by staff.
· Coordinated with the Directorate recruitment Department to source candidates, arrange as well conduct interviews.
· Managed arrival as well as exit processes for employees.
· Sustained an open door policy in dealing with all staff HR and welfare issues and responded to staff requests swiftly.


	June 2007 – December 2010  : Recruiting & Outsourcing Senior Specialist- Contacts Plus -  Egypt –Cairo
                                                                              
Key Responsibilities:
 Develop
· Guided team to perform in consistency complying with processes set.
· Identified operation cycle constrains & recommended technical requirements.

· Recruited Call Center industry, acted account owner for various outsource call center projects (eg.CIB, United Bank, Ahli United Bank)

Plan
· Maintained updated accounts schedules & status

· Reviewed database updates weekly

Operate
· Communicated with Account Owners

· Accomplished external accounts visits to follow up & confirmed accountability

· Conducted interviews within a time frame
· Performed inbound & outbound calls activities

· Assisted Finance in collection activities

Report
· Account status

· Monthly status

Train  call center agents with:
· Soft skills

· Foundation of Customer Service

· Complaint Handling and Resolution

· Customer Types and Behavior

· Customer Relationship Management

· Master Inbound & Outbound Skills 

· AT&T Diploma for Call Center managers.


January 2008 – May 2008: Call Center Senior Specialist –CIB (Contact plus Contract) – Egypt - Cairo
                                                                              
Key Responsibilities:
· Responded positively to seniors’ / colleagues’ requests and contributed to bank strategy as well as policy-making as required.
· Followed up on the constant update of Call Center web page with the concerned Department.
· Handled escalated calls from the agents and followed up handling complaints with concerned branches till full settlement; with a report to be submitted to superiors and to liaise with other departments to get job done for the customer.
· Monitored & evaluated agent’s calls.
· Participated in Auditing Report, and prepared supporting documents.
· Rescheduled shifts in terms of hours and number of staff.
· Assisted in fulfilling the targeted profitability with regular assessment to improve any deficiency.
· Ensured staff awareness and adherence to CIB Products/ services, the relevant laws,
Regulations, SOP’s, internal instructions as well as policies.
June 2006 – May 2007: Call Center Representative- Buzz Contact center - Emirates Bank - UAE – Dubai
Key Responsibilities:
· Handled Emirates Bank International Emirates Islamic Bank, Me Bank accounts & credit cards, & loans.
· Handled Network International credit cards ( Visa , Master Card , Diners Club )
· Followed up with different departments to solve customers’ issues.
· Inbound/outbound call activities.
April 2005 – May 2006:  Vienna University for Economics & Business Admiration – Austria – Vienna
Key Responsibilities
·  Intensive German Language Certificate for 18 month

January 2003 – April 2005: Call Center supervisor & Shift Leader – Vodafone        Egypt – Cairo
Key Responsibilities:
· Dealt with All escalated issues from the Call Center team.
· Accountable for organizing 150 agent working schedule and days off with Vodafone Workforce department.
· Reported to call center managers.
· Guaranteed that all agents are following the schedule and monitoring adherence through Vodafone applications.
· Prepared quality reports to evaluate the agents/supervisors performance.
· Followed up the HR process and guarantee manpower stability.
· Recruited new call center agents.
· Trained the new agents with Vodafone products, policy and procedures.
· Contacted other Vodafone departments in order to solve escalated cases.
· Responsible for data entry project with the manpower of 75 agents.
Personal Information

	Birth Date 

Gender 

Nationality 

Visa Status 

Marital Status 

Driving License


	:   01 Nov 1977
:   Male
:   Egyptian
:   Residence
:   Married
:   Available


Languages

Arabic     :  
Fluent


English    :  Fluent                                 German:  intermediate
References
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Ibrahim


�Mobile:  C/o 971505891826


	


Email    : � HYPERLINK "mailto:ibrahim.32718@2freemail.com" �ibrahim.32718@2freemail.com� 
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