ABDUL 
E-mail: abdul.338671@2freemail.com 
PROFILE

· Self-motivated, result oriented project management professional.

· CRM expert with excellent business analytics, communication and interpersonal skills.

· As one of the initial team members played a vital role in implementing the centralized collections unification process at Wells Fargo Financial.

· Excellent analytical skills for consumer credit, compliance, and risk management developed during work. 

· Effective interaction with management, sound problem solving & conflict management skills.

· Knowledgeable in all aspects of branch and centralized operations 

· Traveled extensively throughout North America, Europe, South Pacific, Far East and Middle East.

· Have successfully completed various in-house training programs on information Security, Fair and Responsible lending, Fundamentals of Supervising, Coaching and Feedback and Money Laundering etc. offered by Wells Fargo L&D division

· Requirements gathering, creating business review documents, change requests, project initiation documents and building use cases for integration testing and evaluation.

· Creating change request documents justifying reason for business change with impacts and risks.

· Expert in cost benefit analysis, vendor shortlisting process.

· Accomplished individual with a strong understanding of business, decisive leader with solid knowledge in process planning, designing, execution, improvement and process development life cycle.

· Highly adaptable to any competitive environment, Thrives in fast paced, growth-oriented surroundings. 
· Attitude towards work, life and everything in between is to never stop being inquisitive, continuously challenge myself and always keep learning and growing.

· Team player, leader and mentor with proven success track and diverse work experience at some of the most reputable organizations. 

Education

 2003   BA (Business Marketing) 

            University Of Western Sydney, Australia

 2001   Diploma in Business  

  University Of Western Sydney, Australia

Designation/Certificates/Courses

· Managing Information Technology in Contact Centre’s. (2008.) – Toronto Canada

· Supervisor Fundamentals – Wells Fargo Financial (2006.) – Toronto Canada

· Operations Management – Seneca College (2006.) – Toronto Canada

· Leadership & Business Management – Seneca College (2006.) – Toronto Canada
· Relationship Management – Seneca College (2006.) – Toronto Canada
· Peoples Management – Seneca College (2005.) – Toronto Canada

Work Experience

Self Employed

Wind Mobile Dealership, Markham, ON. Canada. November 2011 till Date.
· Started a Wind Dealership from Scratch. 

· Built a retail outlet that catered Wind Mobile products.

· Involved in Direct and indirect marketing which assisted in success of the business.

· Trained and developed a team that assists in day to day matters of the business.

· Developed a team that assisted in distribution of cellphones to local businesses that were imported at a wholesale rate. 
Employment

Wind Mobile, Manager Credit & Collections / Back Office (Office of the President, Porting, Complaints & Fraud.) Mississauga, ON. Canada, September 2009 to October 2011.

· Begun the journey with Wind Mobile at prelaunch.
· Care projects road map owner creating short to long term care goals

· Gathered business requirements, developed its strategic business case, created the functional design and managed the implementation of an innovative My Account.
· Resulted in over 20% reduction in call volume to the call centers and increasing every day.

· CRM (Single View) enhancement lead, lead multiple minor and major CRM process flow projects to gain efficiencies.

· Project lead for major applications integration with CRM for aligning teams across various LOBs.

· Identified opportunities, analyzed and developed strategic business cases calculating cost/benefit & net present value analysis to enhance customer experience while minimizing operational expenses. 

· Assessed customers’ needs and segmented the base (800K+) into classes analyzing their credit limit, ARPU, churn, payment behavior and routed high-value customers to Call Centers to offer faster response time and higher QoS.

· Analyzed Call Center metrics such as Quality of Service (QoS), etc. across onshore/offshore sites with L1/L2 agents to prepare for operational readiness and improved efficiency

· Presented to C-level executives clearly and effectively to achieve over 95% investment approval rate on new project initiatives.

· Managed delivery of multiple large-scale cross functional projects in fast-paced environments with teams of 5-25 people.

· Presented regular project status updates to the senior management to get alignment and highlighted key deliverables, milestones, budget impacts, issues, dependencies, risks and resolved 100% of the conflicts. 

· Responsible for self-serve service channel strategies, analyze customer data and align other channels to continuous focus shift from contact center. 

· Successfully increase the share of self-care channels to 70% for payments and to 58% for other services.

· Designated business prime for customer care and cross functional projects and initiatives. 

· Responsible to Liaison with other business units on new processes identification and end to end planning, designing, testing and implementation. 
· Implementation with CRM integration of credit risk control tools like iDecision, eID, Quick Match and internal audits processes reduce fraud significantly and increase approval rate.

· Implementation of customer treatment life cycle, A 13 step customer dunning process including SMS, VRS, calls and dunning letters process.

· Vendor selection and management, business prime dealing with third party collection agencies and preferred credit bureau Equifax for solution selections and their deployment.

· Monitoring companywide payments via various channels ensuring customer seamless experience & recommend improvements.

· Role entailed continuous monitoring of postpaid customer base, necessary adjustments in credit clusters and matrixes. 

· Fraud detection and chargeback controls within company risk appetite. 

· Managing in-house, third party collection activities and treatment/dunning processes to increase revenue collection on delinquent accounts.

· Weekly presentation to top management with suggestions /recommendations to influence management decisions.

· Collect effectively supervise, coach and support the back office, complaints and collections teams with a strong focus on adherence to all key performance indicators.

· Continually update the back office and complaints management strategy to achieve the most advanced customer request handling process.

· Meet and exceed minimum standards of the contact center and the back office, complaints and collections team

· Resolved complex customer issues using the back office tools provided by interfacing with other departments.

· Assisted in resolving escalated cases lodged through the office of the president and all other levels of management.

· Accurately and efficiently captured data within the relevant systems.

· Assist in writing of complete SOPS for initial Wind mobile call center start-up.  

Employment

Management Centralized Collections, Wells Fargo, Mississauga, ON. Canada, July 2004 to August 2009.
Being in the management handled a team of 10 agents at Canadian home office, responsible for smooth operations for providing service to our customers by educating them about their credit, at the same time providing the company with productive and quality results, hence following the code of ethics of Wells Fargo Financial.
· Man Management

· Assigning manual work to team members
· Assisting Management with interviews and selection process of new employees, and writing out their MPP’s (Yearly Reviews.)

· Escalating calls for team members
· Documenting accounts with next step required, leaving directions for agents on the accounts

· Handling a team and motivating them to get more than expected results. Conducting daily huddle, keeping the team on the same page to ensure consistency through out the floor.

· Coaching and Training

· Coaching agents towards helping customers get back on track and improve their credit. Types of accounts consumer loans and revolving credits.

· Training and coaching new staff and team mates who face difficulties with customers and system, by taking monthly reviews on their performance and providing positive feedback including areas of improvement during one on one sessions.

· Decision Making

· Making final decisions for accounts to be referred for repossessions and Legal.

· Making final decision to modify contracts to full fill customer’s current status.

· Filtering down decisions made by management to the team members. At the same time keeping their motivation levels high.

· Working on projects to improve efficiency and productivity on the floor and making appropriate decisions in the best interest of the firm.

· Advisory Role and Product Sale / Collection

·  In house collections

· Coaching agents to problem solve and educate customers about the products.
· Well learned in regards to the collection program YOM. Great knowledge of company system Supreme

· Determining accounts for R/W and T/S

· Firm understanding of all the reports on dashboard. That includes promise pending queue, saturation report, productivity report, wrap report, trending and exclusion reports, bad debt and solve report.
· Keeping a track of login, logout and aux reports to ensure high productivity.

Employment

3rd Party Collector, MJR Collections, ON, Canada May 2004 to July 2004
Collecting on outstanding accounts of Canadian Tire, Hospitals and Ambulance bills.
Employment

Team Leader, St George Bank Call Centre, Sydney, Australia, June 2002 to Jan 2004
Worked as a Team Lead and supervised up to 20 agents, reporting directly to the manager with end results of each day. 

· In House Collections.
· Team Leader, supervising entire floor. Collecting on home loans, credit cards and personal loans. Preparing files for legal, and consolidation.

· Following up with lawyer fee, and approving / sending field calls. 
· Setting up campaigns on Magellan (dialer.)
· Investigating fraud accounts and making a final decision on them.
· Conducting huddles on daily basis, to share the targets and expectations of the company with agents, to effectively achieve and excel on targets.
· Reviewing agents productivity, and effectively coaching them on finding the balance between quality and quantity to achieve their targets.
Employment

Customer Support / Sales, Salmat Call Centre, Sydney, Australia, August 2001 to Oct 2001
Providing Customer Service, Making Outbound calls on behalf of Telstra.
Employment

   Customer Support / Sales, One-Tel Call Centre, Sydney, Australia, August 2000 to May 2001

Providing Customer Service (Inbound calls.)
Skills and Languages

· Operating systems PC, MS Word, Excel, Access, PP & various Internet applications.

· Fluent in English, Urdu, Hindi and Punjabi.

Reference
· Available on request.

