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                              Khouloud Mohamed Yakout 
Personal Data

· Nationality        : Egyptian
· Date of Birth     : 01/07/1993 
· Address :  Tourist Club Area, near Abu Dhabi Mall




EDUCATION

· In 2011: Graduated from B.B.C International School
· In 2015: Graduated from Faculty of Arts-English Department, Ain Shams University.
· Graduation Degree: Good
Languages

· Arabic : Mother Tongue 
· English : Fluent reading, Writing and speaking. 

OBJECTIVE

To be part of an organization that offers challenges, allowing professional and personal advancement. To share my work experience, stimulate my skills and become an asset to the organization.
EXPERIENCES

· January 2013, Joined Vodafone UK Account Call Center as an International Account Advisor. 

Acting as a frontline interface with customers for Vodafone companies worldwide

The role involves responding to customers over the phone and resolving their inquiries.
The main purpose is to facilitate and provide a Vodafone global customer service standard.

       Principle Responsibilities:

· Owning and managing the client relationship: resolving calls efficiently and effectively. 

·  Ensuring service level agreements are met and maintained.

· Working as part of a team to ensure offering world-class Customer Service at all times.

· Being proactive in regards to the improvement of processes and procedures.

· Communicating positively with all involved parties in order to facilitate customer's reception of the expected distinguished service.

· Creating and promoting an environment that fosters both individual and team advancement to ensure the outstanding delivery of customer service.

· Mentoring and supporting new employees.

            Using the job tools (telephone and computer) effective

· Using the job tools (telephone and computer) effectively.

· Meeting service level in handling all transactions measured through productivity reports.

· Accuracy in handling all assigned tasks.

· Attendance and punctuality.

· Maintaining professional work relationships with colleagues, supervisor and manager.

· Teamwork spirit.

· Flexibility.

· May 2014, Joined the NBA Acquisition team as a top performer for two months.
· On loan Trainer for NBA Acquisition sessions.
· Job Description: Training all teams of how to offer customers any product and accepting it , in addition of achieving its target.
· Queue Support for NPS Monitoring and Motivation.
· Acting as a Team Leader for Customer Care Call Center .
· Leading a team of about 20-25 employees.
· Practicing the Vodafone way of leadership, Vision & Values.
· To be responsible for the operative controlling off his/her team.

·  Self-contained coaching, developing and challenging of the team.

· Participation concerning personnel decisions.

· Designing and optimizing processes.
· Managing performance dialogues.
· Achieving the team objectives.
· June 2014, handled Customer’s Escalations , Complaints and Resolutions.  
· November 2014, Joined Vodafone’s UK WebChat Team.  
· Delivering all Communication Updates to the team on a daily basis. 

· Job Description:  Responsible for  gathering all new updates or communication Packs sent from UK to be delivered to the team every day.
· July 2015,  On loan Floor Walker Knowledge Support for Newcomers until September2015 .  
· Support VIS operations billing and Technical queues inquiries and escalations (Subject Matter Expert).
· Set recommendations and plans to improve international accounts advisors product knowledge & capabilities. 
· Connect all channels supporting function & operations to achieve the business targets.
· Conduct findings & gaps to be reported as a valid justification to overall knowledge & service levels. 
· Feedback the business with plans and ideas to enhance gaps spotted to enhance training structure.
· Contribute in changing policies and procedures that a negatively object the business targets. 
· Responsible for the post training (Nesting) to hand over trainees from training and operations.
· Set plans to develop the Training-Nesting-Operations cycle along with internal and external departments.
· Ensure quality of delivery and provide continuous development for specialist team Manage forward looking training plan to ensure most efficient use of resources and training planned in line with operational demands To support the Vodafone UK contact center with gaining consistency, building best practice and maintaining improvement in the delivered quality standards in our incoming calls to eventually reach exceptional customer experience. Moreover, by supporting operations, a culture where coaching staff is an integral and embedded activity in our day to day management style.
· September 2015, Joined the Training Team as an On loan Knowledge Management Instructor till November 2016.
    Responsibilities:
· Presentation Skills, Written Communication, Training , Training Management.
· identifying training and development needs within an organization through job analysis, appraisal schemes and regular consultation with business managers and human resources departments;

· designing and expanding training and development programs based on the needs of the organization and the individual;

· working in a team to produce programs that are satisfactory to all relevant parties in an organization, such as line managers, accountants and senior managers at board level;

· developing effective induction programs;

· conducting appraisals;

· devising individual learning plans;

· producing training materials for in-house courses;

· managing the delivery of training and development programs and, in a more senior role, devising a training strategy for the organization;

· monitoring and reviewing the progress of trainees through questionnaires and discussions with managers;

· ensuring that statutory training requirements are met;

· evaluating training and development programs;

· amending and revising programs as necessary, in order to adapt to changes occurring in the work environment;

· helping line managers and trainers solve specific training problems, either on a one-to-one basis or in groups;

· keeping up to date with developments in training by reading relevant journals, going to meetings and attending relevant courses;

· having an understanding of e-learning techniques, and where relevant, being involved in the creation and/or delivery of e-learning packages;

researching new technologies and methodologies in workplace learning and presenting this research.
COMPUTER SKILLS
· MS Excel Essential
· MS Excel Professional
· Word Essential
· Word Professional
· Excellent Internet Research Skills
 Personal SKILLS
· Strong organization skills.
· Able to handle pressure under tough situations. Assist colleagues, if required, whilst realizing own goals must be achieved.
· Understand the importance of motivation & team spirit.
· Ready to take on extra responsibilities.
· Self-developer.
· Quick learner to new concepts & systems.
· Able to take initiative, be flexible and adaptable. 
· Hard worker
· Have managerial abilities. 
· Presentable in appearance. 
· Interests
· Traveling and Camping

· Listening to Music

· Writing English Poems and Reading
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