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Contact HR Consultant for CV No: 340198
E-mail: response@gulfjobseekers.com
Website: http://www.gulfjobseeker.com/employer/cvdatabasepaid.php
Education:

Bachelors in Business Administration in Management Information System, from Swiss business school RAK, AL Tareeqak Management. (2014-2017)

High School in Computer science from His Highness Shaikh Rashid school Dubai (2008-2013)

Primary school from Gulf Model School Dubai (2000-2008) 
Work Experience: 
Company: Cupola Teleservices
Team Leader Support for MIS


(December 2016- present)
Project: Contact Center
Job responsibilities: Working as back up team leader for managing live Sla, monthly reports, as for their performance enhancement. Crisis management, Risk updates and forecast Volume. Managing a team of 15 agents, Working to help agents improve performances, working on special task by the Client as per requirement. Good speaking skills and motivating. Weekly meeting with Clients.
WFM & RTM 





(May 2016-December 2016)
Project: Contact Center
Job responsibilities: Worked as Real Time monitoring, as working on Call center, Email & chat queue to meet client requirements for Service Level Agreement. Generating of special reports on hourly & daily basis, for alerts and updates to the senior management. Looking ahead the future of contact center in discussion meetings. Alerting to the Team leaders the requirements for the Real time, and monitoring the agent performances.

Worked on Work force management system of Nortel & Avaya, for Shift scheduling, break management, for 200+ agents, including all the special requests and arrangements as per the forecasting. Assigning of all Aux, trainings learning etc.   
Quality Analyst 




(MAY 2016- August 2016) 
Project: Contact Center
Job responsibilities: worked as Quality monitor for Call center department, CSAT, Chat Team, Ask Team Quality enforcement. Conducted special training for enhancing Quality of the contact center agents, by responsive games, events, Quality tips, calibration sessions, Feedbacks, worked on Customer Escalation, Coordination with IT support Team for Quality enhancement.
Also, worked to enhance the Current IVR of RTA Call center, for language specifications, scripts, verbiage, Special scripts for occasions, introduction of Smart IVR payment Gateway, Voice Recognition facility with IVR submissions design Pattern. 
Administrator CRM Analyst, Csat & Read More 











(August 2016-November 2016) 
Project: RTA Contact Center
Job responsibilities: Worked as CRM QA analyst, for assigning Queue, debugging errors in CRM system, working to gain customer satisfaction.
Worked for RTA Read more program initiative, Solo project by the Marketing Team for the response of “Year of Reading” where books were distributed for library at the metro station, and follow up was worked by the Contact Center dedicated team. (March 2016-december 2016) 
Customer Service Administrator 

(November 2015- August 2016)
Project: Contact Center
Job responsibilities: worked as knowledge Coordinator, for RTA website  information updating, design, Presentation & Content author approval CSD with iSOFT. 
Customer Service Representation 


(May 2015- October 2015)
Project: Contact Center
Task: Worked to assist customer with information of journey planning, lodging complaints and providing information, working on CRM system for lost and found, licensing information, steps procedures and government rules and regulation related to all the services provided by RTA Dubai. 
Tele Sales Representative 


(September2014- April 2015)
Project: Mashreq Bank 
Task: Working to meet monthly Targets, with Accuracy of 90% every month, provided with Target achievement Bonus and other benefits, Workings for Credit Cards Department, and CRM information update.
Part Time Work Experience
Worked for Brands under Unilever, P&G, Freeman Beauty products, Hisence Television, Asus Laptops, Samsung Mobile, Grand Optics, HP laptops as part time as;
Sales Coordinator 
Gitex (2014- 2016 summer)  
Event Manager
Crew Training

Skills

Advance MS Office, Quality Management System, Outlook
Advance CRM for Microsoft Dynamics

Advance Avaya Aura Systems, CCMA, WFM, 
Advance Leadership & training skills

Advance Team building and Problem Solving

Advance Customer Negotiation & handling Skills
Language: 
English

Urdu 

Hindi

