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Name

      : Islam 
Country                  : United Arab Emirates UAE (3 months visit visa expiry 7th of April)
Date of Birth           : 28/12/1984     
Marital Status     : Married
Islam.346262@2freemail.com 

Curriculum Vitae
Career Highlights

I am experienced professional who is enthusiastic and ambitious, I'm a hard worker and very dedicated to my work. I like to complete my tasks on time, disciplined when it comes to my work. I like to enjoy my work and be creative in it. I'm after getting a challenging and rewarding career that adds rich set of experience to me and to be a part of a team work who has work spirit eager to achieve challenging preset targets or KPIs that adds great success to your esteemed Company.
Qualification Highlights

           Bachelor Degree:  B.S c Degree in Commerce (English Department) Alexandria University, Egypt. 
               Major: Accounting.
               Duration: 4 years (2004 – 2008)                
             Graduation year/Class: 2008
 Training Courses
· Studying CMA part 1 at Royal Center with the CMA/CPA Inst. Mr. Philip Maher in Alexandria 2015-2016.
· Attended part of Flight Dispatch course at Jeppesen Academy in Denver, CO, USA 2015.
· Studying Online: SQL Server Database Administration from Empire Data Systems based in the USA.
· Diploma in The Electronic Accounting   -    includes the following courses:
· The American Accounting system. (manually & computerized) 
· Accounting Application: PEACHTREE 

· Diploma is from Accountants Training Academy A.T.A in Cairo in 2008.
· IELTS General 2015 Certificate from Cambridge University at the British Council in Doha, Qatar.
· Finished ICDL Training
Professional Experience

Cabin Crew at Qatar Airways based in Doha, Qatar 2016
Duties:

       1- Just training and graduation license 

       2- Providing 5 starts service to our customers with excellence around the globe.

       3- Ensuring the safety and security of the aircraft and passengers.

Customer Service Agent at Qatar Airways at HIA Airport in Doha, Qatar Dec 2014 till June 2015
Duties:

1- Welcoming passengers and directing them to their check-in counters (Touch Point)

2- Ask for passengers’ tickets and verify information by asking pertinent questions.

3- Compare information on tickets with passenger data
4- Educate passengers about airport/flight security protocols and luggage allowances
5- Issue boarding passes to customers after verifying their information completely
      6- Asking security questions regarding dangerous goods and security items that might be packed.
International Account Senior Advisor at Vodafone UK Account since 5th of Jan 2011 till 16th of Dec 2014 (4 years)
Duties:
1- Account Management & Billing and charging Advisor:
a. Answering wide variety of phone calls from customers within the UK.      
b. Explaining Tariffs, monthly bills and charges incurred.

c. Taking payments, adjusting bills and settling accounts.

d. Using soft skills on each call to set expectations for better customer experience/NPS
e.   Helping retaining customer’s before transferring to cancellation department in case contract                                           end date is due or as a result of losing service provided as well as explaining terms & conditions.         
               f.   Online accounts support and many other tasks as 1st line agent.
            g.  Offering new contract deals, handsets and promotions as sales tasks within my job.

2- Senior Tech Advisor (2nd line tech/TCS support) promotion on the 15th of July 2012:
a. Trouble shooting various handsets’ tech issues over the phone (iphone/blackberry/android phones/modems,…..etc)

b. Logmein rescue app to remotely access PCs, tablets, Blackberry & Android phones to guide customers and giving them tutorials and performing software update/restore.
c. Network checking and reports escalated to engineers for a suspected faulty masts for a fix.
d. Trouble shooting network issues such as signal issue, voice calls, texting and browsing data.

e. Supporting IOS, BB S/W, Android and windows operating system to do S/W restore or updating them in case causing any network or malfunctioning issues with handsets.

f. Responsible for driving my team as my Supervisor’s delegate for better KPIs such as AHT, utilizing tools to use on each call, Quality and NPS.

g. Participated in establishing business rules and policy for any violations to business guidelines for calls coming to our Queue from different departments for better relaxed Queue and KPIs.

h. I was assigned to a task called business analysis by checking surveys of our customers, filtering and categorizing them to investigate the reason of high or low NPS to improve business performance by conducting briefings and enhancement training for employees.

Executive Secretary & Translator at Code3 PSE Inc. M.East Jeddah, KSA. June till Dec 2010
Duties:

1- Translating the incoming e-mails (from English to Arabic), for both GM and sales manager then replying to e-mails after re-translating (from Ar. to Eng.).
2- Purchases specialist.
3- Issuing purchase orders (PO) based on sales orders of our clients in the M.East.
4- Issuing Quotations based on RFQ for our clients.
5- Revising Specifications of requested products as they change according to market demands.
6- Negotiating the purchase price with our suppliers to gain maximum profit when selling.

7- Issuing Commercial Invoices, Packing lists and Quotations for our clients.

8- Tracking the whole process of (PO) via AWB # till final delivery via door to door freight companies 
9- Answering wide variety of phone calls internationally & locally.

10- Looking up for other competitive Co. in the same field that produces other needed products.
11- Participating in establishing contracts/deals with worldwide companies.

12- Handling some HR procedures for the Co's employees.
Accountant at Freight Forwarding Company (Speed Bird Trans) in Alexandria, Egypt. Dec 2009
Duties: 

1- Preparing daily journal entries and posting them in the American Journal using Excel.

2- Preparing Analytical Financial Statements.
3- Issuing invoices with price list.
Accountant and Translator at El Naggar Rice Mills for export in Kafr El Shiekh, Egypt. July 2009
Duties:
1- Preparing Daily Transactions manually and computerized in the General Ledger using Excel.

2- Receiving e-mails from worldwide customers and translating them into Arabic for the GM.
3- Using B2B websites to promote for Rice and replying back to prospective customers.
4- Preparing price Quotations of rice with terms and conditions for our customers overseas.

Front Office Assistant at Oberoi Sahl Hasheesh Hotels and Resorts in Hurghada, Egypt. 2008
Duties:
1- To carry out all operations: welcoming guests, asking them fill in the application form (Check-in).
2- Escorting guests to their suites existed on about 48 acres on the Red Sea by Buggy.

3- Making Orientation for guests in the Hotel as well as in their own suites.

4- Operator: responding to a wide range of guest requests and promote hotel facilities.
5- Checking the “room status” and keep housekeeping informed with any modifications.
Languages
· Arabic                       : Native language. 
· English                     : Fluent in both spoken and written.

· French                      : Fair

Skills

· Excellent interpersonal and communication skills
· Customer services oriented.

· Time management.
· Very good knowledge of the PC MS Office Applications.
· Applications worked on:

       Crystal, Siebel, Altea Amadeus, Logmein rescue and Peachtree
· Internet Skills (browsing, e-mail services, searching for information and identifying it precisely).

· Excellent command of English in both spoken and written.

· Translating from English to Arabic & Arabic to English.

· Ability to type up to 60 English words as well as 50 Arabic words per minute.
Interests and sports
· Hobbies: Photographing, gaming, surfing the internet &Reading.    
· Sports    : Basketball
Personal Traits
· Ability to work independently and in a team environment. 
· Ability to work under pressure.
· Interactive and fast enough to learn new technologies.
· Willing to relocate wherever the work place will be.
Personal Data

              Nationality         : Egyptian
              Military Status   : Exempted
    I have a valid Egyptian driving license as well as International one
References will be furnished upon request
