Curriculum Vitae
PERSONAL INFORMATION Elzahra 
 khaldia, Abu Dhabi (United Arab Emirates)
Mobile: Whatsapp +971504753686 / +919979971283
 elzahra.369035@2freemail.com 
PERSONAL STATEMENT
Mature, self-motivated and strong interpersonal skills, positive mind, very dependable, use common sense to reach workable conclusions, display strong awareness of responsibilities, able to work under high pressure and time limitation, perform with a high degree of accuracy.
Make decisions with confidence, display creative imagination. Communicate openly, forcefully and effectively.
Demonstrate the ability to achieve desired results, demonstrate strong committee procedures and techniques, solving problems.
WORK EXPERIENCE 12/06/2014-Present
Warranty Claim Coordinator and System Administrator (GSPN)
· Samsung Electronics-Mainframe Commercial agencies, Khartoum (Sudan)
· Submit warranty claims in global Service Partner Network Samsung and computerize data. Approve and adjust claims for payment, and follows-through to ensure that claim adjustments are accepted and implemented
· Responsible for all of the tasks associated with review and payment of warranty claims, invoices and claims reports
· Check and Develop (KPI) for cost and quality projections and follow up with Team leader and monitoring LTP (iong Term Pending) claims
· Responsible for country branches (Portsudan, Atbra, Madani and Opied) warranty claims issues.
· Managed 7 members of warranty team. Completed performance reviews, coached, mentored, and gave disciplinary action as required.
· Rise replacement for the defected products through GSPN
· Explain warranty conditions and procedures to customers
· Help and ensure that warranty Return Parts are stored in safe
· Liaising with Technicians, After Sales and Parts Advisors to fulfil warranty best practice and ensure total customer satisfaction.
· Ensure that policies, procedures and repair processes are understood
· performs other related duties as required
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12/2012-12/2013
EDUCATION AND TRAINING 2004-2009
03/2015 - 04/2015
10/2016-12/2016 07/2017 - 08/2017
PERSONAL SKILLS Mother tongue(s)
Other language(s)
English
Communication skills
Customer Service Agent
The Sudanese Mobile Telephone (Zain) company LTD, Khartoum (Sudan)
· Dealing with inquiries & answering calls from new & existing customers.
· Daily inbound & outbound calls.
· Giving customers information about company services and offers.
· Dealing \Mth all escalated complaints & inquiries efficiently & effectively.
· Update information, complete call logs & reports.
· Taking action whenever required to deliver an efficient & quick service.
· Suggesting solutions to customers in a positive manner.

■
Bachelor of Engineering in Leather Engineering (Honours)
Sudan University of Science ^.Technology, Khartoum (Sudan)
course in Service tracking /Warranty process and GSPN systems (Global service partner network Samsung training centre, Nairobi (Kenya) ICDL
SUDACAD, Khartoum (Sudan)
Social Norms, Social Change course
University of Pennsylvania & Unicef, Pennsylvania (United States (United States (on-line course))
This is a course on social norms, the rules that glue societies together. It teaches how to diagnose social norms, and how to distinguish them from other social constructs, like customs or conventions. These distinctions are crucial for effective policy interventions aimed to create new, beneficial norms or eliminate harmful ones. The course teaches how to measure soaal norms and the expectations that support them, and how to decide whether they cause specific behaviours
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IELTS Certificate (Brand 6)
Levels: A1 andA2: Base user - B1 and B2. Independent user -C1 and C2 Proficient user Comrp.pri European Framev/crk of Reference (or Lancjuages
· good communication skills gained through my experience as contact centre agent
· excellent contact with Others gained through my experience as teaching assistant
· Have Strong Ability to work on a team
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Organisational I managerial skills
Job-related skills
Digital skills
Driving licence
· Able to work under stress as either team member or an individual.
· Able to work in any region anywhere in the warld.
· Always want to be updated with the new knowledge
· Good problem solving and analysis skills gained through my experience as warranty coordinator
· good organizational skills gained as Cultural secretary at leather engineering association responsible for promotion events
· good team -leading skills gained as coordinator at SADAGAT Organization (NPO)
· good negotiation skills gained as Shifts supervisor at SharAlhwadth Organization (NPO)
Responsible for all warranty procedure, ensuring that policies, condition and repair processes are understood, monitored, and adhered to by the warranty group and the dealer body. I lead 7 employees in 5 Locations (Workshops) ,we are booking an average of 100 customer claims per day into our workshops system. My key tasks are to rise claims,follow pending job, invoices and reports and make sure that payment is done in our account in Dubai .rise replacement claims and make sure customer received new unite and Samsung received the old one as well ,if any Depreciation i calculate amount and keep in touch with customer, to meet Company targets and profit expectations .following system errors with Samsung Kenya, also i responsible for Train new employees on warranty condition .monitoring the movement of spare part (forecasting)and report to ordering officer
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