Mustafa
E-mail:  Mustafa.377516@2freemail.com   
C/o -  Cell phone:   +971501685421 
Areas of Experience 
	· Customer Service Management

· Complaint Handling & Resolution

· Retail Operations Management

· Project Management 

· Marketing Planning 
	· Customer Satisfaction Enhancement 

· Sales & Marketing Strategies 

· Front-End Supervision

· Sales & Margin Improvement

· Events Organizing  


	· Teambuilding & Training
· Cost-Reduction Strategies

· Order Fulfillment

· Events Organizing
· Promotions Strategies 

 


Work Experience


Jan’11–Till Present                    Egyptian Engineering Group For Real State         Cairo, Egypt
                                               Title: Customer Relationship Manager  

            With the following responsibilities:

· Direct, coach, control and manage staff to ensure that they are developed to their maximum individual and collective skills, and that these skills and abilities serve to achieve optimum levels of service for the company

· Ensure cover including public holidays, annual leave, pending off, etc. and reduce / manage overtime down to a minimum without compromising the service promise. 

· Ensure accurate records of the department target are maintained and statistical monthly reports prepared, analyzed for trend and suggestions for corrective action are made to the sales director, Ensure that the reports are submitted on time. 

· providing help and advice to customers using organization services;

· communicating courteously with customers by telephone, email, letter and face to face;

· keeping accurate records of discussions or correspondence with customers;

· developing feedback or complaints procedures for customers to use;

· improving customer service procedures, policies and standards for organization or department;

· meeting with other departments managers to discuss possible improvements to customer service;

· being involved in staff recruitment and appraisals;

· training staff to deliver a high standard of customer service;

· leading and manage a team of customer relationship team;
· learning about organization services and keeping up to date with changes;

·     Initiate and develop a CRM system

·     Implement the CRM system for sales processing 

·     Record names, addresses, purchases and reactions of prospects contacted into the CRM system

·     Obtain customer testimonials 

·     Follow-up on existing customer ( offers made, agreements/contracts preparation, documentation, payment schedule )
·     Liaise with project team for design approvals

·     Liaise with accounts on payments/outstanding's
·     Monitor and report on activities and provide management feedback information on new relationships in order to meet the business objectives

·     Explain products, services, pricing and answer queries and overcome objections from customers

May’06– Dec`10                         Spinnyes Egypt Hypermarket           Cairo, Egypt
                                             Title: Customer Service Manager    


With the following responsibilities:

· Direct, coach, control and manage staff to ensure that they are developed to their maximum individual and collective skills, and that these skills and abilities serve to achieve optimum levels of service for the company

· Ensure cover including public holidays, annual leave, pending off, etc. and reduce / manage overtime down to a minimum without compromising the service promise. 

· Develop team\shift Supervisors to contribute to the motivation and development of the team and ensure that the highest levels of customer service are provided and that the department achieves its objectives and key performance indicators. 

· Ensure accurate records of the department’s activities are maintained and statistical monthly reports prepared, analyzed for trend and suggestions for corrective action are made to the Front End Manager. Ensure that the reports are submitted on time. 

· Motivate and drive the performance of Cashiers & customer services staff and supervisors on the incentive schemes so that the team achieves their targets contributing to the business revenue. 
· Identify report on, evaluate and investigate recurring service problems, to enable corrective actions to be taken – thereby providing ongoing improvements to existing service levels. 
· Identify any gaps and performance issues of direct reports, evaluate the cause and suggest remedial action, which may be coaching or training. For training, feedback these needs to the trainer and assist in the preparation and delivery of training requirements to ensure that there are minimal gaps and staff are productive in their role. 

· Maintain the department’s collective knowledge of the products to allow an accurate and precise consultation service for all customers. 

· In conjunction with the Front End Manager, conduct the recruitment process using the competency approach so that we have the right people in the right jobs. 

· Ensure that all customer complaints and claims are processed, resolved and documented. 

· Provide managerial support and guidance to all direct reports and ensure that all staff appraisals are scheduled and conducted within company time frames.
· Carry out manager duties to ensure that customer complaints are dealt with in a professional, empathetic and swift manner, reporting any action to prevent recurrence to the Front End Manager. 

April, 2004– April, 2006                            Egyptian Engineers Group 
                                                          Geroland Amusement Theme Park       
                                                          Title:  Assistant Sales & Marketing Manager 
Sept, 2003 – Mar, 2004                               Egyptian Engineers Group, 
                                                          Geroland Amusement Theme Park

                                                          Title:  Sales & Marketing Coordinator
Jan, 2002 – Aug, 2003                                Consumer Finance (City Bank)
                                                                    Title: Sales & Marketing Assistant  
Oct, 2001 – Dec, 2002                                 Style International for Management,
                                                         Geroland Amusement Theme Park

                                                         Title:  Assistant Guest Relation Manager
Dec, 2000 – Sept, 2001                               Style International for Management,
                                                         Geroland Amusement Theme Park

                                                         Title: Guest Relation Agent

July 1997 - Nov, 2000                                 Style International for Management,
                                                         Geroland Amusement Theme Park

                  Title:  Telephone Operator
Computer Skills 
· Microsoft Office Excel     

· Microsoft Office Word.

· Microsoft Office PowerPoint.

· Browsing internet 
Training & Courses 

· Solving Guest Problems      : Training at Style International for Management

· Guest Contact Skills            : Training at Style International for Management

· Public Relation         
: Training at Style International for Management

· Telephone Skills                  : Training at Style International for Management

· Sales & Marketing             
: Training at the Egyptian Engineers Group

· Customer Service                 : Training at the Egyptian Engineers Group
· Train The Trainer                 : TTT Course at Infosys for Business Technology Consulting   
General Skills
· Languages include Arabic (mother tongue), English (fluent), French ( Fair )
· Ability to work under pressure
· Able to work as an effective member in a team work 

· Strong, proven coaching skills 

· Demonstrable knowledge of setting and achieving group/individual targets  

· Business writing skills 

· Proven analytical skills 

· Strong Interpersonal skills 

· Passion to provide excellent customer service 

· Strong problem solving capability 

· Desire to get the job done 

· Strong negotiation and influencing skills 

· Strong people motivator 

· Ability to build, lead, coach and motivate a high performing team. 

· Good persuasive, influencing and relationship building skills

Education
    Faculty of commerce, Ain Shams University      

     Cairo, Egypt 

  BA  Commerce, accounting major
             
Personal Data
· Marital Status: Single
· Nationality: Egyptian

· Date/ Place of Birth: July 29th 1977. Cairo, Egypt.
· Military service: exempted.
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