WALEED 

  Abu Dhabi, United Arab Emirates

  C/o- Mobile no: +971505891826 

  Waleed.378870@2freemail.com 
Profile

  A dedicated customer service professional with 20 year experience in service and hospitality sector. A proven track record of excellence in customer care , achieved through hard work, excellent  communication and interpersonal skills. Ability to cultivate a culture of customer satisfaction and coach and motivate staff to perform to their maximum ability. 

Education:
Master Business Administrator (MBA) 

Atlantis University USA 
2012  

Skills:

Team building, motivation of staff, communication at all levels, fully conversant with profession related IT programs.
1) Supervises and coordinates activities of workers engaged in customer service activities.

2) Plans, prepares, and devises work schedules, according to budgets and workloads.

3) Observes and evaluates workers' performance.

4) Issues instructions and assigns duties to workers.

5) Trains and instructs employees.

6) Hires and discharges workers.

7) Communicates with other departments and management to resolve problems and expedite work.

8) Interprets and communicates work procedures and company policies to staff.

9) Helps workers in resolving problems and completing work.

10) Resolves complaints and answers questions of customers regarding services and procedures.

11) Reviews and checks work of subordinates such as reports, records, and applications for accuracy and content, and corrects errors.

12) Prepares, maintains, and submits reports and records, such as budgets and operational and personnel reports.

13) Makes recommendations to management concerning staff and improvement of procedures.

14) Plans and develops improved procedures.

15) Requisitions or purchases supplies.
· managing the daily running of the call center, including sourcing equipment, effective resource planning and implementing call center strategies and operations;

· carrying out needs assessments, performance reviews and cost/benefit analyses;

· setting and meeting performance targets for speed, efficiency, sales and quality;

· ensuring all relevant communications, records and data are updated and recorded;

· advising clients on products and services available;

· liaising with supervisors, team leaders, operatives and third parties to gather information and resolve issues;

· maintaining up-to-date knowledge of industry developments and involvement in networks;

· monitoring random calls to improve quality, minimize errors and track operative performance;

· coordinating staff recruitment, including writing vacancy advertisements and liaising with HR staff;

· reviewing the performance of staff, identifying training needs and planning training sessions;

· recording statistics, user rates and the performance levels of the center and preparing reports;

· handling the most complex customer complaints or enquiries;

· organizing staffing, including shift patterns and the number of staff required to meet demand;

· coaching, motivating and retaining staff and coordinating bonus, reward and incentive schemes;

· Forecasting and analyzing data against budget figures on a weekly and/or monthly basis.

Experience


  ALDAR Customer Service manager And Call canter manger 
1- Daily briefing with the director customer service manager.

2- Daily morning briefing with Facility Management and Community Management.
3- Weekly meeting with Facility Management 

4- Receiving all tenant / Owner complains, requests and Logging all faults in FSI and assign to the contractor/resources.
5- Making appointments with Residents (Tenants or Owners)
6- Following up with all resources on a daily basis 

7- Following up on daily basis with contractor for DLP tasks.
8- Make sure that a good telephone manner is adhered at all times and apply the standardization.
9- Making sure to minimizes cost of telexes/faxes and paper usage whenever possible

10- Use telephone switchboard/telex equipment correctly

11- Update traffic sheets accurately

12- Abide by establishing work schedules

13- Refer major complaints to the Line Manager

14- Call customers by name –as a friendly way- whenever possible

15- Ensure that work area is clean and neat

16- Comply with Aldar health, safety and hygiene policy

17- Perform related duties and special projects as assigned

18- Serve all Aldar facilities by providing a continuum of quality service

19- Implement the FSI system and use it as the reference/source for all the maintenance tasks and maintain it as planned.
· Receiving Owners/Tenants' calls, complaints, requests

· Understanding what the problem is, location and how urgent is it

· Logging the complaints & requests into the FSI system

· Assigning the job to the right department & printing Job Cards

· Preparing  the daily, weekly and monthly reports

· Setting appointments with reporters, coordinating and following up the 

     
Appointment schedule with the service providers until jobs are completed.
20- Responding to residents and customers concerns and complaints

21- Provide Aldar departments and sections with updated telephone directories

22- Providing specific directory information to both internal and external inquiries as required in accordance with policy and procedures of Aldar projects
Role Summary:

My job entails organizing and directing the daily activities concerned to the call center's operation. The main responsibility of me to manage, train, and guide call center agents to execute their tasks. By resolving problems and complaints, as a supervisor I support the team, monitor agents, calculate call center performance, and analyze reports. I also prepare and develop schedules to control adequate staffing levels.

In addition to managing and directing the daily activities of call center agents/ telephone operators. 
Supervising, planning, and managing functions concerned to Call Center environment. 
Carrying out supervision, call monitoring, coaching, training, disciplining, and reviewing all agents or operators.
· Acting as an information source and answering operator or agents questions, assigning tasks, following up and giving instructions as needed.

· Attending, following up and resolving customer complaints and questions.

· Ensuring that the team members acquire the appropriate support and training to apply the best skills and knowledge on the job.

· Carrying out performance measurement, monitoring, and evaluation of all agents and operators to improve the efficiency.

· Compiling and maintaining lists of on-call and key schedules and personnel, and ensuring that the operators can use all lists as required.

· Updating databases, organizing activities related to maintenance and repair of equipments, ordering supplies and materials.

· Preparing and directing schedules, monitoring attendance of operators, scheduling breaks and shifts as necessary.

· Communicating solutions, successes, and opportunities to the Manager of customer service.

Practicing and ensuring compliance with that of all the organization's policies and procedures.
1. 
Head of Call Center                         ALDAR PJSC –Apr 1, 2008 – Present      
Head of Reception                            ALDAR PJSC – ALRAHA Gardens  May 13, 2007 – Mar 31, 2008
Guest Service Centre Manager
Intercontinental Ressort Al Ain               2006-2007

Guest Service Centre in Charge
Intercontinental Ressort Al Ain
     2005-2006
Guest Service Superviser
           
 Intercontinental Ressort Al Ain     Oct. 2002 – 2005

Front Office Administration Superviser  Intercontinental Ressort Alain   Jun 2001-2002

Training & Seminar


InterContinental Resort Al Ain, UAE



Up selling Front Office



Priority Club & Ambassador



Telephone Sales & Marketing



Frequency Individual Travelers



Relationship between Front Office & Administration 



Guest Courtesy Course



Guest Comes First Course



Fire Brigade Training with Al Ain Civil Defense, First Aid Training


Service leadership



I Contact, Six Continents



We Know what it takes, Be My Guest
                           Duty Manger
                               CERTIFICATE IN ENTERPRISE RISK MANAGEMENT
Aldar Properties
                                                Team Building (Estates Department)

                           FSI Software Help Desk

                           Quality awareness

                           Health & Safety Induction

                           Health & Safety Manager 

                           Mind set  

                           Leader Ship – communication

                           Business English

                           Microsoft 2007

                           Customer Service Excellence

 Coaching

 Managing Change

 Tony Buzan's thinking Tools for Leaders (course name Mind Mapping).

 Communication Skills
               leading under pressure     
 Corporate Team Building Event    
 Professional Business Communication    
 Time and Stress Management  

 Advanced Customer Service

 Innovation in the Workplace

Certificate in Leadership Effectiveness for Managers

KEY MANAGERIAL SKILLS FOR NEW MANAGERS AND SUPERVISORS
Project Management Professional (PMP) Certification
Customer Service Management
Security Awareness Training Q2- Q3 (2016)
Enhancing on Customer Service Culture Workshop
                        Think on your feet

                        Security Awareness Training - Q1' 2017
                          Sales and Customer Management Training
                          Fir Safety 

Certificates & Awards




Five Times Employee of the Month
-
Intercontinental Resort Al Ain



August 2005



June 2003



June 2001



April 2000



May 1998



Up selling Front Office – March 2005 & April 2006


Thank you letter from General Manager


Thank you letter from Front Office Manager


Best Idea Award of Reshaping the InterContinental Resort Hotels group.

Personal Data



Place of Birth:
  Kuwait


Nationality:

  Jordanian

Marital Status:
  Married + 3 kids

Drivers License 



UAE Driving license        1998


