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	Professional Experience
	[  June 2005 – till present  ]   Mobilink GSM
Specialist QA & Trainer in QA, Standardization & Training  –  Aug 2009 to present
· Conducting “Training Need Analysis”& Developing "Training Calendar"
· Technical Skills Training (Product Knowledge & Systems Related)

· Soft Skills (Need based trainings) as and when required. Including customer focus, Service with Smile, Microsoft Excel, Power point, Word, Conflict Management etc.

· Performance monitoring and management of all the customer care touch points
· Relationship management across the channel
· Process Re-engineering for a smooth flow of operations amongst different departments, for better customer facilitation
· Raising flags to stakeholders, loop closures on issues identified during regular Spot Checks and Evaluations
· Regularly updating Information portal for product knowledge and processes

· Service level Reports for all touch points
· Train The Trainer Certified – Silver Shadow, By Gem International
· Change Coach (Change Acceleration Program) – Silver Shadow, Gem international
· Managing Assessment centers for the newly inducted CCRs for Contact Centers

· Newly inducted staff training for Call Center & Business Centers
· Touch points visits to record observations on Service parameters
· Coaching & counselling
Team Coordinator – June 2007 till July 2009
· Dealing with Team affairs, assisting the Team Leader

· Handling Escalated calls, Calls Evaluation, MBWA (Team Leader’s KPI)

· Providing Trainings and feedback to the teams at regular interval.

· Counseling and Coaching team members
In-House Rotation in Investigation & Resolution Unit (Backend support) – 2 months

· Investigating the complicated cases, by coordinating the various departments, to give resolution to the customer 
· Handling all irate customers through outbound calling
· Ensuring proper timely resolution by personal Follow-ups
Customer Care Representative – June 2005 till June 2007
· Handling, Information and Complaint Related Calls 

· Facilitating customers with appropriate resolution

	Education
	Executive MBA (HRM)

Institute of Business Management

3.19 CGPA

2011 – 2013

BE Computers

Sir Syed University of Engineering & Technology

First Division

2001 – 2005

Higher School Secondary Certificate

DHA College for Men

First Division

1998 – 2000

Secondary School Certificate

The Toddlers & Junior Academy

First Division

1996 - 1998



	Awards & Recognition
	· Century Club Hosting (South) – Mobilink Award Ceremony – Jan 2015

· Mobilink QAST Employee: Quarter 4 – 2014 and Quarter 1 - 2013
· Mobilink QAST Surprise Award of the Quarter 4 - 2013

· Mobilink Century Club Award – Yearly performance (2012 – 2013)
· Mobilink QAST Surprise Awards: June 2011, July 2011, Nov 2011 & Dec 2011

· Mobilink QAST Best Employee: Nov 2011, Mar 2011, Aug 2011 & Oct 2010

· Century Club Hosting (South) - Mobilink Award Ceremony - April 2011
· Record of securing A+ grade, last 12 months – ABU Performance Sheet

· Letter of Recognition from Mobilink Human Resources on providing better suggestions for Cost Optimization – June 2009

· Call of the Fame – Mobilink PMCL - Feb 2009

· Recognition Award (The Focus group) – Project on RCM and QSL improvement of Contact Center Karachi - Oct 2008

· Training Attended – Culture of Excellence Phase 2 by Ramiz Allawala - Aug 2008
· Training Attended – Culture of Excellence Phase 1 by David Rance - Nov 2007
· Century Club Hosting (South) - Mobilink Award Ceremony - July 2008
· Surprise Award – Mobilink PMCL – Analysis & Training (Top 5 concerns) - May 2008

· Best Creative Individual – New Year Competition - Jan 2008

· Surprise Award – Mobilink PMCL - An Initiative - May 2007

· Team of the month - Sep & Oct 2006, May 2007, May & Dec 2008, Mar 2009

· Volunteer at ITCN Exhibition representing Mobilink PMCL - July 2006

	Projects
	· Siebel CRM Implementation, training and execution – Region wide
· Prepaid Billing System (MINSAT) implementation, training and execution

· Mobile Financial Services (MOBICASH) implementation, training and execution

· 3G Implementation, training and execution – Region wide
· Mobilink Experience Trainings – Organization wide

	Additional Skills & Hobbies
	· Macromedia Flash MX, MS Excel, MS Word, Power point etc.
· Fluent in English & Urdu
· Reading Novels, articles, blogs & creative designing
· Good at building relationships
· Physical Exercise & Workout


