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OBJECTIVE:
Seeking a challenging role in an organization, to enrich my career path, portfolio and expose myself to new challenge where I can utilize my experience, education and skills in customer service, customer relationship management, business development and sales management, to serve the organization's client, contribute to the development of the organization and also give me room to further develop myself.

SUMMARY:
The key strengths that I possess over 14 years' experience in multinational company including customer service, call center, client relationship management, service level management, communication, product design, process improvement, complaint management, quality assurance, and business development with proven ability to manage and complete projects to the highest standard, through a meticulous attention to details with a "can do attitude" and within agreed deadlines.

MAJOR ACHIEVEMENTS:

· The keystone in achieving the company’s strategic / return of investment plans and objectives by; executed / designed new dynamic operational system automation to absorb the commercial target increase of 33% workload without increasing headcount. 

· Provide evaluation and effectiveness of activity plans pre and post promotion; identify gaps using methodology such as GAP Analysis
· Awarded as a rule module team among 33 teams on the raise of man power occupancy from 66% to 93% & utilization from 72% to 91% by implementing the Intelligence Workload Distributor, which was the main reason behind resolving 98% from the customer request within it’s service level without any human interaction.

· Managed the receiving of 150K type request from all segments, which equal to 1.8 million request annually within minimum of 98% from the agreed service level.

· Maintained queue service level for 6 years consecutively by managing average of 300K calls on monthly basis from all channels, equal to 3.6 million annually call, to determine the FTEs requirements, assigned WFM and team leads to conduct real time management, Service level improved to 80/20 seconds.

· Managed end to end process concept process enhancement to improve customer experience / NPS by creating process documentation and teams’ scorecard reports.

· Succeeded to achieve sales target for 6 years consecutively.

· Participated in recruitment of 570 customer service employees and worked closely with Human Resources.

WORK EXPERIENCE:

December 2014 Till January 2015                         ACE life insurance

Industry: Life Insurance, Company Size 5001-1,000 employees

Manager Account Management
· Managing a team of 2 unit manager and 20 financial consultants to achieve company sales target and objectives.

· Following up on client’s queries and handling any collection or installments issues.

· Devising a time plan to achieve the company’s target.
· Recruit and select suitable candidates for the financial  consultants role.
· Distributing the tasks on the team members to meet target before deadline set by the company.

· Providing support, motivation / setting action plan to the new comers by equipping them with sales skills.
· Train staff in the effective use of the software programmers.

· Holding a daily meeting to resolve any pending queries or to brief them about any new information related to the insurance policies.

· Handing over a weekly report to sales management that states what has been achieved compared to the planned targets.

· Communicating with different potential clients to convert them to actual clients.

· Improvising quick fixes to face any sudden shortages in the monthly target.
March 2000 Till May 2014  (14 years 2 months)       Vodafone –  Cairo, Egypt
Industry: Telecommunications, Company Size 5001-10,000 employees

Fraud Prevention and Risk Management Supervisor

· Managing average of 16 team member.

· Manage and record all inbound/outbound customer interactions across all product/services.

· To measure the performance to ensure that the determined objective  is achieved.

· Working back to back with the workforce in terms of planning, scheduling, analysis, staff forecasting, shrinkage, unexpected events, productivity and identify inefficiency, follow up that constant control over the floor to identify abnormalities, managing intraday exceptions, periodic reports, ensure that IEX (work force management software are updated with all kind of daily exceptions, unplanned leaves, staff schedule to cope with the seating plan, actual headcount and budget gaps are covered to support the service level  achievement.

· Handling customer complain in case of escalation, and ensure that customer turned from unsatisfactory into company promoter.

· Ensure that the consistent communication with all the stakeholder is going on a timely manner in a proper way.

· Minimize the potential loss and devise methods to improve the productivity of the department.

· Enhance the skills of the team members and identify opportunities for development to improve the performance.

· Deal with all the sales channels to fulfill all their inquiries regarding customers' needs to achieve high level of customer satisfaction.

· Plan and organize the workflow for all tasks keeping the same level of quality.

· Evaluate the individual performance according to the performance agreement and the whole department performance and assure that tasks are efficiently handled. 
· Coach and deliver feedback to team members.

· Monitor, observe, evaluate and prepare needed data to deliver accurate and regular reports  to management regarding process, team and individual evaluations.

· Conduct regular team meetings to discuss the work procedures.

· Motivate the team member using the most suitable tools for motivation to keep their high spirit and enthusiasm while handling their daily tasks.

· Assure healthy atmosphere of communication among the team members and between the consumer activation and the other departments.
Feb. 1996 – Nov. 1999  (3 years 10 months) Tiba Trading Company   Jakarta, Indonesia

Industry: Export, Company Size 50  employees

Key Account Manager

July 1995 – Feb. 1996 (8 months) Hadidi Trading Company     Cairo, Egypt
Industry: Import, Company Size 20  employees

Assistant Sales Manager 

EDUCATION:

· BA of Social Work - Cairo 1994.

QUALIFICATIONS / TRAINING:

· Computer skills:  Outlook, Word, excel, PowerPoint  
· Business application: Seibel CRM,  BSCS, CC Pulse, Remedy, Sharepoint, Ppass, Minsat, Total View, Call Flash, Business Objects, CCAT.
· Managing The Customer.

· High Value customer care.

· Contact Management / Basic Selling Skills.

· Segmentation & loyalty-cops advanced.

· Power of Influence.

· Managing People Power of influence.

· Management excellence.

· Interpersonal skills For supervisors.

· Emotional Intelligence.

· Negotiation Skills.

· Strategies For Problem Solving & Decision Making.

· The Call Center School (TCCS) for CS Managers and Supervisors. 

· 7 Habits of Highly Effective People.

· The voice of leadership.

LANGUAGES:

● Arabic : Native                                 ●  English : Fluent.                                     ●  Indonesian : Good.
INTERESTS AND ACTIVITIES:
· Sports (Jogging, Fishing & Football), Music, Traveling, Cars and Internet activities.
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