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CAREER OBJECTIVE
An experienced and well maintained professional having ample amount of knowledge in the area of Banking & Accounting, and seeking opportunities in the organisation to utilize my skills and be able to positively contribute to the organisation I am working for. I am committed to learning the organisational policies and thus contributing new ideas and decisions in favour of the bank. I strive to continually update my professional development using evidence based practice.  
CAREER SUMMARY
· Having 11+ years of experience in the field of banking.
· Extensive experience in cash handling, Selling financial products, and customer service.
· Excellent ability to supervise teller line, coach teller awareness, and correct differences. 
· Thorough knowledge of teller and bank policies and procedures. 
· Good knowledge of end work, commercial loan processing, ATM, and other settlements. 
· Excellent interpersonal and organizational skills.
· Superior customer service and communication skills. 
· Good leadership, training and interviewing skills. 
· Amazing ability to multi task and work in a fast paced environment. 
· Ability to work accurately and deal with job pressure and deadlines.
WORK EXPERIENCE
Head Customer Service, from April   2015 To present 
Waha Portfolio Management Company, Cairo, Egypt
> Helping to develop and implement a customer service policy for an entire organisation
> Finding ways to measure customer satisfaction and improve services.
> Provides feedback to the company regarding service failures or customer concerns .
> Coaches Customer Service Team in order to achieve high performance.   
> Investigating and solving customers' problems, which may be complex or long-standing problems that have been passed on by customer service assistants;
>Handling customer complaints or any major incidents.
>Provides feedback to the company regarding service failures or customer concerns
>Provides feedback to Operations team to ensure all customers have accurate and timely information on order status and/or change.
Head Customer Service, from 2004 – to March 2015
Piraeus Bank, Cairo, Egypt
· Helping to build good customer relations.
· Responsible for directing the use of latest technology and procedures hence increasing the client services at higher rates.
· Handling complaints and queries (from customers and staff).
· Providing regular feedback to the branch manager and supporting units about new products performance, marketing, service opportunities and issues to assist in decision making.
· Assisting the branch manager in monitoring staff’s performance to achieve the present budget.
· Training and development.
· Financial responsibilities.
· Arranging promotional events.
Head Teller, from 2006 – To 2011
Piraeus Bank (Formerly Egyptian Commercial Bank), Cairo, Egypt
· Ensured all procedures and standards are followed by the teller team. 
· Worked closely with tellers to ensure policies and procedures are understood and followed. 
· Helped in reconciling branch settlement differences. 
· Maintained the branch's central cash vault. 
· Handled ATM machines and office equipment administration. 
· Identified and worked on areas to raise the level of service provided. 
· Acted as a point of control in the branch to ensure that all approved deviations to policies, procedures and credit limits are within bank’s regulations.
· Reviewed and managed the currency cash positions.
· Recognized sales and referral opportunities and referred customers. 
· Handled customers a high level of courtesy and efficiency. 
Additional Responsibilities
· A member of the UAT (User Acceptance Test) team of the implementation of the new core banking system that had gone live on December 2009.
· A member of the Migration testing team of the clients/accounts data base shifting from the old to the new core banking system.
· A member of Helpdesk Team.
· A member of Super Users Team.
· Managed Customer Service Representative Staff. 
· Ensured accurate branch work before leaving the branch. 
· Worked closely with tellers to ensure policies and procedures are understood and followed. 
· Supervised ATM opening and replenishment & ensuring that it is performed in strict adherence to the procedures and controls.
· Reported any suspicious transaction to the bank’s compliance officer.
· Proceeded with external \ internal signature verification. 
· Ensured the adherence to insurance limit.
· Helped in reconciling branch settlement differences. 
· Maintained the branch's central cash vault. 
· Ensured smooth functioning of the teller line.
Bank Teller, August 2004 – to  2006
Piraeus Bank, Cairo, Egypt
· Worked with customers on a daily basis, meeting their banking needs and either answering or referring their financial questions to the appropriate supervisory individuals.
· Accepted and processed customer deposits, withdrawals and loan payments, as well as daily balancing of my transactions and drawer, etc… in an efficient and effective way.
· Performed exchange rate board updating when required to ensure accurate communication with clients.
· Dealt with ALL customers in a professional manner. 
· Heavy lifting, up to $1,000.00 coin bags. 
· Various other duties including answering and assisting customers over the phone, greeting customers entering the bank signing for and accept deliveries. 
Public Relations Representative, Sept 2002- July 2004 
Supreme Council of Antiquities (General Secretary Office), Cairo, Egypt
· Helped in conducting local conferences.
· Coordinated with publishers at the American University in Cairo press.
Accountant, August 2001 – August 2002
Dar EL-Haramen Group for Tourist Project and development, Cairo, Egypt
· Ability to create and prepare financial reports and analysis that help in developing the service.
· Ability to adapt to international work standards and procedures in a Multilanguage speaking environment.   
EDUCATION 
· B.S., Degree in Accounting
Faculty of Commerce, Cairo University, July 2001
SKILL TRAINING AND OTHER EDUCATIONAL PROGRAMMS
· Interpersonal communication skills, August 2012
· Anti Money Laundry and Combating the Financing of terrorism program –Egyptian Banking Institute (CBE), June 2011
· Bancassurance Basic Selling Skills Course. July 2010 
· Forgery And Falsification Course, 2005
· Money Forgery Program- Egyptian Banking Institute (CBE) April 2004.
· Project Management Professional at ITI, December 2003
IT SKILLS
· Microsoft Office: Excel, Word, Power Point, Publisher, Outlook. 
· Computer Aptitude: Banking applications, Internet, Networking, Multimedia applications. 
AWARDS
· Bancassurance Winner in Giza region, Piraeus Bank 2011
PERSONAL DETAILS
· Date of Birth: 30/06/1977
· Languages Known: Arabic (Mother Tongue), English
· Nationality: Egyptian
· Military Status: Exempted.
REFERNCES
· Available upon request 
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