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1/ OBJECTIVE: 
To obtain a challenging position offering growth potential and responsibilities in a growth oriented concern in the field of office work. I have been recognized as a hard working and dedicated worker. I am an ambitious person and a quick learner. I pick things very easily and accurately. I can maintain and work under pressure. I am self-motivated and hard working with a zeal for professional progress and career advancement through determination and dedication. 

2/ Self Appraisal:


· Self motivated with a desire of continuous learning.

· Capable of working effectively for long hours.

· Versatile and able to persist with a task until objective is achieved.

· Good communication administrative and organized skills.  
· 12 Years of Customer service Experience 
3/ DEMONSTRATED STRENGTHS: 
· Excellent Computer Skills. MS , PPT
· Good Clerical talents. 
· Hard Working and motivated. 
· Energetic and Self-Motivated. 
· Excellent communication skill

· Used to work in shift
4/ WORK EXPERIENCE: 

Al Wathba National Insurance Company (Awnic)
 Customer Care Center Manager
January 2015 – until Date 

· Manage and direct the daily activities of CCC (Call Center team INBOUND & OUTBOUND , Front desk team , All Point Of sales , Reception , Web Marketing Team ) .
· Planning and delivering CRM strategies across the company encouraging customer retention and customer loyalty.
· Determines call center operational strategies by conducting needs assessments, performance reviews, capacity planning, and cost/benefit analyses.

· Maintains and improves call center operations by monitoring system performance; identifying and resolving problems; preparing and completing action plans; completing system audits and analyses; managing system and process improvement and quality assurance programs; installing upgrades
· Responsible for assuring Customers are provided efficient and timely first and second level support. 

· Customer Journey Mapping analyzing touch points with the organization and maximizing commercial opportunities
· Performs staff scheduling to ensure CCC coverage during normal business hours and on-call support as required. 

· Manages the CCC staff including consultation on performance evaluations, promotions, hiring and disciplinary responsibilities. 

· Provides staff support for administrative tasks and projects relative to the Telephone functions. 

· Ensuring the database is segmented effectively for targeted marketing activities.
· Monitors problem management database and follows up with assigned personnel to ensure timely resolution of problems. 

· Coordinates training requirements of CCC to apply the best skills and knowledge on the job. 

· Prepares call center performance reports by collecting, analyzing, and summarizing data and trends
· Prepare monthly Dashboard including monthly productions
· Monitoring agents/ officer daily productions
· Prepare yearly budgets plan and manage the costs.
· Meets CCC financial objectives by estimating requirements and financials to budget.
·  responsible for developing, implementing and executing strategic marketing plans for an entire organization
ABU DHABI NATIONAL INSURANCE COMPANY                       
Assistant Manager Contact Center /Front Desk
Mars 2010 – December 2014
· Manage and direct the daily activities of CC, Front Desk and telephone operators 
· Responsible for assuring Customers are provided efficient and timely first and second level support.

· Performs staff scheduling to ensure CC/Front Desk coverage during normal business hours and on-call support as required.

· Manages the CC /Front Desk staff including consultation on performance evaluations, promotions, hiring and disciplinary responsibilities.
· Provides staff support for administrative tasks and projects relative to the Telephone functions.

· Monitors problem management database and follows up with assigned personnel to ensure timely resolution of problems.

· Maintains a central source of information enabling the CC staff and support technicians to recover outages with minimal disruption to expected service levels.

· Invokes problem escalation procedures to coordinate recovery.
· Coordinates training requirements of CC/Front Desk personnel to apply the best skills and knowledge on the job.

· Prepare monthly Dashboard.

· Monitoring agents calls and prepare weekly/monthly quality monitoring report. 
· Contributes to departmental productivity and development objectives by participating in training programs.
· Accurately communicates pertinent information. Assists in the development and implementation of quality improvement programs for assigned department(s).
· Solves problems and makes decisions on a daily basis relative to CC/Front Desk responsibilities. Ensures that effective CC/Front Desk representation takes place for the coordination of work processes and projects with other departments and divisions.
· Performs duties in a cost-effective manner to avoid waste of resources without jeopardizing quality of care and service.
· Maintains competency and enhances professional growth and development through continuing education and conferences
· Management skills are required to successfully perform the planning, directing reporting and administrative responsibilities of this position.
· Demonstrated management and decision making skills concerning processes and procedures, with a track record of completing tasks and/or project within budget and on schedule.
· Ability to manage multiple high priority initiatives.
· Remains on-call during off-peak hours to respond to support service issues. 
· Performs other duties and responsibilities as assigned by the Deputy Chief Service Officer.
DAMAN HEALTH INSURANCE                   
Sr. Contact Center Advisor/ WFM Planner 
April 2009 – Mars 2010
· Forecast the number of calls for every month. 
· Analyze call center daily / monthly operation 
· Prepare the call center shift roster. 
· Manage contact center annual leave sheet.
· Manage Work force management Invision Tool.
· Prepare daily / weekly / monthly calls reports.
· Prepare daily / weekly / monthly agents reports.
· Send SMS to the customers on daily bases.
· Prepare monthly presentation for the management.
· Manage agents’ breaks.
· Other duties as assigned. Use questioning and listening skills that support effective telephone communication
· Answer phones and respond to customer requests. 
· Use an effective approach to handle special telephone tasks like call transfer, taking messages, call back 
· Understand the impact of attitude handling calls professionally
· Effectively deal with job stress , angry callers and upset customers
· Apply the element of  building a positive rapport with different types of customers over the phone
· Responsible to satisfy a customer and maintain good image for the company
RAK BANK, ABU DHABI                           
Senior Relationship officer /Customer Service

 February 2008 – April 2009

· Scout and establish new prospective client contacts to add up to the existing customer listing in the customer information database

· Handle customers by providing them with all information  about the bank packages

· Explain to customers all necessary procedures for opening and closing of business accounts
· Make KYC ( Know Your Customer ) 

· Cooperate with the team to achieve a better target
· Assist the customers with their queries 

· Build a good relation with the customers by providing them the best services

· Help my team to achieve the monthly target
 QATAR AIRWAYS, DOHA 

                                           
 Customer Service Agent

January 2005 -January 2007

· In general our department is handling VIP, Premium Terminal (First & Business Class) and Privilege Club (loyalty program) lounges. We are assigned in rotation basis.

· Closely works and communicates with other departments such as Traffic, Transfer Desk, Check-in, Ticketing, Lost and Found, Hotel Counter and Arrival.

· Meet, assist and escort very important passengers and familiarization groups. Prior their arrival in the lounge, we are preparing necessary welcome formalities for them.

· Entertains passenger’s inquiries and any assistance they may require.

· Responsible for public relation. Building a very good relation with passengers and ensuring their memorable experience in our Five Star Premium Lounges.

· Work as Food and Beverage staff in the busy times or depending on the schedule

· Assist the passengers with their requested drinks 

· Help the passengers with their queries about the buffet and assist them with their preferences 

DIPLOMAT HOTEL, TUNISIA                                       
Customer service / Receptionist
 September 2003 -October 2004
· Provide service with excellent interpersonal and communication and customer service skills to customer and business partners. 

· Handle customers/agents' request for premium quotation, new business, renewal policy and policy endorsement 

· Provide consultancy to customers for the right product and process. 

· Adhere to underwriting guideline, workflow and procedure. 

· Coordinate with internal departments to follow up case for customers/agents. 

· Handle customer complaint promptly and appropriately and escalate the case to supervisor when necessary. 

· Ensure that the service provided to customer meet Service Level Agreement. 

· Take control and responsibility on daily operation to meet department's KPI 

· Learn new products and systems to be able to service customers accordingly. 

· Feedback customers/agents' or system issues as necessary for better service and process improvement

GAMMARTH PALACE                                                                     
Receptionist (part time)
June 2001-August 2003

· To control and be aware of the Room Status to ensure maximum room sales on a daily, weekly and monthly basis. 

· Ensure all financial procedures are adhered to and all cash          

· Logged to ensure correct balance at all times.    

· Key and cash controls are followed at all times. 

· Ensure Guest accounts are correctly balanced and all Sales are posted correctly. 

· To control all credit transfers ~transactions as per hotels credit policy. 

· To carry out reception duties on A.M. and P.M. shifts. 

· Ensure all calls internal and external are dealt with efficiently and effectively. 

· To be knowledgeable of the hotel's reservation system, ensuring all bookings are entered correctly and back up files are kept up to date. 

· Ensure all brochure displays are kept up to date and correct information Displayed 

· Liaise with all departments as and when required to ensure efficiency throughout the hotel is promoted. 

· Attend all Fire, Health & Safety and Hygiene meetings as and when required. In addition, any other relevant training when requested. 

· Carry out any other relevant duties as requested by the hotel management or Director. 

5/ EDUCATION:

2002- 2003:   Diploma of typing Operator 

                         High Institute of Computer, Tunisia

2000-2002:  Economy and Marketing section


     University of Economics and Gestion, Tunisia
June 1999:  Baccalaureate Degree in Economy section.

                        Khaznadar High School, Tunisia 

6/ TRAINING EXPERIENCE:
January 2006: Successfully completed with distinction Electronic     Ticket ( ETKJ ) Training for CKJ with Certificate Of Completion Qatar Aviation Services.
April 2006: Team Building Workshop Certificate with Qatar Aviation.
May 2006: Successfully completed with distinction Dangerous Goods Category 9 ( PHS )  with Certificate Of Completion ,Qatar Aviation.
June 2006: Successfully completed with distinction Departure
Control System (DCS) Check-in with Certificate Of Completion, Qatar Aviation 

June 2008: Time Management Training, RAK Bank Academy.
August 2008: Money Laundry Training, RAK Bank Academy  
May 2009: Call Center Planning/WFM training completed with certification.
June 2009: Medical insurance products knowledge training completed 
Marsh 2010: General insurance product knowledge training completed.

December 2010: World class customer service training completed with certificate. 
7/ LANGUAGES: 
· Arabic: Excellent write and speak. 
· French: Excellent write and speak. 
· English: Excellent write and speak. 
· Spanish: Excellent speak.
. 
9/ DECLARATION: 
I hereby certify that the above information obtained here are true and correct to the best of my knowledge and beliefs. 
 Serco Public
 Serco Public
 Serco Public

