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Personal Profile:                                                                                                    
· Address: 

Sharjah, UAE
· Nationality:

Egyptian

· Date of Birth:

May 1st, 1978
· Contact Number:
C/o 0503718643
· E-mail Address:
ahmed.378781@2freemail.com 
 Career Objective:
A challenging position utilizing abilities developed through my experience and education with the opportunity for professional growth based on performance.
Education:

· MBA Student, Jan 2017, Zurich, Switzerland, Campus University, UAE.
Masters of Business Administration, Swiss Business School, SBS.
· BSC of Languages & Translation, May 2002, Al Azhar University, Cairo.
Dep. of Islamic Studies.

Languages:
· Arabic “Mother Tongue”
· English “Excellent”

· French “Good”

Courses & Training:
· Kuwait Food Company (AMERICANA, UAE) – (Leadership & Supervision Training Course for Team Management & SLA) 
· Kuwait Food Company (AMERICANA, UAE) – (Tele sales, Telemarketing & LSM) 
· Kuwait Food Company (AMERICANA, UAE) – (Customer Service Training for HWWT, LAST, Customer Mania & Customer Mania Plus)


· Kuwait Food Company (AMERICANA, UAE) – (Customer Care Training)


· Kuwait Food Company (AMERICANA, UAE) – (Powerful Telephone & High Telecommunication skills) 

· Kuwait Food Company (AMERICANA, UAE) – (AVAYA Tel System) 
· Kuwait Food Company (AMERICANA, UAE) – (Oracle & SDM System) 
· Future Stars Computer Center, Cairo, Egypt 
(ICDL)

· International British Institute I.B.I, Cairo, Egypt (English Language Course)
       •     Valid UAE Driving License.
Work Experience:                         


 Dec 2014 – Present (Kuwait Food Co. Americana - UAE)

Customer service, Call Center Team Leader & Responsible for Americana Brands
         
   Responsible For:
· Lead and manage a team of call center agents consisting of 24 agents. 
· “On-the-floor” activities to assist agents while they are “On-the-floor”.

· Monitor the queue and track the inbound calls, waiting, ABND calls, service level.
· Improve the performance of call center agents by daily & monthly KPI`s.
· Develop the agent`s experience by daily monitoring for agent`s calls and coaching.
· Give training for new hiring staff and train all existing agents for the new products.
· Attend company meetings and training then deliver that training to all agents.
· Review agent’s performance and monitoring evaluation for the agent to enhance the daily performance and quality of calls.
· Review and share the schedules with all agents to ensure all call center objectives are covered.

· Update brand`s menus and agent’s information to be aware all the time for any updates, changes and new products.
· Collection monthly invoices for LSM orders, such as monthly bank payment orders.
2010 – 2014 (Kuwait Food Co. Americana - UAE)

Senior Agent & Responsible for Call Center Support Team

Responsible For

· Give accurate direction and support to team leaders to facilitate successful completion of organization’s targets and performance goals.
· Carefully identify problems that might arise from operations and stores with the use of ethical procedures and professional judgment.
· Serves as mediator between customers and agents in cases of disputes which may arise during transactions calls in case no available team leader on the floor.
· Responsible for 24/7 project to enhance the company sales and profits.
· Responsible for daily coordination between company Ops management team and call center team.
2009 – 2010 (Kuwait Food Co. Americana - UAE)
Customer care representative,  Coordinator (We Care Dept.)
           
   Responsible For:
· Communicating effectively with customers and resolve issues promptly within delegated authority without the need to escalate to the CRM, except in the most exceptional of circumstances.

· Ensuring the use of current standard operation procedures.

· Registering customer's complaints on customer management system.

· Providing the operations manager, a weekly activity report as required. 

April 2006 – 2009 (Kuwait Food Co. Americana - UAE)
Customer service agent (Call Center Dept.)

     Responsible For:
· Answering a high volume of calls and maintain a rapid response rate according to agreed standards.

· Establishing customer relationship based on customer satisfaction, ownership and handling special requests.

· Maintaining Voice tone techniques that quickly build a healthy rapport with customers.

· Using the “selling” not “telling” techniques in approaching the customer.
July 2002 – Sep 2005 (Al Hamedeen shopping center - Egypt)

Salesman
     Responsible For:

· Selling products and services using solid arguments to prospective customers.
· Performing cost-benefit analyses of existing and potential customers.
· Maintaining positive business relationships to ensure future sales.
· Collection (Tahseel) monthly installments from regular customers and suppliers.
