Ahmed Nabil Mohamed Refaat

Date of Birth: 20th of August 1978

Nationality: Egyptian

Marital status: Single

Address: Heliopolis, Cairo, Egypt.

OBJECTIVE
Seeking a job opportunity in the Field of Business, customer service, where my academic background, experience, presentation and interpersonal skills maybe used and developed

EDUCATION

Year 2000   Bachelor of commerce, Accounting, Ain Shams University.

My strong Achievements

· Shared in the first establishment of Barclays call centre start-up.

· Shared in the development of Barclays call center from small room with 8 agents to (contact centre) with 60 trained agents through 3 months.

EXPERIENCE

Dec 2006 – till present

Barclays Bank Egypt
Job title: Call Center Assistant Manager

Grade: Call Center Manager

Reporting line:  Chief Operation Officer - COO& Head of Quality and customer service 
Responsibilities:
· Reporting to myself 2 Team Leaders, 4 shift leaders, 2 coordinators and 60 agents.
· Making the call center MIS in daily and monthly basis and send it direct to the       Managing Director, COO and the Regional market  
· Responsible of the call center sales target for the banking product over the phone. 

· Responsible of trains new call center Team Leaders.
· Setting the monthly shift schedules for the call center agents.
· Ensuring productivity standards for the unit.

· Daily assessment for the Team Leaders and the agents.
· Setting action plans for the third phase of the call center for development

· Quality control through listing calls. 
· Responsible of all authorization cases.
· Daily analysis for the service level and abandoned rate and the agent’s productivity.

· Responsible of the performance appraisals for all call center staff.
· Developing, Updating and maintaining the Unit.
· Ensure people metrics for absence/ attrition and EOS are to be set and achieved.
· Interact with HR Advisor to identify potential candidates for the Call centre and interview candidates together with HR.  The role holder is responsible for appointing Call Centre Agents.
· Act as first line of escalation for Customer's situations that cannot be resolved by the Team Leaders.
July 2006 – Dec 2006

Barclays Bank Egypt
Job title: Call centre Senior

Reporting line:  Call center Manager
   Job Description:

· Leads team of 30 agents.
· Responsible of handling the shift.
· Responsible of the call center sales target for the banking product over the phone.
· Daily assessment for the agents.

· Calls monitoring.

· Interfaced With Other internal departments to resolve customer problems and request as necessary.
· Ensured compliance of call resolution with appropriate policies and procedures.
· Responsible of trains new call center officer.

· Service level not less than 95% through my work period.

· Handles effectively difficult customer’s calls by providing alternatives, empowerment and solutions.

June 2003 – July 2006

Citibank Egypt N.A 

Job title: Senior& Authorizer In telesales and customer service Dep.

Reporting line: Telesales& customer service Team Leader
· Selling personal loans and credit cards over the phone for new and X-Sell customers

· Providing comprehensive services to Citibank customers & handling the inquirer’s requests and complaints
· Resolve customer complaints in minimum time frame in a friendly and efficient manner while maintaining courtesy and professionalism.
· Interfaces with other internal departments to resolve customer problems and requests as necessary.
· Ensure compliance of call resolution with appropriate policies and procedures.

May 2002 – May 2003

MENA TRADE (SAZ)

Telesales Team leader
· Leads a team of 10 executives to sell company products (Discount Cards).

· Assist in marketing department, responsible for all advertising issues, assist in marketing campaign, plan and arrange for exhibition

· Communicate with other companies to offer our services, setting sales force objectives, designing sales force strategy, prepare sales promotion price list quotation and packages.

June 2001 - July 2002        

EMAC GROUP CORP
· Customer Service to serve customers inquiry and solve their Complaints
· Trainer   for software program (Accounting program)To Provide trainee for this software
COURCES& CERTIFICATES
	Courses
	Place

	English course
	The American University in Cairo AUC

	Certified Management Accountant (CMA)
	Cambridge Academy

	Delivering customer service excellence workshop
	Barclays Bank Egypt (Pro Mark)

	Relationship Sales Training
	Citibank Egypt 

	Retail Products& Policies
	Citibank& Barclays Bank

	Sales Skills Training
	Citibank Egypt

	Authorization Training
	Citibank& Barclays Bank

	Fraud Awareness, Citibank.
	Citibank& Barclays Bank

	Compliance& Money Laundry Policy
	Citibank& Barclays Bank

	Credit Policy training
	Citibank& Barclays Bank

	Personal loans& Credit card policies 
	Citibank& Barclays Bank

	Communication skills training
	Citibank Egypt


SKILLS
COMPUTER SKILLS:

Excellent working knowledge of win Xp, Office 2007 And Internet research.       

LANGUAGE SKILLS:

Fluent in spoken and written English.
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