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Mohamed Hamed Abd El Khalek - Curriculum Vitae

Personal profile

I am an Egyptian Call Center Operation Manager with more than 9 years of experience, and gathering the experience of the high-tech tools in managing contact center customer operations and data entry processing from Egypt, Malaysia and Syria.

I had the opportunity to supervise a staff of 122 call center representatives and data entry processing agents with 6 supervisors, and maintaining the operation flow and productivity up to acceptable standards.

I would welcome the opportunity to further discuss my skills and this position. If you have questions or would like to schedule an interview, please contact me by phone at +20169990161 or by e-mail at moodyfirst@gmail.com.

Skills

· Customer Operation Orientation

Problem solving.

Ability to organize others.

Ability to work with facts and figures.
Excellent communication skills.
Leadership certified

Achievements

· Workforce Utilization

Achieving to utilize the working teams across shift hours/incoming call flow.

Employment history

Call Center Manager, Egyptian Automotive & Trading Co.

Volkswagen Egypt – Audi Egypt

February 2009 – Present

Click Here:- http://www.audi.com/eg/brand/en/company/corporate_management.html#source=http://www.audi.com/eg/brand/en/tools/navigation/audibar/contact.html&container=layerModal
Call Center Manager, Esnad - BPO

August 2008 – February 2009

Esnad is an Egypt-based outsourcing company. The company was established to provide organizations with business process outsourcing (BPO) services that aim to drive long-term cost reductions while keeping a focus on continuous performance improvement. The BPO services provided by Esnad include Finance & Accounting outsourcing, Contact Center outsourcing and Market Research outsourcing. These services are extended to organizations across public and private sectors as well as in-shore and offshore.

Operation Manager, InanaCall - Contact Center Services

March 2007 - February 2008


Responsibilities

· Run, Manage and observe the operation department, maintain the establishment of the company’s policy and establish the quality measurements at the global quality benchmark.

Achievements

· Establish new call center internal policy.

· - Increase and maintain the call center productivity at 70%.

· - Work as a communication channel between the operation department and the domestic/global clients.

· - Compose and establish the operation ISO processes in the call center to apply for International Quality certificate.

· - Utilize the man and financial resources to the maximum to reduce the expenses to the minimum.

· - Maintain the employee satisfaction above 70%.

Assistant Manager Operations, Scicom (MSC) Berhad - Malaysia. Nokia Careline for Middle east Africa

April 2005 - March, 2007


Responsibilities

· Support, coach and manage a team of Executives - Customer Service and/or Technical Support to ensure that both operational targets and service levels are achieved.

Achievements

· Act as a line manager for a team of executives to ensure that both operational targets and service levels are achieved.

· Communicate performance against objective with the individual team members and to monitor constantly their performance in terms of agreed key performance indicator (log-on time, time in wrap, average handle time)

· Work with Manager - Operations/Analyst to co-ordinate shift rosters for the team members and to ensure that agreed shifts will be covered

· Support the Contact Centre in achieving its overall service levels (average speed of answer, abandoned calls, % calls answered within service level) 

· Conduct call monitoring either by listening in to the recorded calls or to live calls and subsequently undertake coaching sessions with team members

· Conduct regular team meeting and buzz sessions to ensure that two-way communication is maintained between team members and management

· Support the management team in the creation of management reports to agreed time scales

· Undertake any administration associated with payroll, performance related bonus, staff annual leave/MC applications, expenses claims and amendments to staff rosters 

· Disseminate information received from client contact point to the team members as soon as possible and to ensure the team members are fully briefed on the information received

· Attend to any high level customer complaints received by team members and spend an agreed proportion of time answering queue calls

· Identify areas for service improvement and make recommendations to the management team

Senior Customer Service. Raya Contact Center a Subsidiary of Raya Holding

March, 2002 - April, 2005


Responsibilities

· Handle incoming and outgoing customer inquiries or concerns.

· Resolve customer complaints and problems to the satisfaction of the customer.

· Use all acquired skills training to maintain the call duration within agreed limits and meet SLA, in order to reduce costs and maximize revenue.

· Complete all necessary documentation related to project operations.

· Enter customer data and other relevant information into the call center database as required.

· Suggest improvements to the call center processes using Quality Management System guidelines.

Achievements

· Maintain confidentiality of the client and customer data.

· Capable of selling the customer products through the phone (if applicable).

· Taking inbound support calls as needed, including, troubleshooting problems.

· Interfere with the call center clients concerning the day to day operation management.

· Maintaining staffing schedule during hours of operation.

· Act as first line of escalation for customer situations that cannot be resolved by the Customer Service Representative.

· Handling of complaints, dissatisfaction issues, and policy dispute resolution.

· Ensuring that all the agreed upon client requirements are met on daily basis.

· Other duties as assigned.

Education

Bachelor Degree of Archaeology, High Institute of Tourism & Hotels in Heliopolis, Cairo, Egypt

October, 1993 - September, 1997



Hobbies and interests

· Playing Football

· Reading

· Surfing the Net

Referees

Dr. Marwan Zabibi

Vice President - Inana Group

00963933789999
00963933789999
zabibi@inanagroup.com
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