ASIM Osman.   

Contact Center Supervisor
Cell phone: +971-583059915
Dubai – United Arab Emirates

Career Summary:

More than Fifteen years’ experience in customer service field. Call center operation management. Customer experience, training, employee coaching, performance improvement, fulfilling agreed KPI’s Targets and achieve highest SL, Customer Satisfaction, hosting call centers managements, digital and non-Phone skills (Web chat/ SMS/ Social media channels & Remote Agents {Virtual} managing). Ability to arrange shift schedule forecast (WFM) and break times follow up.
Personal Information:
Full Name:

 Asim Abdelraheem Ali Osman

Date of birth:

 28-August-1978.

Gender:

 Male.

Nationality:

 Sudanese.

Marital Status:
              Single.

Religion:

 Muslim

             E-Mail:                             asimireabi@gmail.com  

             Linkedin Profile:             https://www.linkedin.com/in/asim-osman-a2409521b/
             Facebook:                        https://www.facebook.com/profile.php?id=100011381773618
             Instagram:                       @asimereabi
Contact Number:
 +971-583059915
Current Location:          Al Barsha 1
                                         Community 373, Street 11.

                                         Napoli Tower.  

                                         Dubai - UAE
Work Experience:
Call Center Supervisor
Zain Sudan, Khartoum. July-2016 to April-2022

Supervise the call center representatives to ensure customers obtain prompt service and fulfilling agreed KPI’s and SL targets by insure the accurate information are delivered and resolution of complaints. Increase the knowledge, expertise and productivity of the CSR’s under my direct responsibility (110 team members {Batch50}).
Postpaid Call Center Supervisor (Acting)
Zain Sudan, Khartoum. January-2014 to June-2016
Responsible of postpaid and corporate subscribers call center daily performance. The postpaid and corporate unit contains 95 team members on my direct supervision (Agents KPI’s & Performance and skilled group SL).

Contact Center Supervisor (Acting)
Zain Sudan, Khartoum. April-2012 to December-2013   
Responsible of day to day call center operation and agents follow up during shifts and live monitoring calls traffic and KPI’s.
Franchise Project Coordinator (Rotation)
Zain Sudan, Khartoum. June-2010 to March-2012
Fulfilling sales expansion plan by stablish a new retail shops and revamp existing cooperating with the franchisee’s and coordinate the process of selection criteria for bidder applicants depends on locations. 

Contact Center Agent
Zain Sudan. Khartoum. October-2007 to May-2010
Handling customers inquires by providing accurate information and solving complaints in professional manner to grantee customer satisfactions.

Qualifications:

· Bachelor Degree of Arts in English Language & Mass Media - University Of Khartoum - December 2005 (Sudan).

Training Programs:   
· Digital Transformation online Training by Alaoula for Financing & Accounting Studies – September 2020 – Khartoum Sudan.

· PMP online preparation course – September 2020 – Khartoum Sudan.
· Managing People towards Excellence Training – October 2019 – Cairo – Egypt.
· Business Analysis (CBAP Certification Prep. Course-Advanced Level) - October 2018 – Khartoum Sudan.
· ICTS for Disaster Management for Arab States (Disaster Preparedness & Response) by ITU & GSMA - August 2017- Khartoum - Sudan.
· Strategic Planning & Organizing – August 2016 Khartoum – Sudan.
· ISO (External & Internal audit) Awareness by Zain HR Training Dep. Khartoum Sudan.
· Essentials Marketing: Essential of Customer Acquisition Retention & Loyalty – August 2015 – Khartoum – Sudan.

· Customer Relationship Management (CRM) - October 2014 - Khartoum - Sudan.
· Problem Solving & Decision Making - May 2013 Khartoum – Sudan.
· Insights Call Center Team Leader – May 2012 – Khartoum - Sudan.

· Telecom for non-Telecom by Zain HR Training Dep. Khartoum Sudan
· Leadership Skills by Zain HR Training Dep. Khartoum Sudan

· Developing High Performance Team
by Zain HR Training Dep.
· The Excellence in Customer Service by Zain HR Training Dep. Khartoum Sudan



Languages:
· Arabic:  Native (mother tongue).
· English: Professional Writing & Speaking.
Skills:
· Good data analysis skills & Reporting skills.
· Attends interviews panel & selection criteria for CC agent’s candidates.
· Good presentation skills, responsibility and accountability.
· Ability to work in team & being Collaborative and Cooperative
· Ability to work in hardship operation areas.
· Ability to organize work and prioritize as necessary.
· MS Office: MS Word, MS Power Point, MS Outlook, and MS Visio Application.
· Problem Solving.

· Commercial Awareness.

· Concern for Standards/Efficiency, concern for impact & Results focused.
· Coaching and consultancy skills.

· Ability to work in team either inside or outside the department.

· Builds very good working relationship & Team development.

· Self-starter, able to use own initiative, Creative and motivator.

· Planning and organizing skills.

· Strategic, Analytical thinking & forward Planning.

· Knowledge transfer.

· Time management.

Voluntary Work: 
Since the beginning of the outbreak and spread of Coronavirus COVID-19 in Sudan in the half of March 2020 and in the last of April-2020, Zain Sudan voluntary initiative an integrated hosting of the Federal Ministry of Health national call center for the health emergencies on Zain customer care building by provided fully managed call center services with today's modern call center solution hosted in Zain datacenter till the half of last September-2020.
So, I arrange below mentioned for the Ministry of Health Call Center:
1- Intensive Training for 72hr to 110 agents (Soft skills training, how to deal with customers, Type of customers, managing call duration, Call Center KPIs and its Targets, Handling calls with high quality of service).
2- Fully IPCC/CSP system training for MoH staff (Agents & their Supervisors).
3- Generate daily, weekly & monthly system reports for the traffic, call reasons, symptoms, COVID-19 Case reported by states and sent to MoH to take right decisions.
4- Generate Agents System Reports (Weekly & Monthly) to keep agents’ performance high and conduct coaching session.
Knowledge of Call Center Software & Systems:
Call center operation is one of the most complicated operations, so to become easier telecom companies used very good call center System, Software & Applications.
Systems & Software I easy to deal with:

1- CISCO Call Center Software (American multinational technology).

2- IPCC Software (powered by Huawei).
3- Remedy ITSM customer support ticketing System (India).
4- BMC Remedy Action Request System (Helpdesk).

5- CBIO (Charging & Billing in One) CX & AX Applications. Powered By Ericsson.

6- Nova Care - complaint management system (Powered By EXFO and Astellia – Canada).
7- OTA for device internet configuration.

8- Oracle ERP (E-Business Suite).

9- Local VAS Applications.
References: 

1) A/Rahman Ahmed El Dai

Contact Center Team Leader

Call Work: +249900017712

Mobile: +249-912398188

E-mail: abdRahman.Eldai@sd.zain.com
Zain SD.

2) Mazin Osman Mustafa
Contact Center Hosting Team Leader

Call Work: +249900017713

Mobile: +249912399547

E-mail: Mazin.Omustafa@sd.zain.com
Zain SD.

3) Faisal Khidir Bakri

Contact Center Performance & Hosting Service Manager

Call Work: +249900017715

Mobile: +249901239948

E-mail: Faisal.Khadir@sd.zain.com
Zain SD.
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