WALID M. SOUEIDY
Mansourieh - Lebanon
Mobile: +961 3 14 02 14 | Home: +961 4 533793 | E-mail: walid.soueidy@gmail.com
PERSONAL DATA
Nationality:
Lebanese
Date of Birth:
24 November 1972
Marital Status:
Married
PERSONAL ATRIBUTES
Dynamic and confident, dedicated customer service leader with career-long record of promotion, stakeholder satisfaction team building and strategic insight.

Versatile and resourceful professional with valuable customer support and problem resolution expertise. Solid reputation for ensuring heightened level of customer satisfaction. Unique ability to quickly acquire product knowledge. Pro-actively contribute to the improvement of the working environment. Highly developed organizational skills; accustomed to maintaining high productivity level with heavy workloads. 
EDUCATIONAL BACKGROUND
Telecom Mini MBA (Management & Leadership Academy London)                         


2009
                              .
PROFESSIONAL EXPERIENCE
Head of Customer Service Department – Nymgo, NymGuard, Nymgo plus and Nymcard



April 2013 - Present
Managerial: 
· Leads the Team in order to provide Quality Customer Support. 
· Assists, motivates and communicates resourcefully with the Team to ensure the proper functioning of the Unit as well as to deliver and contribute to achieving corporate objectives. 
· Participates in the screening process, recruitment and the on-going training of the Unit. 
· Reviews and validates the individual appraisal of the Supervisors. 
Operational: 
·  Plans, organizes, directs and controls the Supervisors’ daily work and achievements. 
·  Assists resolving pending tickets and ensures that they are rightly distributed to the various concerned entities.
· Provides accurate information to the supervisors’ inquiries, issues or questions.
· Monitors the supervisors’ communication skills in addition to assessing and following-up their needs in terms of training and continuous knowledge.
· Prepares statistics as well as reports to the Higher Management on a regular basis (daily, weekly and monthly) and when requested.
· Reports serious anomalies and major problems when occurred; alerts and suggests appropriate resolutions to fix the inconsistencies.
· Respects and applies the Organization' approved processes and procedures.
· Proposes Customer Service improvements.
· Manage the Digital marketing customer service issues (Facebook, Twitter & Google play).
· Credit cards fraud detection.
· Manage the KYC process.
Behavioral:
· Maintains and advocates a good professional relationship with the various subscribers.

· Projects a professional image of the Organization.
· Works efficiently under pressure. 
· Upholds confidentiality of information at all time.
Head of Telemarketing – The Net Holding – Sin-el-Fil 



  October 2011 - March 2012
FTML – Faldete – Orascom (Cellis-Alfa) – Furn El Cheback 




   1998 – 2011
Point of Service Beirut Manager 









    2001 - 2011      
· Managing a team of 23 persons: 3 Receptionists, 5 Cashiers, 1 Cashier Senior Supervisor, and 14 Customer Service Representatives.
· Setting and controlling the internal KPIs in order to achieve them.
· Receiving and helping personally or by call, customers with problems that need managerial Interfering and critical decisions.
· Participating in the feasibility study of new marketing projects and provide critical feedback regarding their impact on the contact centre and Pos.
· Controlling and auditing the cashier activities.
· Approving the global cash flow of all the 7 points of service (Beirut, Chtoura, Saida, Tripoli, Jounieh, Halba and Nabatieh).
· Preparing and sending monthly reports to the Higher Management.
· Ensuring the high quality of Service.
· Writing Pos Beirut procedures and updating them whenever is possible.
· Guarantying the respect of the procedures and their implementation by the whole team.
· Ensuring the implementation of the company’s quality standards.
· Recruiting new team members whenever a vacancy occurred.
· Writing and updating the department procedure and work instructions in order to ensure the unity of the teams actions and work.
· Coaching the team members, constantly, in order to increase their 
motivation and productivity.
· Helping the contact centre in the rush hours by providing team members to assist them by answering customer calls.
· Audit the team members when they receive calls by listening to their conversation in order to evaluate them.
· Setting the PoS budget on a yearly basis according to the sales forecast.

· Setting the PoS sales KPIs and monitor their achievement.
· Constantly train the team members to ensure a professional behaviour.
· Constantly update the SF (special forms) to reduce errors and time.
Customer Service Representative 









    1998 - 2001       

· Receive customer’s calls and try to help them.
· Receive the customers in the point of service and answer their demands.
· Receive customer’s bill payments.
· Suggest new features and processes to constantly improve the customer experience.
Regency Palace Hotel - Adma – Lebanon 







     1995–1998
· Night Auditor & Cashier.

TRAINING & CERTIFICATES
· Advanced Excel




2011
· Red Cross Training




2011
· Telecom Mini MBA                                         
2009 
(Management & Leadership Academy)
· Charging System (CS) 4.0 Minsat                      
2009               
      Ericsson
· Alfa BTO:QC Knowledge Transfer Training        
2008               
       Internal
· Problem Solving & Decision Making                
2007                       
 CSP
· Stress Management                                

2007                      
 CSP
· Team Work                            



2006              

YUP
· Coaching for CC Managers        


2006         
     Wyndner
· Body Language & Face to Face      


2006   


YUP
· Foundation of Management & Leadership    

2006   


YUP
· Sales Techniques                  



2005
· Business English                                   

2005
· Team Building-grid International 


2004
· La Culture d’Entreprise Cas FT         


2004
· PABX                   




2003
· Contact Client Face to Face 



2003
· Microsoft Excel 1




1999
· Microsoft Excel 2 




1999
SEMINARS
· Strategic Management                                           
2006              


(Hotel le Gabriel - FTML)     
LANGUAGES
English, French and Arabic (all very good spoken, written and read) German A2 Level.[image: image1.png]
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