Résumé

Ahmad Osama Omara
No. 6 St. 12 Thakanat El Maadi, Cairo, Egypt
Professional Experience 
February 2009 – Present -Training and Quality Manager (Microsoft Accounts)

Xceed Contact Center – (Telecom Egypt) URL: www.xceedcc.com

 Xceed was established in 2001 to serve as the IT arm of Telecom Egypt with a client base of more than 11 million subscribers. Since then, Xceed has developed into a global provider of BPO services, with multi-sites at multiple locations. Xceed serves to be one of the largest contact centers in the Southern Mediterranean Region.
Job Duties:

Quality Duties:
· Responsible for developing actions to achieve higher quality of service and organizational efficiency 
· Conduct ongoing analysis of quality of service results and process flows and provides process recommendations
· Focal point on process management, interacting with multiple locations to ensure consistency and building leading edge delivery processes 
· Responsible for leading and facilitating improvement projects using structured improvement processes 
· Responsible for advising business managers in developing tactical and business planning processes 
· Coordinating and managing the Customer Operation Performance Center (COPC) Certificate within the entire contract
Training Duties
· Responsible for CSR and management training for entire contract 

· Responsible to develop strategies to enhance training processes and efficiency
· Responsible in terms of planning, designing and implementing training programs that deliver CSR ready for live support within the agreed budget and timeframe
March 2005 –February 2009 – Quality Assurance Manager

C3 The Call Center Company - (Raya Holding) URL: www.rayacorp.com
 The Call Center Company - C3 has taken the initiative to be the first outsourcing call center in Egypt. We offer our clients all the benefits of a call center, while eliminating the difficulties and expense of setting up and maintaining their own in-house facility. This frees up their resources, which in turn increases their focus on refining and developing their core business practices

Job Duties:

· Coordinating and managing the Customer Operation Performance Center (COPC) Certificate

· Conducting improvement projects in several accounts at the organization

· Establishing and deploying quality plans

· Initiating and developing quality control department and operational quality standards

· Training quality supervisors on quality tools and quality standards

· Training Quality Team on COPC requirements and Metrics

· Managing the deployment of COPC requirements and Standards in all Processes

· Establishing and improving the quality culture in the organization

June 2004 – March 2005 - Quality Assurance Manager 
National Paints Factories co. (EL Sayegh Group companies) URL: www.nationalpaints.com,    www.sayeghgroup.com
Sayegh Group is an industrial group that was established 70 years ago and now comprises 29 companies spread amongst the Arab world, Eastern and Western Europe and Asia. The companies are involved in different specialties, chemical, and engineering, real estate as well as general services that provide the consumer with several and various products. The total sales figure has reached 200 Million USD yearly. The group consists of 2500 employees and laborers.

The group mother company is National Paints Factories Co. (National Paints), now is ranking number twenty-three amongst the world's top paint companies and rank one in the Middle East with an annual production capacity of 145 thousand tons . The company started in Jordan then in UAE where it is considered the biggest industrial group in the Arab World and the Middle East in manufacturing of all kinds of paints, then to Qatar, Sudan, Palestine, Kazakstan, Kyrgyzstan, and Egypt and established show rooms in Russia, Syria, Lebanon, England and Rumania. Its exports involves more than 60 countries and major production 

Job Duties:

· Quality Management Systems 

· ISO documentation and documents control

· Tackling the none value added activities in all processes 

· Function  analysis, process control charts analysis that includes analyze problem root causes and trends in all processes

· Board review meetings 

· Establishing and improving the quality culture inside the organization

· Power user for ERP system FourthShift for purchasing department and materials department


Courses               : Quality Assurance orientation
                             (Jordan) 

                            Reporting to        : Quality Assurance Director 
               
(Jordan)
October 2003 – June 2004 – Planning and Follow up Manager
      WADI FOOD Industries co (Wadi Holdings) URL: www.wadifood.com
Wadi Food was created with an ambitious vision to supply the Middle East with high quality, natural healthy products. Growing at a remarkable rate, today it has more than 100 products packaged in a variety of containers according to consumers’ needs. Wadi Food, under the umbrella of Wadi Holdings, was destined from the outset to become the market leader in providing consumers with high-quality natural products. From the first day of production to the present, the company has maintained the policy of providing a superior natural healthy product at a competitive price.

Job Duties:

· Participating in deploying production plans

· Warehouse and buffer stock management

· Materials management (raw materials, packing materials, finished product), based on sales forecast which was my responsibility also to cascade it into monthly plan (with sales coordination) 

· Marketing campaigns stocks and delivery management

· Customer complains management and investigations 

· Responsible in creating the tracing system for batches, subassembly products and final products for HACCP system


Courses:

HACCP Training course, 

                 
 

  
Team Learning Lab course       


Reporting to:
Commercial Director

Courses and Studies

1. Masters Degree In Business and Adminstrattion, The German University in Cairo (Accredited  in all European Union Countries), (Attending)  URL: www.guc.com.edu
Majors:
a. Strategic Management 
b. Management Control
2. Registered Coordinator at the Customer Operations Performance Center COPC international, The United Kingdom, September  2006   

      URL: www.copc.com

3. Certified Quality Manager from the American Society for Quality (ASQ)- USA October 2005 :

             URL: www.asq.org

Modules 

· Leadership

· Strategy Development

· Quality Management

· Customer Focused Organizations

· Supplier Performance

· Management

· Training and Development

4. Total Quality Management Diploma (TQM) June 2004, the Institute of Quality Management (IQM) the American University in Cairo the (AUC) :

      URL: www.aucegypt.edu

Total Quality Management ,ISO Standards (9001,14000) Implementation, Six Sigma Implementation, Manging the Quality Function at all Organisational Departments and layers

The Institute of Quality Management, School of  Business, Economics and Comunication.


   Education




Bachelor degree of Faculty of Agriculture, Cairo University (1999) 
Primary, Preparatory and Secondary (Lycée De Maadi)

Arabic
  
:
Native Language          

English

:
Excellent command of English written and Spoken 

French         
:
Good command of French written and Spoken

Pesonal Skills:

Interpersonal skills

· Leadership skills

· Time management

· High capability in problem solving

· Ability to create team spirirt and team environment

· Aacts as a role model for others

· Workforce management experience

· Data base structured

· Excellent organization and pirortization skills

· Ability to maitain high morality in teams

· Presentation skills

· Contengency plans and real time management sensitivity



Software skills

· Windows Office

· MiniTab 15
· BCMS and Dialer reports

· FourthShift (ERP system)

· STELLA  9.1 (Buiness Simulation Model)


Memberships

· Member at the American Society for Quality

· Registered Coordinator at the COPC association

· Board member of el Maadi El Gedida Roteract club and head of vocational                                                                                                committee  (1997-1999)

Personal Data 

Date of Birth
: 
August 30, 1977
Place of birth
: 
Cairo, Egypt.

Nationality 
: 
Egyptian

Military Status
: 
Exempted                

Marital Status
: 
Married[image: image1.png]
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