Syed Azfar Nasim

OBJECTIVE

Position where highly effective Call Centre Management experience will add to profitability.

PROFESSIONAL SUMMARY 

· Sixteen years of strong Management Experience
· Focused and Organized with strong background in Operations, Finance, Workforce Management, Marketing & Sales and Client Management in the following industry

Call Center



10 Years

Marketing & Sales


6 Years 

· Cost effective Management Style

· Professional communication, leadership and team building skills

· Self starter

· Ability to develop and maintain partnerships, vendor relationship and client relationship
· Ability to work on several projects at the same time – Strong Multitasking Skills
· Proven track record on implementing strategic plans and directions

ACADEMIC QUALIFICATION

Masters of Business Administration (Hamdard University, Pakistan)
Master of Computer Sciences (In process - Preston University, Pakistan/USA) 

Bachelor of Science (Statistics- University of Karachi, Pakistan)

PROFESSIONAL EXPERIENCE

Senior Manager Call Center, 
Nova Scotia, Canada, June 2005 – Till Date

Currently working in a call center serving retail industry (Women Fashion Catalogs). 
Few of my accomplishment are,

1. Actively involved in restructuring. These restructuring help company to reduce cost by 10%. 

2. Developed new forecasting and staffing tool. These developments improve schedules by 25% and forecast variance reduces to +/- 3% from +/-8%. Net impact to payroll saving million dollars annually. 

3. Developed and implemented new KPI reports for agent productivity. These reports improve productive time by 3% and reduced lost hours by 2%. 
4. Implementing New Payroll solution which will reduce payroll cost by 3.57% .
My core responsibilities consist of:
1. Call Center Performance & Operations
a. Make sure call center is effectively managing business practices and processes to ensure quality results within cost
b. Identify best practices, operational metric and implement standards for consistency within the organization
c. Analyze performance measurement metrics and communicate analysis and recommendations to Executive Management.
d. Establish immediate and long-term process improvement plans to ensure that service quality standards
e. Develop and implement policies & procedures
f. Work closely with Site Director
2. Finance

a. Create and manage budgets
b. Continues monitoring of cost structures and profitability
c. Identify new venues to reduce cost in relation to Talk Time and unproductive work.

d. Review forecasts

e. Proactively provide updates to Director and up on success and challenges in reducing costs

3. Workforce Management
a. Ensure that sufficient resources with the right skills are scheduled to achieve Service Level and other metrics.
b. Coordinate with the Forecasting Team to ensure the implementations and weekly call volumes are effectively and successfully managed in the site operations.
c. Utilize WFM software tools and planning processes to optimize schedules, plan offline activities and develop hiring plans needed to ensure all Performance guarantees are consistently met. 
d. Provide analytical support; make recommendations to ensure optimum resource utilization, and act as the primary contact for all Workforce Planning support.
e. Coordinate, drive and measure results in long and short-term forecasting, resource scheduling, intra day adjustment and real-time adherence management.
f. Analyze contact center performance history to determine optimum off line activities as well as identifying shrinkage and occupancy issues
g. Establish and maintain communication channels with Ops Management, WFM, Training and Sales & Service regarding events that impact call and volumes. 
h. Review contact volume forecasts and staffing gaps with contact center management team on daily and weekly bases.  
i. Provide executive level reports on workload trends & staffing requirements
j. Develop contact center staffing plan for the department headcount budget.  
k. Responsible for tracking actual headcount versus planned headcount
l. Working experience of eWF and Aspect switch.

General Manager Call Centre,

Spica Solutions Inc, Canada, Sep 2002 – May 2005

Spica is a Canadian Base Third Party Call Centre Outsourcing Company with a call center in Toronto. Spica offers services in Inbound-Outbound Calling, CRM, eCRM, Telemarketing, Credit and Billing Problems, Relationship and Account Management, Lead generation and Sales Support, Market Research, E-Mail Response, Database Development, Complaint Handling.

My Core responsibilities consist of:

1. Overview Third Party processes to assure Campaign Quality & Client Satisfaction. 

a. Managing Client and Vendor relationship.

b. Develop true understanding of campaign workflow.

c. Bridging the gap between Client and Operation Call Center Team. 

d. Creating teamwork for the Process.

2. Call Centre Monitoring and coaching

3. Future business planning and forecast.

4. New business development.

5. Monthly and Weekly Sales forecast.

6. Monthly and Weekly financial statement analysis.

7. Monthly and Weekly profit analysis.

8. Monitoring profitability of the Process.

General Manager Call Centre,
Sonitek Limited, Canada, Oct 2001 – Aug 2002

Sonitek Limited is an outsourcing company providing Back Office Support and Call Center outsourcing. Core responsibilities consist of:

1. Managing customer/vendor relations. Developing strategies and policies that improve overall business performance.

2. Implementing improvements in all areas of the business that generate strengthening P&L.

3. Control and manage all the accounting.

4. Providing strategic planning and direction guidance.

5. Managing personnel selection and development.

6. Assigning responsibilities and delegation of authority to subordinates.

 General Manager Call Centre & Sales Support,
Advance Telecom Inc, Canada, Feb 2001 - Oct 2001

Advance Telecom is an authorized sales channel of Leading Telecom company for reselling of telephone lines and high-speed internet services. Responsibilities consist of;

1. Sales data management

2. Re-planning of marketing activities
3. Technical support for Software and Hardware 

4. Network administration

5. Other routine management responsibilities
Sr. Product Manager 

Atco Laboratories Private Limited, Mar 1996- Dec 2000

A Leading National Pharmaceutical Company of Pakistan ($15 million sales) with foreign collaborations like Schering Plough-USA, Beaufour Ipsen-France and Schwarz Pharma-Germany

Broad-ranging authority for developing strategic business plans, training sales teams, developing product pricing and distribution channels, launching nationwide advertising/marketing campaigns, and implementing and monitoring all phases of business plan. Led the entire new business product development cycle from initial concept through full-scale rollout. Reported to Director Marketing.

1. Increased sales 30% and profit 45% within two years.

2. Launched eight new products during 1997-1999. 

3. Launched award-winning product, which generated $200,000 in revenues within first two years.

4. Generate additional $600,000 gross profit in 1999 by implementing an innovative sales incentive program.

Sales Manager 

Nasir Enterprise, Dec 1993 - March 1996

Responsibilities

1. Preparation of Sales and marketing plans.

2. Implementing the sales and marketing plans.

3. Monitoring of day-to-day sales and marketing activities.

4. Monitoring Distributional Sales.
COMPUTER SKILLS


Extensive user of PC, having the experience of working under the environment of Windows, Citrix and Unix.

1. Advance level of working  experience with eWorkforce Management Software

2. Advance Level of working experience with Excel, MS-Word and PowerPoint

3. Advance level of working experience with MS Access database

4. Knowledge of using MS-Project

REFERENCES

Will be available on request.
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