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OBJECTIVE Dynamic, results-driven Customer Service/TeleSales/QA Manageroffering an
impeccable track record of success, delivering sustainable results in optimizing
quality processes, increasing department efficiency, establishing elevated quality
control criteria and exceeding customer/client expectations. Over 8years
experience in Customer Service, Quality Assurance, Operations Management and
SalesTraining. I am seeking a position, which would allow me to put to use my
experience of Quality Assurance and Training, aiming to optimize operating
efficiency internally and improved revenue for the institution(P&L), thus providing
QUALITY with quantity.
PROFILE Administrative -Enterprising -Linguistic (AEL)
A: "I like work that involves looking after and organizing information and things. I
like routines and instructions and enjoy checking facts and figures. I like to be well
organized."
E: "I like work that allows me to take charge and make important choices. I like to
help people make decisions and motivate them. I like the challenge of something
new."
L: "I like work that involves speaking or writing about things. I like the opportunity
to express myself through discussion and debate, and communicatingusing a
variety of media."
EDUCATION
Beacon House InformaticsLahore –Pakistan (Nov 2000 –Dec2004)
Bachelor’s in Computer Sciences
(validated by the Univ. of Cambridge, UK)
Major: Computer Networks
Beacon House InformaticsLahore –Pakistan
Advanced Diploma in Computer Studies
(validated by the Univ. of Cambridge, UK)
Major: Computer Networks
Beacon House InformaticsLahore –Pakistan
Diploma in Computer Studies
(validated by the Univ. of Cambridge, UK)
Major: Computer Networks; Minor: Business
Garrison Science Degree CollegeLahore –Pakistan (Sep.1998–Mar.2000)
Intermediate
(Higher Secondary School Certificate)
Major: Pre-Engineering (Math; Physics; Chemistry)
Laurel Bank Public SchoolLahore –Pakistan (Jan.1996–Jun.1998)
Matriculation
Subject(s): Math; Physics; Chemistry, Bio Grade B
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WORK
* i2c Inc(www.i2cinc.com) Sep 2007 –Till Present
One of the leading issuers & processors in the prepaid card industry. Working for
themasanAssociateManager Client Services, looking after a team of 70Level I &
Level II tech support agents.
Key Features of my Job:
Directly supervise QA, Operationsand Team Leads. Responsibilities include
interviewing, hiring, and training employees; planning, assigning, and directing
work; appraising performance; rewarding and disciplining employees; addressing
complaints and resolving problems.
Develop and train QA, Operationsand Team Leads. Ensure they are proficient in
their job skills and provide constant follow-up training, feedback, and coaching.
Oversee hiring process to ensure all positions are staffed to assigned levels per
campaign to ensure productivity. Analyze staffing levels of CSR's to meet the
fluctuations in call demands and campaigns. Roll out schedule changes and new
hire classes as needed.
Analyze profitability of program by developing weekly Profit & Loss statements.
Includes comparing forecasted revenue to actual’s and explain variances. Make
adjustments as necessary. Includes ratio management to ensure proper staffing of
resources in QA, Operations Dept.based on the expected volume.
Co-facilitate employee satisfaction throughout the center through incentives and
floor-wide activities. Includes holding focus groups to gauge employeesatisfaction
& conducting GAP Analysis.
Detailsof Responsibilities:
Responsible for streamlining all the processesand leading the exciting
development of product processing department and teams. Experienced in policy
processing and setting strategic plans forthe delivery of services across new and
existing teams. Imanage staff, hire, mentor and motivate to ensure high
performance levels, managing the service team, ensuring high level customer
service overseeing complex transaction situations, complaints, procedures, root
cause analysis, setting action plans to resolve issues and improving service
delivery.Communicating with all the departments and making sure that we are
delivering on time for various projects as per customer queries.Conducting
trainings for all the departments and for clients on various card programs and
instances.Do analysis and generate change requests for all the applications and
get them developed in house. Do beta testing for all the instances on production,
attend conference calls onbehalf of the company with the clients.Currently
launched a new prepaid MasterCard/Visa program for Western Union &Bancorp.
Recent Clients;Black Hawk Network, T-Mobile, Green Dot,JPMC, 1800Tarjetas,
Convenient Cards, RevupCards, AMG, Payoneer, VeritiesBBB, Merchant
Processing Intl & Money Solutions Intl etc...
 TRG Customer Solutions (www.trgcustomersolutions.com)
Nov 2005–Sep 2007
Workedfor them as Sr. Ops. Supervisor handling outbound project for Reese
teleservices and went to Philippines for management training for 3weeks.
I was immensely involved in the IT/financial side of the outbound operations
keeping a close eye on Department Budgets, Facility Expense and Client
RevenuesOrdering Leads…P&L’s.Preparation of weekly and monthly reports
including Bill to Pay, SPH, RPH, DPH and other assigned reports on hourly basis
like production analysis, operational scenarios, and Floor rhythms as well.
 Manage a team of agents.
 Meet Production target of the team communicated by the AccountManager
 Be available to the agents for the effectiveness of team's operations.
 Manage by walking around. Be visible to answer questions.
 Motivate and encourage agents through positive communication and
feedback
 Help agents meeting their daily target
 Responsible for "on-the-floor" activities, andavailable to assist agents
while they are "on-the-floor."
 Meet at least once each week with myteam and review the following topics:
 Review the past week's Targets and upcoming challenges.
 Disseminate product information and new trends in the research to the agents.
 Introduce new staff members (If there is any).
 Communicate target deadlines and form strategies.
 Answer questions and comments.
 Provide agentswith a glimpse of future weeks.
 Perform at least one monitoring evaluation with each agent bi-weekly
 Spend 20 to 30 minutes reviewing the agent's performance.
 Keep track of attendance, daily production, leaves, etc by each agent.
 Create and maintain files on each agent’sperformance.
 Meet AccountManager and Communicate conclusion of weekly sessions
with agents.
 Present to the AccountManager at end of each week next week's
monitoring assignments and a plan for the team.
 Create a detailed plan of the way in which you plan to impact your team's
day-by-day performance
 Divide the team into three groups (top, middle and bottom), and eliminate
those who are falling in the bottom.
 At the end of each working day, take few minutes to log into the "daily
notebook" any feedback or analysis from that day's interaction with the
agents.
 Meet with Resource Executive to review any issues related to agent’s
performance.
 Create effective channels of agents feedback
 Suggest any training plans to improve the performance of the team.
A. Clients
1. To prepare reports for client correspondence for own work area(s) or assignments as appropriate, for clearance of his reporting function.
2. To deliver the project deliverables under guidance of senior staff.
3. To research issues and problems, and provide suggested solutions.
4. To deliver quality services to clients within scope of project role.
5. To put into practice the concepts of the company’s approach, including planning
and completion.
B. People
1. To develop better working relationship with team.
2. To coordinate with other team members to deliver the project objectives.
3. To set objectives for himself/herself and show commitment to achieve them.
4. To show commitment to foster his skill development on projects or in the practice.
C. Firm
1. To identify the opportunities to improve efficiency on assignments.
2. To perform tasks assigned in the projects in way that ensures the best
practices in project management are being followed within his practice area(s)
 Ovex Technologies (www.ovextech.com) Aug 2002 –Oct 2005
 Supervising& assisting a team of 30 TSR’s
 Daily Sales Review with my team, in the beginning of the day.
 Development of new Strategies with constant feedback sessions with my
team.
 Operations responsibilities: Scheduling TSR shifts breaks and establishing
floor polices.
Daily/Weekly report submission
 Due to my constant motivation and feedback, my team has been capable
of increasing sales at a rate of 10% per day.
 Reports compiled and submitted by myself include Daily Individual Sales
Report and Weekly-Biweekly Sales Report
 Compilation of Monthly Sales Conversion Report for every TSR, to calculate
and finalize their Sales commissions.
 Taking escalated calls and successfully reaching call resolution with the
customer.
 Quality monitoring and management, including weekly calibration
sessions with the Quality Assurance team.
TRAINING:
 Conduct interviews for the recruitment of new CSR’s.
 Single-handedly, carry out training of each batch of new CSR’s. Training is
done over a week’s time and includes both Customer Service training and
Product Knowledge training using multimedia. In charge of selecting
amongst each fresh batch, the best and most capable CSR’s to come onto
the floor.
 For the first time, compiled a 140pages training manual, which now
serves as a basic tool for all employees; frequent updating of the manual,
to incorporate changing product knowledge.
 In a period of 2 years, I have trained approximately 50 CSR’s, 10 QA
analysts, 2 QA Manager’s and 1 Operations manager.
 Compile and prepare weekly quizzes to be conducted amongst the CSR’s,
for constant product knowledge testing.
 TransData (www.transdata.biz) July 2000 –Aug 2002 Pakistan
Worked for them as an Operations Manager 2years.
 Leading a team of 100teleservicesagents and technical support engineers
(Microsoft/ other technology products).
 Managing P&L’s -Departmental Budgets –Service Delivery Management
 BPO functioning and quality management analysisreporting.
 Dealing directly with the US client and generating business leads for new
accounts.
 Successfully achieved two new accounts for the company and supervised
them single-handedly.
 Launching and establishing a Quality Assurance Department.
 DefiningQuality Management processes and Quality Control criteria
 Monitoring services provided for 6 main projects which include Inbound
Customer Support and Live Chat Support.
 Designing and Compiling of all Quality related reports, including Call Quality
Monitoring Reports, Call Centre Quality manual, Agent Performance Appraisal
Reports.
 Recruitment of new QA agents/CSR’s, regular employee performance
appraisal based on the quality criteria defined by the Client Company.
 Leading the company towards ISO certification.
HONORS  & POSITIONS HELD:
 VP-External Marketing: Beacon House Informatics Software Cell (BISC),
Lahore –Pakistan; 2003–2004. Some of the arranged events were: out of
station college trips, exhibitions and fun fairs; college and out-of-college
cultural parties and festivals
 Class Representative: in Matriculation, Laurel Bank Public School, Lahore
Pakistan, and 1997–1998.
SKILLS Website Development: using tools like Macromedia Flash, Dream weaver and
FrontPageDatabaseDevelopment Well heeled knowledge of: HTML; CSS; JAVA;
Advanced C-Language, including Data Structure development; J2EE Architecture;
MS Office and Windows (98; 2X; NT) Affluent know-how of Design patterns such
as: DFD; Flowcharts; Class Diagrams; Sequence Diagrams; Unified Modeling
Language (UML) etc.
Basic knowledge of Computer Networking, Architecture and Operating Systems
Professional ‘Project Documentation’ developmentLanguages: Affluent in reading
writing and speaking English, Urdu,Hindiand Punjabi.
INTERESTS & ACTIVITIES:
 Broad-scoped societal and communal activities, like organizing public events.
 Playing cricket, soccer playing and Karate.
 Listening to music and watching movies.
ASSOCIATIONS
 Microsoft http://beta.microsoft.com
I have been doing  Beta Testing  for “MS” on the following 2 products:
Microsoft Live Communication Server 2005.
Microsoft Virtual Server 2005.
 Profile
http://www.linkedin.com/in/syedmasoodibrahim
 TeenCentral.net
Doing online counseling for this organization and also acting as an
Online mentor and helping kids internationally, Its associated with
KidsPeace.org
 Aump.org
Doing website beta testing for them basic job function is to check the working
of the website and report any bugs their.
 Paltalk.com
Working for them as a customer support officer my nick was TopGun
(palsupport) our basic aim over there was to provide intermediate to advanced
level support to users of the program I was working voluntarily for them for
about 3 years.
 RazaBaba.com
I participated in developing scripts for RGOD’s new website.
View my certificate online here: http://www.geocities.com/pctechpk/cert.gif
 InterGOV International / International Web Police
I am working as they’re representative in Punjab region we provide support to
victims of cyber crime my Badge# 04288.
