Mezyan El Cheikh Hassan
A human

	Address: Dubai, UAE
Telephone: +97150-6755848 
Email: mezyan.elcheikh@gmail.com
Language: Arabic, English 

Skills & Abilities 
· Excellent leadership and people management skills.
· Effective coaching and feedback delivery skills.
· Analytical thinker, Team leader and player, avid learner and quick on my feet.
· High level of organization, order, thoroughness and discipline.
· Customer Service focused.
· Excellent in designing and delivering training.
· Flexible and agile to change while focusing on continuous improvement. 
· Hiring and Training
· IT Skills: MS Word, MS Excel, MS PowerPoint, MS Outlook, Salesforce, Genesys PureCloud, Radixx Airline Reservation System.
Education 

Master of Quality Management	Sep 2003 – Aug 2005
University of Wollongong in Dubai 

Bachelor of Business Administration 	Sep 2000 – May 2002
University of Wollongong in Dubai

	
A little about human me

A seasoned leader in Customer Service, Quality and Training. I elevated flydubai’s operational standards through strategic process improvement and the implementation of Genesys Purecloud, Salesforce (CRM), Aviation Reservation system etc. collectively achieving a 35% reduction in communication error.  Skilled in various areas and adept in motivational leadership, my approach combines analytical prowess with a keen focus on continuous improvement and employee development. I excel in driving team performance and process improvements, embodying professionalism and integrity.

Currently I 

Professional Certification 

· Artificial Intelligence: Implications for Business Strategy – MIT University.
· Certified Trauma Release Therapist 
· ICF Certified Life Coach.
· ICF Certified Neuro-linguistic programming (NLP) practitioner.
· ICF Certified Mental Emotional Release (MER) practitioner.
· ICF Certified Hypnotherapist.
· Certified ISO 9000:2001 Series.
· EFQM Lead Assessor.
· Certified “Up Your Service Trainer” (100 level).
· Six Sigma Yellow and Green belt Certified.
· First Aid responder.





Experience
flydubai 
Duty Manager – Reservation Services (Quality and Training)			 Apr 23 – Jun 24
· Assume business continuity and quality standards.
· Created yearly objectives for contact centre operations & back-office reservation support.
· Implemented Net Promoter Score Survey layered on top Genesys and integrated into salesforce. 
· Increased sales by 5% with tailor-made training materials.
· Revamped the entire Call Quality form.
· Regularly review performance expectations with leadership teams, setting expectations, performance planning, training & development.
· Define requirements to ensure implementation of continuous improvement strategies and initiatives to effectively meet and exceed business & customer expectations.

flydubai 
Customer Service Senior Supervisor (Quality and Training)			 Sep 14 – Mar 23
· Implemented Genesys Purecloud by using telephony as a foundation to operate contact center service handling every aspect of customer interaction, that included IVR (Interactive Voice Response), ACD (Automatic Call Distributor), skills-based routing of phone calls, emails, web chats and social media. 
· Implemented Salesforce CRM (Customer Relationship Management system) to the Contact Centre and Customer Service, that allowed us to capture the complete customer journey from the outset of first interaction through any point of Business contact (Emails, Calls, Walk-in etc.)
· Realized 35% reduction in agent communication errors through continuous training, creating awareness and process establishment.
· Increased client satisfaction rates by 25% through continuous coaching and knowledge alignment.
· Created Standard Operating procedures to standardize our product knowledge base. 
· Implemented Contact Centre IVR integrated with Salesforce that automatically creates a database for every caller and assists with identification of existing ones linking all the information to our airlines reservation system (Radixx) for a complete 360 view of our customer journey. 
· Coach and develop 65 team members across Contact Centre to standardize quality of service.
· Reduce agent errors and technical system failures.
· Providing detailed information and reports to directors as and when required. 
· Member of interview panel for interviewing and onboarding new recruits.
· Develop and maintain Standards Operating Procedures in line with current process.
· Create training modules, courses and materials (products / systems).
· Working closely with creative teams, HR learning and development to design specific tailor-made courses to improve overall performance.
· Look after day-to-day activities.
· Ensuring closure of audit gaps. 

flydubai 
Customer Service Supervisor (Business Class) 				Oct 13 – Aug 14
· Establish entire Contact Centre operations from setting up contracts to hiring and operational start.
· Assisting with the preparation of contractual agreements and ensuring that these are fully adhered to.
· Mass interviews and recruitment selection up to 30 interviews a day.
· Constructing budgets and timelines. 
· Mass training and call quality monitoring to hired staff.
· Maintaining accurate reference documentation for internal management. 
· Develop and implement methods and procedures for monitoring work activities.
· Analyze and resolve high profile customer complaints.
· Endorse corrective action necessary to ensure conformity with operational requirement.
· Interviewing and hiring.
· Establish, develop and maintain monthly Key performance Indicators (KPI).
· Ensure Service Level Agreements (SLA) are met and reviewed for improvement.

flydubai 
Customer Service Officer (Customer Service)					 Jun 10 – Sep 13 
· Working with stakeholders in the organization to resolve high-level escalated complaints ensuring customer satisfaction.
· Develop Call Centre quality scripts for Inbound and Outbound Calls in Arabic & English Language.
· Recognized for exceeding daily email response target by 15%.
· Determine root cause analysis of repetitive arising complaints.
· Process development and maintenance.
· Continuous Call Quality monitoring to identify areas of improvement.

TECOM Investments 
Retention & Recovery Specialist						 Dec 05 – Apr 10
· Developed an effective Customer Management system (Voice it) with respective mechanisms to monitor all customers complaints, feedback, suggestions and compliments across all Business parks.
· Developed and created the marketing campaign to promote the new mechanism to the business parks.
· Part of a lead team responsible for writing the script for the DHEA (Dubai Holding Excellence Award) submission document.
· Member of Business Performance Champion, in charge of aligning department’s process to their objectives and timely closure of audit gaps. 
· Conduct account reviews on a regular basis to evaluate Business Park demands.
· Designing and training system manuals across all users. 
· Develop and report monthly KPI’s.


Dar AlHikma Printing Publishing and Distribution LLC 
Administrative Business Development 						Sep 03 – Nov 05

· Managing a portfolio of over 20 clients up to a value of $1 million. 
· Realized 15% increase in subscription sales through key strategic partnerships.
· Responsible for the entire customer subscription process.
· Identifying and cultivating new customers. 
· Handle local and internal customers and distributor relations.
· Perform administrative duties corresponding with the requirements of the organization including data gathering, analysis and reports.
· Monitoring the day-to-day commercial performance of each account within a portfolio. 
· Responsible for overall process improvements to increase efficiency of process distribution.

Emirates Bank Group 
Customer Service Representative 						Dec 01 – Aug 03
· Within 18 months moved to the User Acceptance Testing Team, responsible for creating and testing the new internal CRM system from design to implementation. 
· Created user manual and trained end-users. 
· Maintaining Service level for Inbound and Outbound calls. 
· Management and resolution of customer complaints.
· Sell bank products and services such as car loans, personal loans and credit cards. 
· Provide product and service information to customers.

Leadership
· I wrote an inspirational story about my life’s journey in a chapter of a book called ‘Women who inspire’ published early 2021.
· I established my Life Coaching website, www.mezyanelcheikh.com and through that medium I pay it forward to the community.
· Facilitated sessions of meditation, life coaching and personal healing sessions.

