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Usman Tariq Butt 
Cell: +971-55-8339986, +971-50-5253218, Al Ain UAE
Nationality: Pakistani, Visa: Employment
Email: usman.tariq2@hotmail.com 
Career Objective:
Looking for a position in a career oriented corporate organization that provides me with challenging work environment where I can perform to the best of my abilities and play my role in the growth of the organization
Career Profile:

Sales Executive Enterprise/Consumers DU TELECOM UAE 


June 2011 – Continued

· Identifying and meeting the needs and expectations of customers through the application of the skills and knowledge acquired for the role and deliver exceptional customer service

· Ensuring that policies and procedures are adhered to, including compliance to Contact Centre specific policies and procedures, company specific policies and procedures, etc.

· Ensuring that all individual targets and KPI’s (Key Performance Indicators) are consistently met or exceeded, understanding the relevance and impact of those factors on the team’s overall performance.

· Use skills and knowledge of products to consistently identify opportunities to maximize sales potential

· Continually developing own skills by attending all required training courses and maintaining an up to date knowledge of products, services, systems and work processes necessary to carry out the role and to achieve accreditation in relevant business skills.

· Ensuring regular reviews with team performance manager are carried out.

Supervisor Contact Center 
 WARID TELECOM, Lahore, Pakistan
 Feb 2006 – June2011

Supervisor Inbound

· Created sense of ownership within the employees and resolving employee issues, if any. 

· Worked constantly for development as well as continuous improvement for the entire team. 

· Monitored and organized team on a day-to-day basis. 

· Increased opportunities of sales. 

· Handled escalated calls, complaints, questions, and queries as necessary. 

· Created conducive work environment for the entire contact center’s staff. 

· Carried out team meetings and actively participating in the monthly and weekly meetings. 

· Documented general reports on each team member’s performance and targets as well as ensuring that they exceed the targets.

Supervisor Outbound

· Looked after all outbound operations including task audit, reporting for inbound call center

· Provided assistance to the manager operations in day to day operations.

· Did execution of plans devised by manager operations

· Prepared report of all disputed and incomplete complaints of customer’s in-order to complete the Customer Complaint Cycle using Ms Excel.


Supervisor 789 – First call activation

· Leaded team of 30+ agents in Contact Center & ensuring that all targets are achieved with required service levels & quality standards

· Worked on extracting the raw data for all activities done in this department, convert it into MS Excel format and then perform reconciliation procedure to ensure 100% accuracy of data with CRM

· Conducted weekly performance analysis of CRM, desktop systems.
Customer Service Representative WARID TELECOM, Lahore, Pakistan

· Took immediate and all possible measures to resolve customer’s problem keeping company policies in view

· Engaged in meeting with daily quantitative as well as qualitative targets

· Provided solutions to more than 250 customers on daily basis keeping in view the two broad categories of quality evaluation including Courtesy and Accuracy of information.
· Directed training and trained staff to operate computer and peripheral equipment

MNP Retention Project WARID TELECOM, Lahore, Pakistan
· Directly handled the customer’s queries regarding Port Out 

· Giving them the solution of their problems and the provide them alternate solution

· Took immediate and all possible measures to resolve customer’s problem keeping company policies in view

Customer Services Representative    WORLD CALL BROAD BAND Lahore, Pakistan 
Nov 2005 – Nov 2006

· Directly handled the Customers Queries in call centre about all Issues Sales, Complaints, and Billing etc.

· Updated and verified complaints/requests as per feedback of maintenance/sales teams. 

· Prepared daily shift reports and did following up VIP/problematic customers

· Dealt efficiently with annoyed customers (walk in/on call)
· Responded to all queries received in order to educate customer for scope of the company and company services, provide information as per customer requirements to increase company sales

Education

BS in Computer Science (3-yrs) Allama Iqbal Open University Islamabad Pakistan  
2005

IELTS                                                                                                                         
2005
Professional Skills: 
· Excellent customer service and telephonic skills
· Excellent leadership and supervisory skills
· Excellent training and coaching skill

· Excellent Communication Skills in English, Urdu 

· Excellent command over MS Excel for reporting 

· Excellent in using all Microsoft based Operating System

·  Proficient in MS Office applications
Awards, Achievements & Memberships


1. Member of Development Focus Group (Responsible for all in-house  developments & Projects, IVR Testing’s & updations, products &  services)
2. Employee of the Month (three times)
3. Runner up Supervisor of the Month (twice) On Floor Training of newly hired Agents (Trained 4 batches of 15 CSRs each)
References available on Request

Page 3 of 3

