CURRICULUM

VITAE

OF

Riedwaan 
Khan

PERSONAL DETAILS:
Name:  



Riedwaan Khan
Address: 



25 Cornwell Street
Oakdale, 7530
Telephone:  



021 931 5659
Mobile:  



0608919016
                                                        0843302323/ 0740885240
E-mail:


          Riedwaan@mi-biz.co.za
Date of Birth: 


24th June 1983
Drivers Licence: 


 Yes

Nationality:  


South African

I.D. number: 


8306245026086
Health:



Excellent

Marital status:


Married
Computer Literacy:

Microsoft Word, Excel, Power point and Office
ACADEMIC QUALIFICATIONS:

Ladysmith Secondary School

Grade Completed: Grade 12

Years Attended: 1995 - 2000
QUALIFICATIONS:
Diploma:  Management Development Program
Year Attended: 2017 - 2017
Institution: Henley Business School 
Certification: Lean Six Sigma – Yellow belt
Year completed :2022
PERSONAL SUMMARY

I am a highly motivated and ambitious person, and I can deliver informative and accurate information. I effectively prioritise and delegate work to evenly share workloads. I can generate accurate reports to facilitate understanding of complex information.

I am now looking to making a significant contribution as a team player at a company that offers a genuine opportunity for progression.
AREA OF EXPERTISE

· Leadership 
· Management
· Financial and Budgeting Management
· Data and trend analysis
· Client and stakeholder engagement
· Performance Management
· Team Motivation

· Risk Assessment
· Strategic Planning and Delegation
· Problem solving

· Critical and analytical thinking

· Business acumen

· Recruiting and selection of staff

· Coaching and mentoring

· Strategic relationship building

· In depth knowledge and understanding of Net Promoter Score and Customer Satisfaction

KEY SKILLS AND COMPETENCIES
· Proven ability to manage through others. 

· Strong decision making and problem-solving skills.

· Able to motivate and lead others in a team environment.

· Excellent communication skills, both written and verbal.

· An ability to build rapport and trust quickly with work colleagues.

· Able to prioritise tasks and workloads in order of importance. 

· Track record of delivering results with deadlines
WORK EXPERIENCE
Contact Centre Manager (Nov 2021 - Current)
Company: Teleperformance SA
· Leading and managing a team of Customer Service and Operations managers 
· Expert in Omni channel contact centre management across Telecoms, Utilities and insurance accounts
· Ensuring team members are motivated, trained and sufficiently equipped to deal with end user queries and produce outputs in line with business requirements

· Responsible for ensuring that team members achieve and maintain all K.P.I’s as the business unit requires. 

· Provide coaching and mentoring, and identifying any gaps in performance and product knowledge and general work ethics.

· The producing of accurate and timely reports, indicating team performance for Executive board members

· Dealing with escalated queries and liaising with other business departments to ensure that productivity is at optimal levels.

· Managing service level agreements in line with industry norms

· Client relationship and attracting new business

· Managing P&L in line with expected GM

· Experienced with project management

· Good track record with transitioning teams between Geo’s

Contact Centre Manager (September 2016 – October 2021)
Company: Merchants S.A. / iiNet account

· Leading and managing a team of Customer Service and Operations managers 
· Expert in Omni channel contact centre management
· Ensuring team members are motivated, trained and sufficiently equipped to deal with end user queries and produce outputs in line with business requirements
· Responsible for ensuring that team members achieve and maintain all K.P.I’s as the business unit requires. 

· Provide coaching and mentoring, and identifying any gaps in performance and product knowledge and general work ethics.

· The producing of accurate and timely reports, indicating team performance for Executive board members

· Dealing with escalated queries and liaising with other business departments to ensure that productivity is at optimal levels.

· Managing service level agreements in line with industry norms

DUTIES:

· Preparing daily workloads for staff & co-ordinating the daily allocation of work. 
· Working closely with clients to ensure Service Levels are achieved
· Motivating the team to achieve high standards and KPI targets.
· Managing industrial relations and labour disputes
· Chairing disciplinary enquiries 
· Handling escalated client enquiries and acting as the face of the business. 
· Dealing with and resolving problems and issues which arise. 
· Monitoring & reporting on standards & performance targets. 
· Arranging team meetings, focussing on targets & achievements. 
· Implementing new initiatives. 
· Creating and putting sustainability plans to ensure business profitability is achieved
· Ensuring all administrative and IT records are entered and updated correctly.
·  Providing prompt and accurate information on individual performance.
· Negotiating and planning the business goals around key market trends 
· Implementing and managing coaching and learning strategies across the business to ensure and facilitate staff efficiencies
Operations Manager (Feb 2016 – September 2016)
Company: Merchants S.A. / iiNet account

· Running the day to day operations of a high paced contact centre.

· Knowledge and best practice sharing was a key element to ensuring staff engagement
· Ensuring Customer Service Managers are held accountable to performance metrics and understand root causes of success and failures in the environment
DUTIES:
· Monitoring & reporting on standards & performance targets. 
· Dealing with and resolving problems and issues which arise. 
· Ensuring staff satisfaction strategies are implementing

· Creating operational plans in line with business strategic plan
· Devising and out rolling incentive structures for staff

· Facilitating employee wellness forums

· Managing incentive budgets

· Dealing with customer escalations 

· Facilitating resolutions for ombudsman disputes 
· Working with third party providers to facilitate resolutions to complex problems 
Customer Service Manager (April 2013- March 2016)
Company: Merchants S.A. / iiNet account

· Managing and leading a team of 15 agents

· All agents were multiple skilled across different CRM platforms and tools

· Managed billing, Technical Support (ISP), Activations and Service Delivery teams

DUTIES:
· Coaching Agents 
· Team briefs and huddles
· Performance management

· Customer/end user escalations

· Leave approvals

· Investigating and approving credits and refunds

· Developing agents into future roles
Acting Customer Service Manager (October 2012- April 2013)
Company: Merchants S.A. / iiNet account

· Managing and leading a team of 15 agents

· All agents were multiple skilled across different CRM platforms and tools

· Managed billing, Technical Support (ISP), Activations and Service Delivery teams

DUTIES:
· Coaching Agents 
· Team briefs and huddles
· Performance management

· Customer/end user escalations

· Leave approvals

· Investigating and approving credits and refunds

· Developing agents into future roles
Senior Customer Service Representative (April 2012-October 2012)
Company: Merchants S.A. / iiNet account

· Second line support to end users
· Technical support and product matter expert

· Seconded to Manila (Philippines) to train, guide and mentor a new contact centre on behalf of the client
DUTIES:
· Coaching customer service representatives

· Knowledge sharing

· Writing and maintaining internal knowledge databases

· Taking escalated queries 

· Networking with client to facilitate knowledge sharing

Customer Service representative (August 2010 – April 2012)
Company: Merchants S.A. / iiNet account

· Inbound and out bound Contact Centre Agent

· Multi skilled 

· Omni Channel contact centre

DUTIES:
· Taking inbound technical support calls

· Dealing with technical support, sales and billing queries

· Responding to social media, email and voice customer queries

· Ensuring key performance metrics are met and exceeded

Sales and Marketing: (January 2010 – August 2010)
Company: Teleperformance/Talk Talk Campaign

Contact Centre Upsell

DUTIES:
· Cold calling clients to upsell internet products

· Ensuring key sales targets are achieved
· Daily reporting on sales

REFEREES:
Merchants S.A.:
Alex Alves – Head of Operations

Contact Number:  082 881 0037

Merchants S.A.:
Bradley Boonzaaier – Head of Operations

Contact Number: 079 883 5151

Merchants S.A:

Nazlee Davids – Head of Operations

Contact Number: 082 786 4113

Teleperformance:

Abdullah Manual – Call Centre Operational Manager

Contact Number: 082 9272 62

