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Professional Overview
Dedicated and energetic operations management professional with tertiary qualifications and extensive experience managing people and vendor. Seeking a dynamic operations role with a respected organisation where I can apply my expertise to assist companies to increase productivity and achieve sustainable growth and development.

Career Summary
I have over 16 years’ experience in operations management, HR and Admin of national and multinational businesses in Bangladesh. I have extensive knowledge in staffing and payroll management, continuous monitoring and supervision of staff, operations monitoring of customer contact point, front desk management, query management and conflict resolution.  I have proven ability to exceed KPIs and deliver to strategic plans.

Key Skills and Abilities
· Capable of managing multiple tasks with an emphasis on retaining quality standards 
·  Ability to meet tight deadlines 
·  Good team player and motivator 
·  Solid communications skills

Computer Skills
· Applications – MS Office, Internet, e-mail
· Telco Billing Software – Unicorn 2.4 and Unicorn 5.1
· In-house CRM Software.

Language Skills
· Bangla – Native Proficiency
· English – Full Professional Proficiency

Employment History
2019- Till now                                                                                      Dhaka, Bangladesh
Manager HR & Admin
Green Village Property (Real estate)
Responsibilities:
· Managing day-to-day activities and administrative activities including selection & staffing, tasking, discipline and all multifarious development programmes; ensure proper implementation of rules and regulations.
· Managing complete recruitment life-cycle for sourcing the best talent from diverse sources and collaborating human resource requirements in consultation with different functional and operational areas.
· Responsible for managing of Payroll Process. 
· Implementing HR policy and employee handbook.
· Handle entire gamut of Administration and lead the efforts across planning & budgeting of administration expenses & work towards minimizing operational expenses/ costs.
· Maintain the intradepartmental coordination.  Take initiative  for needs of employees for upgrading their skills, leaves, and attendance & compensation & maintaining database
· Conduct employee’s yearly appraisal based on their performance.

2018                                                                                                 Dhaka, Bangladesh
Manager Marketing and Sales
Adarsha Group (Real estate) 
Responsibilities:
· Manage Sales Agents: Keeping the agents motivated to close sales. Set weekly, monthly, and annual goals for the agents to work towards, and track these goals by meeting with agents on a regular basis. 
· Hire and Train Staff: Conducting interviews and hiring real estate sales staff. Develop and implement training programs that teach sales agents how to get customers, negotiate real estate deals, acquire financing, and properly fill out sale paperwork.
· Administrative Duties: Preparing employee payroll and budget reports, marketing, and planning open houses and other events that help develop sales leads for the organization. Order office supplies and logistic.
· Maintain Client Relationships: Maintain relationships with repeat clients to keep them satisfied and promote future business opportunities and referrals.

2014 – 2016: 							               Dhaka, Bangladesh
Manager (CCP) 
Pacific Bangladesh Telecom Ltd
Responsibilities:
· Liaise with the HR department to recruit appropriate manpower to operate the customer care centres and to train, promote, retain, transfer, terminate and discipline staff as and when needed
· Assist the HR department of the company Monitor payroll management of the customer care centres
· Manage and coordinate customer care point activities of entire Dhaka zone
· Liaise with external parties such as courier service providers, POS owners and recruiting agencies to maintain smooth functioning of all the CCPs
· Ensure that any changes in the company thoroughly and smoothly implemented, and that the lasting benefits of change are achieved.
· Record and Monitor the CCR’s monthly KPI and mentor staff accordingly
· Submit reports to Head of Customer Care as required
· Conduct inspections of office premises to ensure facilities comply with OH&S standards
2007 – 2013: 							               Dhaka, Bangladesh
In-Charge, Customer Management Unit, Customer Care Division
Pacific Bangladesh Telecom Ltd
Responsibilities:
· Prepare work plan and deploy strategies to implement the plan
· Mentor and supervise the customer care executives
· Take ownership of administrative and customer care issues; and follow problems through to resolution
· Arrange and conduct meetings with both internal and external stakeholders when necessary
· Analyse statistics and prepare accurate reports for the Manager of the Customer Care Division
· Maintain close liaison with other departments of the company.

2004 – 2007                                                                                          Dhaka, Bangladesh
Senior Executive, Loyalty Unit, Customer Care Division
Pacific Bangladesh Telecom Ltd

Responsibilities:
· Maintain customer retention database with emphasis on identifying the reasons for leaving the network
· Increase customer retention through enhanced solutions, promotional deals, gifts, etc.
· Design and implement effective customer loyalty programs for acquiring new customers, improving customer retention and turning a passer-by customers into loyal brand advocates
· Manage administrative tasks such as monitoring business communications, preparing inter office memos, attend to queries from law-enforcing agencies, prepare duty rosters for the team, etc.
· Assist customers to enjoy uninterrupted service by providing alternative ways for paying overdue bills
· Manage all activities related to refunds to customers and adjustment of bills; and
· Submit analytical reports to the Manager of the Customer Care Division for the above listed tasks.

2000 – 2004                                                                                          Dhaka, Bangladesh
Executive, Front Desk, Customer Care Division
Pacific Bangladesh Telecom Ltd

Responsibilities:
· Receive complaints for lost mobile phone sets and take necessary actions
· Solve any function related problems of the phone sets of the customers
· Perform and process all tasks related to service changes, such as change in ownership and/or phone numbers, types of packages, etc.
· Process sales of mobiles phone accessories, such as antenna, battery, cases, pouches, etc. and direct sale of packages
· Attend to walk-in customers with complaints of wrong billing and take appropriate measures to find a solution
· Hold monthly meetings with courier service providers to maintain and improve service quality
· Submit daily and monthly reports to the Manager of the Customer Care Division on the tasks listed above; and
· In addition to the above mentioned responsibilities, I was assigned to work in the Direct Sales Department of a branch office in year 2001.

1995 - 1996                                                                                            Dhaka, Bangladesh
Coordinator at Election Commission ID Card Project
INFOSYS (BD Infosys Limited)
Responsibilities:
· Set up photo session centres and assign photographers for each centre
· Provide logistics support to the field workers of the project
· Prepare detailed work plan prior to starting activities in a new zone; and
· Liaise with the law enforcement agencies as and when necessary. 

Education
MBA in Digital Technology Management				                    
Royal Roads University
2005 Sooke Road, Victoria, Canada
Banani Campus, Dhaka, Bangladesh
Graduated:  2005

B.S.S (Bachelor in Social Science)		                                                         
Tejgaon College, Dhaka, Bangladesh	
Graduated:  1996 

Higher Secondary Certificate (Science Group)			                
Adamjee Cantonment College, Dhaka, Bangladesh
Completed: 1990

Secondary School Certificate (Science Group)		
Adamjee Cantonment School, Dhaka, Bangladesh
Completed: 1988 

Certificate Course
Training on Customer Service					     Dhaka, Bangladesh
Conducted on 18th September 2004
by NIS SPARTA Ltd., New Delhi, India

Personal Data
	Father’ Name
	:
	Late Prof. Dr. Abou Ahmed Khan

	Mother’s Name
	:
	Late Sufia Khatun

	Date of Birth
	:
	December 08, 1973

	Marital Status
	:
	Married with 2 children

	Nationality
	:
	Bangladeshi by birth

	Religion
	:
	Islam

	Blood Group
	:
	O+
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Available upon request.
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