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	FUNCTION
	Head of Operations – KSA / Egypt

	REPORTS TO
	COO & Country Manager
	GRADE
	Mid Management

	DEPARTMENT
	Operations
	LOCATION
	Jeddah – KSA
Cairo – Egypt 
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	OUTLINE JOB DESCRIPTION:



To manage efficiently and implement the Company’s operational processes which meet the set guidelines, as per service level agreements within the various business units in accordance with the Head Office in UAE.

The objective is to constantly reduce cost by ensuring that clear systems and procedures are implemented leaving no margin for errors.

	RESPONSIBILITIES:



· Prepare, implement and monitor operations plan / budget for the Department
· Manage, implement and improve the processing and operational efficiency of the company while meeting the policy and objectives.
· Direct and control the KSA Office Operations function in all operating cities by providing leadership and promoting confidence within the Department.
· Design, develop and implement clear guidelines and operational methods and procedures for the company to enhance efficiency and service quality.
· Act as the focal point for coordinating development of automation and implementation of operational systems and their related applications, etc.
· Identify and centralize the operational process to relieve other departments from processing the mundane transactions, so as to engage them purely in sales and customer services, etc.
· Monitor productivity of the Department by establishing standard processing time and inducing methods of continuous improvement by enhancing individual and team performance.
· Establish control and disbursement of facilities by ensuring documentation policy.
· Develop professional team to enhance the quality of operations, direct the stream of human assets towards participative learning and development.
· Also manage the function of Partnerships by maintaining a proactive approach in dealing with the merchants 
· Develop the customer service unit and enhance the rate of customer satisfaction
· Directly monitor operations, communications, Systems Access control areas to attain service and operational efficiency.



	ORGANISATIONAL EFFECTIVENESS & LEADERSHIP:


· Increase the effectiveness and efficiency of Support Services through improvements to each function (HR, IT, Finance, Customer Service) as well as coordination and communication between functions. 
· Drive initiatives in the management team and organizationally that contribute to long-term operational excellence. 
· Providing consulting services on matters related to customer service, fraud & risks, and business structure and growth. 
· Contribute to short and long-term organizational planning and strategy as a member of the management team 
· Serve as primary liaison to concerns of fraudulent transactions, partnerships, licensing etc. 
	Qualifications & Experience


· Master or Bachelor’s Degree in Engineering or Business Management
· At least 5 to 7 years of experience in operational management and 3 years in mid management capacity
· Excellent Communication skills both written and verbal
· Must have proactive, leadership qualities and is self-driven in attitude
· Excellent computer skills and Operational system knowledge, e.g. CRM, Live Person, Avaya, IMac, etc.
· High competencies to work in a dynamic and diverse environment
· High attention to detail and involved in daily operational activities
· Result oriented
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