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	PERSONAL DETAILS
	Date Of Birth: 1984
Marital Status: Single
Language: Fluent in English and Swahili


	PROFILE SUMMARY
	A highly experienced and Client-focused Customer Experience Officer, with over (5) years experience dedicated to exceeding client expectations, maintaining strong working relationships with customers to gain their trust and respect. Managed a track record of supporting clients, utilizing excellent communication techniques and supporting the internal customers in their dealings with both existing and potential customers. Currently looking for a position where i can address client needs and build client trust and loyalty while striving build and maintain a market share with a goal of great profitability and revenue.


	EDUCATION
	· Masters in Business Administration (Marketing Option): Meru University of Science and Technology Meru, June 2012 to date-awaiting final defence
· Bachelors of Commerce (Management Science): 2nd  class Honors-upper division, The University of Nairobi-Nairobi, Kenya, 2004 to 2008
· Applications: A+ Certification and Accounting packages: Emanex Computer College, Apr 2003 - May2004
· Kenya Certificate of Secondary Education (K.C.S.E): A Minus, Materi Girls’ Centre 1999 to 2002


	KEY SKILLS 

AND COMPETENCIES
	· Highly self-motivated with great leadership skills, effective team-building and development strategies 

· Experienced in the training of bank tellers, customer service and sales professionals.
· Quick decisiveness, efficient in risk management and critical situation handling 

· Expert in conducting marketing research, targeting and segmentation, public relations, and business expansion 

· Sound knowledge of micro banking and financial banking products-Huge knowledge of private bank, sales procedures and bank operations and risk procedures
· Remarkable ability to interpret financial requirement for retail clients-Outstanding ability to work according to client expectations

· Adept at assessing the financial needs of various clients -Extensive knowledge of common financial products and packages 

· Interact professionally with all levels of staff and maintain the highest level of confidentiality; known for tact and diplomacy in handling sensitive issues.

· Proven ability to handle multiple, competing priorities in an effective manner.

· Proficient in Microsoft office and In-depth knowledge and ease of system handling and learning



	WORK EXPERIENCE
	Contact Centre Officer : (Customer Experience):

                Commercial Bank of Africa (CBA), June 2015 To July 2016:
Duties And Responsibilities: 
· Picking clients’ calls 

· Assigning queries that need follow up to various departments for solution
· Managing relationships between the bank, Agents and customers.
· Managing and resolving any disputes emanating from customers.

· Marketing the bank products, the convenience and value proposition for customers 

· Business growth and development in alternate business channels.-mobile banking, point of sale relationships, internet banking, ATMS.
Meru University of Science and Technology (MUST) Aug 2013 To Sept 2015:
Duties And Responsibilities: 
· Lecturing on various subjects such as Communications Skills and Computer Applications

· Setting and invigilation of examinations

· Setting and marking of exams, CATS and assignments
Operations Assistant    
Commercial Bank of Africa (CBA), MERU branch Kenya, July 2011 to May 2015:

Duties And Responsibilities: 
· Acquiring and maintaining of customers

· Teller and cash duties responsibly
· Carried Customer experience duties excellently. 
· Handling of customer complaints and issues
· Vault and ATM custody.
Key Achievements:
· Maintained a nil fraud and loss record
· Scored ATM system uptime of over 95%.
· Trained new employees who have become successful in bank operations 
· Stood in for the Prime teller and Branch Operations Officer successfully on different occasions.
· Was involved in the set up and opening of a new branch for the bank.
Business Development Officer;

Kenya Women Finance Trust, Nyahururu Unit Kenya, March 2009 to June 2010:

Duties And Responsibilities: 
· Ensure proper credit administration and loan recovery, disbursement, and mobilization of savings
· Provided Loan assessments and appraisals for members based on member savings, business turnovers ad group cohesiveness.

· Loans quality management including management of group savings, loans repayment and group activities.

· Debts collection and management-Relationship management especially on key loan accounts, Risk analysis and default management

· Training of customers on different financial issues and business growth

· To steer Unit growth through marketing and promotion activities, strategies, monitoring, recruitment, evaluating lending risks and market segment niches.

Key Achievements:

· Managed and sold loans and developed new relationships for the business. 

· Managed to maintain the loan arrears at a minimum with constant collections and follow ups.




	TRAINING 

AND MEMBERSHIP
	· Kenya School of Monetary Studies (KSMS)- Banking Operations
· Portfolio Management Fundamentals training

· Customer Care Training  

· Empowerment for service excellence program

· Active member of the university of Nairobi Management Science Student Association


	INTERESTS/HOBBIES
	· Reading and writing Poetry 
· Long walks and Passing of knowledge through mentoring




	
	



