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PERSONAL OBJECTIVES
To work in a challenging position in which l can maximally contribute to the business well being in my section as well as broaden my skills base.
PERSONAL ATTRIBUTES
· Ability to communicate with people at all levels and possess team work skills

· Able to organize  work, use of initiatives and working within tight deadlines
· A self-starter and someone who can work under pressure with minimum supervision and is a fast leaner

· Poised and professional with great interpersonal skills

· Diligent and willing to learn
ACADEMIC QUALIFICATIONS

Midlands State University {2014-2016}
· Master of Commerce Degree in Strategic Management and Corporate Governance 
· Pass degree class
Midlands State University {2006-2009} 

· Bachelor of Commerce Honours degree in Business Management 
· Upper second class degree class (2.1)                                    
A’ Level - Hama High School {2004-2005}

· Management of Business….. D
· Geography ………………….A
· Mathematics………………...E
O’ Level - Mutenderende Secondary School {2000-2003} 

· 10 Subjects which include Mathematics, English and two Science subjects 

WORK EXPERIENCE

Current Employer:
CBZ Bank 
Period: 2011-Present 
Post: 
Customer Service Supervisor 
Duties and Responsibilities.
· Resolve customer complaints via phone, email, mail, or social media.

· Use telephones to reach out to customers and verify account information.

· Greet customers warmly and ascertain problem or reason for calling.

· Cancel or upgrade accounts.

· Assist with placement of orders, refunds, or exchanges.

· Advise on company information.

· Take payment information and other pertinent information such as addresses and phone numbers.

· Place or cancel orders.

· Answer questions about warranties or terms of sale.

· Act as the company gatekeeper.

· Suggest solutions when a product malfunctions.

· Handle product recalls.

· Attempt to persuade customer to reconsider cancellation.

· Inform customer of deals and promotions.

· Sell products and services.

· Utilize computer technology to handle high call volumes.

· Work with customer service manager to ensure proper customer service is being delivered.

· Close out or open call records.

· Compile reports on overall customer satisfaction.

· Read from scripts.

· Handle changes in policies or renewals.

Previous Employer: CBZ Bank
Period: 
2010-2011


Post: 
Call centre agent

Duties and responsibilities.

· Manning the 24 hour call Centre.

· Taking local and international guest reservations.

· Taking calls and attending to customer enquiries.

· Cold calling clients marketing running promotions.

· Obtaining client information by answering telephone calls; interviewing clients; verifying information.
· Determining eligibility by comparing client information to requirements.

· Establishing policies by entering client information; confirming pricing.

· Informing clients by explaining procedures; answering questions; providing information.

· Maintains communication equipment by reporting problems.

· Maintaining and improving quality results by adhering to standards and guidelines; recommending improved procedures.

· Updating job knowledge by studying new product descriptions.
SKILLS AND COURSES 
IT Skills 

· Microsoft word 

· Microsoft excel

· Accpac system
· Flexcube System

· Exergy System
Certificate of participation
· Career course with Masters Executive Planning 

· Certificate of proficiency with the Insurance Institute of Zimbabwe

PERSONAL DETAILS

Full name:


Gracious 
Nationality:


Zimbabwean 

Date of birth:


14 December 1985

Sex:



Female

Marital Status:


Single

Languages:


English and Shona

Nationality:


Zimbabwean

Religion:                                 Christianity 
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