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Hussein 
Hussein.366309@2freemail.com   

	 Customer Sales Rep/Online Customer Care Rep 
 4+ Years’ Experience in Customer Service


	
	Polished, professional customer service rep offering:
· Two years of experience providing customer support in busy location (s) for touring and exploring the city. 
· An unwavering commitment to customer service, with the ability to build productive time, customer relationships, resolve complex issues and win customer loyalty.
· Maintains a current Knowledge of all relevant standards for the role: Products advertisement/awareness, system procedures such as CRM and controls

	
	Experience

	
	Customer Sales Representative/Point Controller
1/2015 Double Decker Bus Tours LLC, Dubai
Handle customer inquiries, complaints, billing questions and service requests. Calm aggressive/irate customers, repair trust, locate resources for problem resolution and design best-option solutions. Controls sales process, explanation and gives right ticket needed.
Key Accomplishments:
· Managed a high-volume workload within a deadline-driven environment. Resolved an average of 2000 inquiries in any given week and consistently met performance benchmarks in all areas (speed, accuracy, volume).
· Helped company attain the highest customer service ratings (as determined by external auditors) -- earned 100% marks in all categories including communication skills, listening skills, problem resolution and politeness.
· Officially commended for initiative, enthusiasm, tenacity, persuasiveness, intense customer focus and dependability in performance evaluations.
· Completed voluntary customer service training to learn ways to enhance customer satisfaction and improve productivity.
· Maintains high level of cash handling ability and remittance where necessary.

· Team work actualization in sales target achievement as set by the company and meeting up with individual target for the monthly performance review.

· Ensured the right information is given at all time and keep to the company terms of operations.

· Furnishing appropriate way bill information on daily sales achieved and documenting for account update purpose.

	
	Online Customer Care Rep
5/2012-10/2014, Communication Network Support Services Limited, Nigeria
Handled inbound/outbound calls to and fro customers of different segment, responding to inquiries, resolving problems and correcting policy errors. Provided quotes and executed online policy changes for call rates, internet, new products and services launch. Lead team for productive achievement on individual and collective summation. 
Key Accomplishments:
· Recognized as “#1 Customer Service Rep” (out of 20 reps in division) monthly. Ranking was based on accuracy, customer service, duration of calls, productivity and availability.
· Trained new employee on the accuracy, calls handling techniques, the expected pitch and grammar used to best achieve excellent customer service delivery.
· Responded to questions asked from team mate and helped troubleshoot for resolution where necessary to maximize the productive time limit set by the company
· Answered to and resolved on one call resolution a minimum of 100 calls in 6 hours all mobile enquiries, products and services, issues and queries called for by the customer.
· Escalate issues experience and beyond the capacities of the customer agent collectively in a sheet and track at every interval to enhance prompt resolution and giving appropriate feedback to the concern customers.
· Worked in an environment where vast knowledge sharing on information and telecommunications is achieved to best actualized the needs of the customers.
· Coped with shift duties on morning, afternoon and night randomly scheduled on weekly basis.

	
	5/2012 Certification on Customer Service Training

	
	“How May I Help You Program”
Completed five 4weeks (Theory and Practical) modules of customer service training. Topics included how to:
· Greet transfer and hold calls

· Build rapport, listen, clarify and manage conversational flow

· Manage aggressive, assertive and passive customers, conflicts and challenging situations.
2/2014 Sales Training 

· Qualifying Pitch Match and Close (QPMC)

· It’s a sales approach to convince every prospective customer 
· To believe the product worth its value
· To close the deal by asking how they will like to pay
  8/2016 Sales Training

· Engage Learn Match and Complete (ELMC)

· It enables CSR to identify customers base on colors (Blue, Green, Red and Yellow)
· It helps CSR in greetings, presentation and positioning him/herself to the customers
· To learn by asking questions to know the needs of the customers and listening to best understand and interpret their response
· To match their needs by explaining the benefits/expectation in the products
· Finalizing the deal by a close question either direct or indirect asking how they will like to pay e.g. Card or Cash 
Qualification
7/2009 University of Ilorin, Nigeria  (BSc. Physics with Second Class Upper Division)

11/2006 College of Education Ilorin, Nigeria (Mathematics/Physics)

	
	Skills

	
	Skill Name
	Skill Level
	Last Used/Experience

	
	Customer Service
	Expert
	Currently used/4 years

	
	Call Center 
Service Operations
	Expert
	Currently used/4 years

	
	 Call Resolution
	Expert
	Currently used/2 years

	
	Sales Lead Generation
	Expert
	Previously used/3 years

	
	Data Entry 
	Expert
	Previously used/3 years

	
	  Dispute Resolution
	Intermediate
	  Currently used/2years

	
	 MS Word, Excel and Outlook
	Intermediate
	 Previously used/2 years

	
	Additional Information

	
	· Willing to relocate

· Willing to travel up to 35% of the time


