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	HANIFA 
.

	April 2017- April: City school Ajman
Teacher assistance (current position)
DEC 2011 –MAY 2015 Asiana Hotel Dubai

 Customer Service Rep 

	
	Polished, professional customer service rep offering:
· Four years of experience providing customer support in busy call center environments for public utility and insurance industry employers. 
· An unwavering commitment to customer service, with the ability to build productive relationships, resolve complex issues and win customer loyalty.
· Strategic-relationship/partnership-building skills -- listen attentively, solve problems creatively, and use tact and diplomacy to find common ground and achieve win-win outcomes.
ActionStudies Customer Service Skills Training, Example Town

Completed five 4-hour modules of customer service training. Topics included how to:
· Greet transfer and hold calls

· Build rapport, listen, clarify and manage conversational flow

· Manage upset customers, conflicts and challenging situations



	
	 AUG 2008-APRIL 2011 Metropolitan Hotel LLC Dubai

	
	Customer Service Representative
Handle customer inquiries, complaints, billing questions and payment extension/service requests. Calm angry callers, repair trust, locate resources for problem resolution and design best-option solutions. Interface daily with internal partners in accounting, field services, new business, operations and consumer affairs.
Key Accomplishments:
· 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 

	
	 30 Dec 2004 - 05 Sep 2007 FADEX CARGO SERVICES
TELESALE & FREIGHT FORWARDING AGENT (SOUTHERN SUDAN)

· Reviewed the records of freight carriers to inform shipping decisions.
· Calculate weight, volume, or cost of goods to be moved.
· Determined efficient and cost-effective methods of moving goods from one location to another.
· Handled incoming calls from policyholders, responding to inquiries, resolving      problems and correcting policy errors.
·  Provided quotes and executed online policy changes for auto, home and excess liability.
·  Used consultative selling techniques to provide leads for telesales personnel.
Key Accomplishments:
· Co-developed on-the-job training program that reduced training time from eight weeks to five.
· Contributed to an 8% sales increase in 2004 by improving lead-generation and sales-tracking techniques.

	
	Education

	
	· 2003-2003; COMPUERA COLLEGE  Computer packages 
·  2001-2003; UTALII TOURISM COLLEGE  Certificate in Hotel Management

· 1997-2000; KENYA CERTIFICATE OF SECONDARY EDUCATION (O- LEVEL)Masii Girls High School

	
	Skills

	
	Skill Name
	Skill Level
	Last Used/Experience

	
	Customer Service
	Expert
	Currently used/8 years

	
	Call Center 
Service Operations
	Expert
	8 years

	
	 Dispute Resolution
	Expert
	8 years

	
	Sales Lead Generation
	Expert
	3 years

	
	Data Entry 
	Expert
	3 years

	
	Multiline Phone Use
	Expert
	3 years

	
	MS Word, Excel and Access
	Intermediate
	Currently used/6 years



