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Strenght & Skills
	

	· Accomplished MBA specialized in Project Management
· Vast exposure in FMCG and service Industry
· Strong organizational, administrative and planning skills
· Strong orientation in resolving customer’s complaints
· Adept in B2B/B2C/After Sales Support & Admin
	· Expertise in Customer Service/Sales Coordination
· Strategic Planning & Business Development skills
· Up-selling,  Cross-selling and Presentation skills
· Critical thinking, questioning, and listening skills
· Goal oriented – Dynamic – Vibrant Personality

	
· Master’s Degree in Business Administration specialized in Project Management                         2011 – 2016
Kenyatta University, Kenya

· BSc. International Business Administration, Marketing & Management



                     2004 – 2008 

United States International University (USIU), Kenya

General Manager – Mantoz Enterprises, Nairobi, Kenya





                            Jan 2017 – Dec 2019

Head of Operations & Administration – The Print Experts Ltd., Nairobi, Kenya

            Feb 2014 – Dec 2016

Head of Business Development & Customer Service                                                         
Feb 2012 – Jan 2014
Business Development Executive – The Print Experts Ltd., Nairobi, Kenya


           Jun 2010 – Jan 2012

Sales and Customer Service Executive – Anvil Agency, Nairobi, Kenya



          Apr 2008 – May 2010

Sales & Marketing Executive – Eagle Africa Insurance Brokers




                     Apr 2006 – Mar 2008

· Promoted 3 times from Business Development Executive to Head of Business Development & Customer Service, Head of Operations & Administration, then General Manager from my previous company.
· Spearheaded in preparing responses and winning government tenders with a 99% success rate.
· Consistently maintained a high customer retention rate every month. Received Employee of the month Award 3 times due to outstanding sales performance.

· Propitiously exceeded sales to target on a monthly basis. Successfully managed the collection of 68% long-term pending payments from clients.
· Recognized twice as an outstanding sales representative. Received appreciation award for top-notch customer service. Successfully generated sales via the development and management of a strong client relationship.
· Achieved number one in the sales team to exceed the sales target within the first 3 months of employment.

· Received recognition and award as Top Sales Representative in my department.


	











Sales and Customer Service Executive – Anvil Agency, Nairobi, Kenya



· Identified and secured business while ensuring complete customer satisfaction via customized sales targeting strategies and high-quality customer service.

· Generated new business for the company through cold calls, in-person visits, referrals, networking, and social media.
Sales & Marketing Executive – Eagle Africa Insurance Brokers





· Performed marketing insurance and financial products to a diverse clientele. Successfully generated sales via the development and management of strong client relationships.
· Acted as the first point of contact between the organization & its clients; answering queries, offering advice and introducing new products and pushing for sales.

· Project Management Foundation in Procurement, Quality, Risk, Rescuing Troubled Projects, Supply Chain, Team Work (LinkedIn - 2019)

· Operations Management (LinkedIn - 2019)

· Scrum: Basics (LinkedIn - 2019)

· Leaning Prince2 (LinkedIn - 2019)

· PowerPoint 2019 Essential Training

· Excel 2016 Essential Training (LinkedIn - 2019)

· Zoho CRM Essential Training (LinkedIn - 2019)
Short Professional Courses

· Launch pad: Entrepreneurship & Business Model Innovation Program – United States International University (USIU), 2019

· Integrated Brand Communication, Marketing, Public Relations & Communication – International School of Advertising (ISA), 2015

· Master the skill of PR strategy, Public Relations workshop Communication Design – International School of Advertising (ISA), 2015

· Proficient in MS Office application (Word, Excel, PowerPoint, Email applications & Internet).

· Well versed in Photoshop, QuickBooks, Digital Marketing, E-commerce Tools and Social Media.

Nationality

:
Kenya
Date of Birth
:
11th May 1983
Marital Status
:
Single
Visa Status

:
Visit Visa
Languages

:
English, Kiswahili, Kikuyu
Reference

:
Anup Bhatia, HR Consultant, Gulfjobseeker.com 0504753686 feedback@gulfjobseeker.com [image: image1.png]



Helen 


Sales Coordinator / Senior Customer Service / Admin








� HYPERLINK "mailto:Helen-396429@2freemail.com" �Helen-396429@2freemail.com� 






































Profile Summary





Versatile, Dynamic and Result-driven Professional equipped with 14+ year’s track record of delivering top quality performance in carrying out multifaceted functions. Demonstrate robust competency in directing wide range of duties encompassing Business Development, Sales & Marketing, General Business Management, Customer Service, Project Management, Administration, Coordination and Procurement. Possesses strong leadership ability with enthusiasm to proactively provide assistance in streamlining development of the organization's workforce and equipping staff with knowledge, practical skills and motivation to carry out work-related tasks hence achieve full potential. Desirous for continuous learning with excellent analytical, problem-solving, coordination, time management, communication and interpersonal skills; Seeks a challenging Senior work profile where expertise, management skills and experience will have a valuable impact on the organization’s success.











Educational Background





Career Snapshot





Key Achievements





Areas of Expertise





Customer Service Supervisor


Lead, plan, train, and review the work of staff; responsible for providing customer service functions and services; participate in performing the most complex work of the unit.


Provide strategic and tactical planning for customer service operations to ensure operationally effectiveness and high-quality interactions with clients.


Supervise the activities of staff to maintain and improve customer satisfaction, monitor real time service levels and schedule adherence, and serve as a leader and point of contact for escalated contact resolution.


Respond to client inquiries and problems, providing necessary information and assistance; apply basic concepts, practices, and procedures of handling client’s complaints while meeting quality standards for customer services.


Deal with multicultural clientele; resolve complaints-queries by effective problem solving.


Verify the work of assigned employees for accuracy, proper work methods, techniques, and compliance with applicable standards and specifications.


Train, coach and motivate direct reports in customer service, call center operations and procedures.








Sales Coordinator


Contribute to the achievement of sales targets by supporting Sales representatives, coordinating sales activities, and maintaining good customer relationships. 


Ensure order satisfaction, coordinating with other departments, motivating staff, handling administrative duties, and promoting customer satisfaction.


Provide support to the sales team to improve their productivity by contacting customers to arrange appointments and ensuring all Sales Representatives have high-quality, up-to-date support material.


Handle urgent calls, emails, and messages when Sales Representatives are unavailable, answering customer queries, informing them of delays, arranging delivery dates, and scheduling marketing events.


Collaborate with other departments to ensure sales, marketing, queries, and deliveries are handled efficiently. Manage budgets for expenses like bonuses, marketing, and travel.


Develop and maintaining filing systems so as to maintain sales records, prepare reports, and provide financial information to the finance department.


Create a presentation to the management which explains how to meet sales goals and talk about any new innovative ideas that management may have.








General Administration


Oversee administrative details such as developing, implementing and interpreting policies and procedures and monitoring day to day operations of the functional area to which assigned.


Supervise the staff including determining workloads and schedules, evaluating staff performance, providing training and hiring, promotion and disciplinary recommendations.


Prepare correspondence, reports, forms, vouchers, work orders, and specialized documents related to the organizational unit to which assigned from drafts, notes, brief instructions, corrected copy, proofreads materials for accuracy, completeness in compliance with departmental policies.


Assume full responsibility of business communication and interaction with the spectrum of clients or other third parties dealing with the organization.


Perform administrative support such as negotiating pricing agreements with vendors for equipment, supplies, printing services and office equipment maintenance under established guidelines; processes bills and invoices for payment.





Proven Job Role





General Manager – Mantoz Enterprises, Nairobi, Kenya


Report directly to the director and in-charge of overall management, guidance and overseeing of all company activities in line with the company overall goals and objectives.


Developed the operational plan that incorporated goals and objectives that worked towards the strategic vision of the organization.


Built positive productive relationships with Customers and partners around the world.


Dealt with the complexity of multiple lines of business and regions, thought leader and strategist.


Oversaw the planning, implementation, and evaluation of the organization’s projects and activities.


Held employees accountable to standards of integrity, professionalism, reliability, and competency.


Maintained a high-performance culture driven by highly motivated and competent staff who consistently delivered outstanding results.


Key Achievements


Successfully handled issues escalated from the ground which is needed to be resolved.


Addressed overspending, inefficiencies, a lack of robust controls and poor credit control policy.


Propitiously achieved exponential growth by developing and leading modernization strategy projects.


Significantly boosted market share within the critical market by revising the marketing and sales strategy.


Instrumental in improving customer satisfaction and retention. 








Head of Operations & Administration – The Print Experts Ltd., Nairobi, Kenya


Managed day-to-day operations; planned, directed, coordinated and supervised all administrative, functions, activities and project portfolios across all departments and branches.


Fully accountable for the achievement of all operational metrics, including customer experience, employee engagement, and efficiency.


Identified and implemented change and developed new processes as necessary to provide the ability to better service multiple work types.


Developed, reviewed & improved administrative systems, policies & procedures to improve internal process.


Recruited, trained personnel & allocated responsibilities, and taking corrective action where necessary.


Formulated the operational plan that incorporated goals and objectives that worked towards the strategic vision of the organization. 


Ensured that all employees strictly adhered to standards of integrity, professionalism, reliability and competency.


Key Achievements


Implemented efficient utilization of resources resulting in significant business cost reduction.


Boosted workflow via streamlining reports & reporting procedures which resulted in improved efficiency.


Raised employee satisfaction resulting in increased interdepartmental collaboration and overall efficiency.


Improved quality and on-time delivery while reducing past due orders by implementing quality control and order management system


Developed and implemented all procedures and processes for maintaining efficient operations that improved customer satisfaction resulting in more high business.








Head of Business Development & Customer Service


Spearheaded and directed all aspects of the organization's business development, marketing, customer service policies, and procedures. Identifying and implementing key marketing and operational strategies.


Developed new market initiatives and assessed new markets, analyzed business opportunities for the company’s growth & directed implementation marketing plans within key objectives.


Oversaw responses to incoming Requests for Information (RFIs), Requests for Proposals (RFPs) in a professional, timely, and creative manner.








Key Achievements


Formulated the company's first sales incentive performance plan, resulting in a significant increase in sales.


Initiated a program that standardized employee training and led to an increase in customer service quality and customer satisfaction.


Established new quality standards for better quality performance and reliability that solved ongoing logistical problems resulting in multiple additional orders from happy customers increasing our income.


Developed a sales strategy that generated consistent monthly growth of sales by the sales team month on month.


Developed & implemented a client service program, which expanded our small-to-medium client base.





Other Experience





Professional Development





I.T Skills





Personal Details









