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Customer Service & Retail Operations Professional

Overview	

I have close to 10 years experience in Customer Service/Retail Sales environment and I feel that throughout the years I have perfected my communications skills and the ways of dealing with customers. I am at a point where I can manage more customer accounts or manage a team of assistants and I am eager to continue growing my career within customer service and retail operations which I enjoy.
I am an enthusiastic person, who enjoys being part of, as well as leading a successful and productive team. I am quick to grasp new ideas and concepts, and to develop innovative and creative solutions to problems. I am able to work on my own initiative and can meet tight deadlines, even under significant pressure.

Technical and Special Skills
	· MS Office: MS Excel, MS Word, Power Point 
· Electronic Data Management Systems
· Customer Management Applications
· Mobile Technology Apps

	· Retail Operations (Inventory & Customer management)
· Report Writing skills
· Interpersonal Communication
· Retail Sales
· Office Administration




Professional Background

KEVIAN KENYA LIMITED
Administrative Assistant
July 2020 to November 2020 

· Prepared weekly calendar for the Managing Director and the General Manager
· Manned the front office and ensure all visitors are assisted promptly.
· Acted the first point of contact to the customer, as a link between the customer and the business.
· Prepared for and took minutes at managerial meetings and Board meetings
· Tracked payments and followed‐up as necessary, and ensured timely processing.
· Carried out clerical duties such as answering phone calls, and ushering in visitors
· Coordinated and managed appointments, meetings, and the meeting room schedule in order to prevent duplicate bookings.
· Supervised cleanliness of the office area and ensured the cleaning schedule is followed.
· Maintained general office files, including job files, vendor files, and other files related to the company’s operations.
· Provided clerical support to the team, including note taking, the maintained of contact list of employee
· Requisitioned office supplies, equipment from the procurement department.
· Provided superior customer care to all clients
· Ensured the reception is well organized at all times
· Received calls and transfer them to the relevant recipients
· Prepared communications, such as memos, emails, invoices, reports and other correspondence
· Scheduled and coordinated travel arrangements for managers
· Prepare statistical daily, weekly and monthly reports.


STARTIMES MEDIA LIMITED
Customer Service Agent  					
May 2012 to May 2018

· Attended to customers’ queries and requests promptly and in line with first contact resolution (FCR)
· Delivered customer service in line with best practices by ensuring compliance to relevant policies	
· Initiated and followed up on the timely resolution of any complaints regarding goods and services within the SLA
· Promoted and maintained a high quality, professional, service oriented company’s image among users.
· Pushed for sales in accordance with the set monthly and annual targets
· Managed the customer contact queue and customers tolerance
· Coordinated and facilitated settlement of customer queries and inquiries and facilitated the flow of information between the company and our customers
· Managed service delivery aligned to customer needs and business objectives
· Increased customer base in both retail and corporate categories
· Formulated sales plans to ensure a smooth flow in the selling process and sales target achievement Contributed to, monitored and reported daily productivity on all revenue generating activities
· Achieved/exceeded set sales targets
· Communicated, improved interaction and escalated factors that impacted on customers experiences to appropriate departments
· Developed positive partnerships and relationships with all our customers
· Minimized loss of revenue at the shops by enhancing proper controls
· Gave feedback on customer reactions to products and services through questionnaires administered to customers and analysing the responses 
· Sourced for potential customers and followed upon them to close sales
· Produced end of day sales report and a corresponding ETR report for the day
· Performed end of day cash and stock reconciliation on my point of sale
· Prepared weekly and timely reports on customer service issues and developments

SAFARICOM LIMITED
Stores Assistant
Dec. 2006 to July 2009							
· Prepared accurate and timely monthly stock take reports, that ensured company’s exposure to obsolescence was reduced, subsequently reducing losses and stock piling up.
· Monitored and maintained current inventory levels, processed purchasing orders as required, tracked orders and investigated problems that have may have arisen therein.
· Recorded purchases, maintained database, performed physical count of inventory, and reconciled actual stock count to computer-generated reports, followed by a detailed variance report of any discrepancies between the physical stock and system quantities.
· Performed daily stock reconciliation reports in the retail centre at close of business 
· Processed and/or approved invoices for payment.
· Processed and documented stock returns as required following the established stock procedures.
· Ensured there is adequate stock at the retail centre as per the established minimum stock level.
· Verified inventory quantities upon delivery from the suppliers, and ensured the stock records were properly filed and stored.
· Monitored obsolete and non-moving materials to identify and recommend items for disposal, this ensured there is proper and authorized disposal of the obsolete or surplus stock items.
· Reviewed the daily organization and operations of the storeroom, ensuring that the storeroom is fully capable and functional in its layout and capacity to adequately meet the sales and marketing needs of the retail centre
· Coordinated with Logistics Service Provider & Inventory Team on resolution of back-orders & issues relating delayed drop-ship orders
· Managed returns into warehouse & back to vendors within agreed SLA to minimize loss & obsolescence. 
· Monitored & reviewed vendor delivery performance in strict adherence to agreed SLAs & KPIs.
· Actively monitored order processing systems (inventory & warehousing, order management & Pick-Up Locations systems)
· Developed and implement warehouse & hubs distribution initiatives to boost operational efficiency to meet business objectives.
· Carried out on time Cancellation of Orders due to out of stock or duplicate 
· Ensured 100% accuracy on orders issuance

SAFARICOM LIMITED
Call Centre Agent:
Feb 2005 to Dec 2006
· Answered incoming calls and responded to customer’s emails
· Managed and resolved customer complaints
· Sold products and place customer orders in the computer system
· Identified and escalated issues to supervisors for further resolution
· Provided product and service information to customers
· Researched required information using available resources
· Researched, identified, and resolved customer complaints using applicable software
· Processed orders, forms, and application
· Routed calls to appropriate resources
· Documented all call information according to standard operating procedures
· Recognized, documented, and alerted the management team of trends in customer calls
· Followed up customer calls where necessary



Education & Training

[bookmark: _GoBack]2001-2002			KCA College
KATC Level  1 & 2
CPA Section 1 & 2

Dec 2017			Customer Service Training
				Delsco Consultants 


Referees 
1. Francis Okong’o,
Human Resource Manager,
Startimes Media Co. Ltd
Nairobi.
Email- fokongo@startimes.com.cn or frankokongostartimes@gmail.com 
+254 720712777

2. Peter G. Mathenge,
Customer Service, Team Leader
 Safaricom Ltd
Nairobi.
Email- pmathenge@safaricom.co.ke
        +254 722330920 

3. Samson Mugu
HR-Kevian Kenya Ltd
Nairobi.
Email- samson.mugu@keviankenya.com
                +254 711825999
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