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SUMMARY 

Energetic Customer Service Representative with 4+ years of experience resolving complex 

customer inquiries and providing technical assistance. Passionate about building strong customer 

relationships, driving brand loyalty, and increasing customer engagement. 

Proficient in Microsoft Office, Outbound/inbound calling. Intermediate knowledge of HTML 

and various communications platforms, Basic knowledge of MS SQL, SSRS, and SSIS. 

Hardware and software troubleshooting; and people skills. 

ACADEMIC ACHIEVEMENTS: 

Member of National Association of Collegiate Scholars, Member of Phi Theta Kappa 

Completed 67 total credits for Information Systems Technology AAS 

Completed 11 total credits for Application programming CSC 

Completed 66 total credits for 3450 Cybersecurity AAS 

Completed 24 total credits for 221-732-09 Cybersecurity CSC 

EDUCATION  

Northern Virginia Community College                                         09/2013-current                

- Information Systems Technology  

Insyte Computer Training Institute                                                05/2012 

- CompTIA Certified Networking Professional  

National Institute of Information Technology                               06/2009-12/2009 

- Oracle/Linux11g Dba 

Obafemi Awolowo University                                                       09/1994-01/2001 

Ile-Ife, Nigeria.  

- BSc. Political Science 

 

EXPERIENCE:  

VipdeskConnect Inc.  - Elite Brand Ambassador   

09/2017 – 09/2019 

- Handled customer complaints via phone, chat, and email, provided appropriate solutions 

and alternatives within the time limits; Regularly followed up to ensure resolution. 

- Scheduled appointments, answered questions about services and benefits, promoted and 

advertised services available to clients. 

- Provided support, including procedural documentation and relevant reports using remote 

desktop applications and Zendesk CRM. 



- Consistently achieved 97% average customer satisfaction rating and call metrics, 

surpassing team goal. 

- Won several incentive awards for most sales and excellence in KPIs. 

- Singlehandedly manned the Overnight phone operations, trained and mentored new 

employees on conflict resolution, ICA and CRM application. 

- Set up and maintained new and existing user accounts and profiles and resolved website 

navigation and password issues, escalated where necessary. 

- Followed standard procedures for proper escalation of unresolved issues to the 

appropriate internal teams. 

- Researched, diagnosed, and identified solutions using knowledge base and organizational 

resources, to resolve customer system issues. 

- Created tickets to keep records of customer interactions, processed customer accounts 

and filed documents. 

- Provided clients with suggestions for products that matched their interests and needs. 

Crossmark Inc. – Engagement Specialist Mentor (Remote)   

06//2016 – 11/2018 

- Scheduled Event Specialists using Retail Direct Staffing software (RAMS) and Salestrak. 

- Audited, trained and coached Event Specialists to ensure proper compliance with 

Crossmark events. 

- Monitored expense metrics 

- Monitored daily and weekly provided scorecards to ensure the highest level of 

on-days execution of events is met. 

- Worked with manager to monitor team adherence to schedule. 

- Assisted manager with sourcing for, hiring new talents and onboarding processes. 

- Participated in weekly Supervisors/ mentors meetings to analyze performance metrics. 

- Led stalled projects to successful completion within set deadlines 

- Identified challenges and generating solutions to moving operations forward 

- Provided tier 1 remote technical assistance to Engagement Specialists 

Zain/Celtel Telecommunications -Supervisor: Commercial Services                                   

07/2006–09/2011 

- Offered technical remote assistance to resolve client complaints and issues. 

- Responded to support email requests and escalated where necessary to third Level 

Support 

- Researched and evaluated new software; wrote, documented and trained consultants on 

new software 

- Relocated and set up new office hardware and ensured functionality. 

- Acted as focal point of communication for technical support staff, notifying management 

and staff of system outages and complex software issues. 

- Provided Tier 2 support for workstations and peripherals, mobile devices, e-mail and 

basic configurations (basic network cabling diagnosis), software installation and basic 

hardware troubleshooting. 

- Carried out performance measurement, monitoring, and evaluation of all agents and 

operators to improve the overall efficiency of the data center.  


