Joshua Omale
Lagos, Nigeria
+234 (706) 803 8944 joshomale@outlook.com

PROFILE:

PROFESSIONAL SUMMARY
[bookmark: _heading=h.gjdgxs]Highly motivated Customer Service and Sales Representative with over 6 years of experience delivering exceptional customer experiences. Proven expertise in building strong client relationships, driving revenue growth, and exceeding sales targets. Adept at resolving customer concerns efficiently and maintaining high satisfaction rates. Skilled in CRM systems, cross-selling, and upselling strategies, with a strong focus on empathy and effective communication. Committed to contributing to team success and fostering long-term customer loyalty.
SKILLS
Customer Service: Active listening, conflict resolution, empathy, problem-solving, customer relationship management (CRM), adaptability, patience, professionalism.
Sales: Negotiation, upselling, cross-selling, lead generation, account management, sales forecasting, objection handling, closing techniques.
Technical Skills: CRM software (Salesforce, Zendesk, Zoho), data entry, MS Office Suite, live chat support tools, call center software, email management.
Communication: Verbal communication, written communication, interpersonal skills, rapport building, persuasion.
Time Management: Multitasking, prioritization, organization, efficiency.
WORK EXPERIENCE
[bookmark: _heading=h.30j0zll]Customer Service Manager (Freelance), The Healthcare Agency| U.K     	   May 2023 – Present
· Leveraging advanced CRM tools to analyze customer data, derive actionable insights, and drive personalized service strategies, resulting in enhanced client satisfaction.
· Spearheading the development and execution of performance management frameworks, defining and tracking KPIs to consistently boost team productivity and customer experience metrics.
· Designing and facilitating comprehensive training programs, fostering a culture of continuous improvement and ensuring the team remains equipped with up-to-date industry knowledge and service excellence techniques.
· Implementing process optimizations and innovative solutions to streamline workflows, reducing resolution times and improving overall service quality.

Customer Service Representative Airtel Nigeria | Lagos, Nigeria     	              May 2019 – July 2020
· Delivered prompt and accurate responses to customer queries via phone, email, and chat using CRM systems, ensuring exceptional service delivery.
· Identified customer needs through effective communication, providing tailored guidance on product features and services to enhance user experience.
· Diagnosed and analyzed product issues, efficiently reporting malfunctions to appropriate teams for resolution.
· Resolved diverse product and service concerns swiftly, maintaining high customer satisfaction scores (CSAT) and building long-term customer loyalty.
Order Processing Lead (Remote), Gift Baskets Overseas | USA		                  Nov 2020 – Present
· Managed end-to-end order processing for global customers, ensuring seamless coordination with the U.S.-based processing team for timely and accurate fulfillment.
· Oversaw the purchasing and packaging of gift items for delivery across 36 Nigerian states, including the Federal Capital Territory, Abuja, catering to orders from over 300 countries worldwide.
· Proactively made outbound calls to address pending customer issues, resolve concerns efficiently, and maintain high customer satisfaction.
· Streamlined order workflows to enhance efficiency and contributed to maintaining service excellence in a fast-paced, high-volume environment.

Manager, Treasures Bakery | Lokoja, Nigeria            		                                        April 2014 - Feb 2018
· Led and supervised a team of staff, ensuring smooth daily operations and adherence to quality and productivity standards.
· Coordinated staff scheduling, task assignments, and performance monitoring to optimize efficiency and meet production goals.
· Fostered a collaborative work environment through effective communication and conflict resolution, resulting in improved team morale and customer service.
· Oversaw inventory management and procurement processes, ensuring adequate stock levels to meet customer demands without delays.


[bookmark: _heading=h.1fob9te]EDUCATION AND CERTIFICATES

KOGI STATE UNIVERSITY | KOGI STATE, NIGERIA		 	                                                              2013
Bachelor of Science: Political Science

[bookmark: _heading=h.3znysh7]OTHER EXPERIENCES
· [bookmark: _heading=h.2et92p0]Customer Support, Airtel Enterprise Nigeria - Nov 2020 - March 2021 – Nigeria
· Order Processing Specialist, Giftsenda, USA - June 2024 till Date
· Tonia’s Cuisine Ltd, Customer Support Consultant, Lekki, Lagos, Nigeria, Aug 2024 
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On Request.
