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PROFESSIONAL SUMMARY

Customer Success and CX professional with 7+ years of experience across fintech, technology, professional services and customer-facing businesses, with particular strength in customer retention, escalations, CRM operations and service recovery.

I work at the point where customers, systems and operations meet. I have handled high-volume customer enquiries, supported fintech users through onboarding and technical issues, managed escalations, improved CRM workflows, built customer-facing documentation and used customer feedback to identify operational and product issues.

At Mavapay, I generated over $30,000 in turnover within 90 days while supporting customers across onboarding, troubleshooting and follow-up. I have also achieved 95–98% SLA performance, improved customer retention by 25%, and increased support efficiency by 30% through CRM and workflow improvements.

I am particularly effective in situations where there is no perfect playbook yet: understanding what the customer is experiencing, getting to the root of the problem, coordinating the right internal teams and making sure the issue does not simply happen again.

CORE SKILLS
Customer Success & Retention | Escalation Management | Fintech Customer Support | Customer Experience Operations | CRM Administration | Salesforce | HubSpot | Zendesk | KYC & Compliance Escalations | SLA & Resolution Management | CSAT & Customer Feedback | Knowledge Base & FAQ Development | Customer Onboarding | Technical Troubleshooting | Incident & Case Management | Product Feedback | Cross-functional Collaboration | Process Improvement | Remote Customer Support

PROFESSIONAL EXPERIENCE
CLIENT EXPERIENCE MANAGER
Hairitage Hub | Lagos | Feb 2026 – Present
	•	Lead day-to-day client experience operations, including service recovery, customer complaints, escalations, retention and front-desk service standards.
	•	Monitor customer enquiries, bookings, follow-ups, payments and service issues to identify recurring friction points and opportunities to improve the customer journey.
	•	Work across operations and frontline teams to resolve customer issues and ensure appropriate follow-through rather than simply closing complaints.
	•	Track customer interactions and retention activity through CRM/booking systems and use customer patterns to inform operational decisions.
	•	Support team training around customer communication, service standards, complaint handling and consistent use of operational systems.
	•	Produce CX reporting and identify gaps affecting repeat business, customer satisfaction and operational efficiency.

BUSINESS SALES SPECIALIST — CONTRACT
Mavapay | Remote | May 2025 – Aug 2025
	•	Generated $30,000+ in turnover within three months through fintech product sales, customer engagement and targeted upsell campaigns.
	•	Supported customers through onboarding, product usage and first-level technical troubleshooting across chat, email and calls.
	•	Improved onboarding satisfaction by 18% by identifying friction points and strengthening the customer journey.
	•	Reduced sales-cycle time by 20% through improved Salesforce lead tracking, follow-up and pipeline visibility.
	•	Documented customer cases and escalations in CRM and coordinated resolution in line with support and compliance procedures.
	•	Used customer conversations and recurring issues to identify opportunities for better communication, product education and follow-up.

CUSTOMER SALES & SUCCESS EXECUTIVE
Grace Technologies | Lagos | Nov 2024 – Jul 2025
	•	Managed 300+ customer enquiries daily, maintaining 98% SLA compliance across email, calls and CRM.
	•	Increased customer retention by 25% through proactive engagement, needs-based recommendations and follow-up.
	•	Built internal FAQs and help content that improved customer self-service and reduced repetitive support requests.
	•	Automated Salesforce and HubSpot workflows, improving support efficiency by approximately 30%.
	•	Categorised, documented and tracked customer cases through resolution using structured help-desk procedures.
	•	Identified recurring customer issues and translated frontline feedback into process and support improvements.

CUSTOMER LEAD & MEDIA ASSOCIATE
Meadow Hall Group | Lagos | Sep 2022 – Oct 2024
	•	Improved customer journey touchpoints, contributing to a 20% reduction in churn.
	•	Delivered multi-channel customer support through email, social and chat, achieving 95% first-contact resolution.
	•	Coordinated customer communications and feedback while working with internal teams to resolve service issues.
	•	Created and maintained support documentation and training guides to improve consistency across the customer experience.
	•	Supported digital campaigns focused on engagement, customer adoption and retention.

LEGAL ASSISTANT — CLIENT RELATIONSHIP MANAGEMENT
Danielle Chambers | Lagos | May 2019 – Aug 2022
	•	Managed client enquiries, escalations and follow-ups while maintaining a high standard of confidentiality and accuracy.
	•	Created a streamlined onboarding process that reduced client intake time by 25%.
	•	Maintained sensitive client documentation in accordance with internal compliance requirements.
	•	Coordinated information across clients and internal stakeholders to keep cases moving toward timely resolution.

BUSINESS & CUSTOMER SUCCESS LEAD
True Rebel Fashion Co. | Accra | Oct 2015 – Feb 2018
	•	Led customer support escalation processes, reducing complaint resolution time by 15%.
	•	Increased customer lifetime value by 10% through tailored loyalty and customer engagement initiatives.
	•	Contributed more than $200,000 in revenue through customer-focused business development and relationship management.

EDUCATION & CERTIFICATIONS
B.A. History & International Relations — Lagos State University
Product Management Professional Certification — AltSchool Africa
Salesforce Administrator & CRM Optimization — Practical Training
Digital Marketing Apprenticeship — Acadium
Member — Chartered Institute of Customer Relations Management

TECHNOLOGY
CRM: Salesforce, HubSpot
Customer Support: Zendesk, Freshdesk, Front
Productivity: Notion, Asana, Trello, Slack, Discord
Analytics: Power BI, Google Analytics
Customer Feedback: Typeform, Google Forms
Case Management: Incident Logging, Case Categorisation, Escalation & Resolution Tracking 




