JULIANA EMELIFE			                 
Certified Customer Service Professional
_________________________________________________________________
Email: juliechekus@gmail.com                     Mobile: +2348035868745                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                    LinkedIn: https://www.linkedin.com/in/juliana-emelife-742943a5/
PROFESSIONAL SUMMARY                                                                                                                        
Certified Customer Service Professional and a professional member of West African Association of Customer Service Professionals (WAACSP) with 8+ years of experience delivering exceptional customer service.  Experienced in handling customer enquiries, complaints, technical issues, and escalations through phone, email, and live chat, with a proven record of achieving a 95% first-call resolution rate. Skilled in customer relationship management, problem-solving, active listening, escalation management, documentation, and customer feedback. Proficient in Zendesk, Intercom, Microsoft Office, Google Workspace, Slack, and Zoom. A highly empathetic and solution-oriented professional who works effectively in fast-paced and remote environments while maintaining professionalism and customer satisfaction 

CORE COMPETENCIES
* Customer Service & Customer Experience
* Customer Support
* Email, Chat & Phone Support
* Complaint & Escalation Management
* Technical Troubleshooting
* First-Contact Resolution
* Active Listening & Empathy
* Problem Solving
* Customer Relationship Management
* Customer Feedback & Service Improvement
* Product Knowledge
* Customer Retention & Cross-selling

                                                                                                                                                                                                                                                



PROFESSIONAL EXPERIENCE

Customer Support Agent (Independent contractor) 
MoDsquad  |March-May 2026
· Supported customers Via email and live chat, providing timely and effective communication, collaborating with cross functional team while maintaining professionalism in a Remote environment.

Customer Support Representative  
FairMoney | February 2022 – April 2025
                                                                
· Served customers through phone, email, and live chat, providing timely, professional, and solution-focused support.
· Worked effectively in a remote environment, maintaining consistent communication with customers and internal teams through virtual meetings, email, chat, and phone.
· Provided technical support and troubleshooting, working to resolve customer issues at first contact whenever possible.
·  Handled escalated customer concerns with empathy, professionalism, and a solutions-driven approach.
·  Maintained strong knowledge of company products and services to provide accurate information and effective solutions.
·  Supported webinars and live continuing-education courses, ensuring a smooth experience for participants.
· Monitored industry developments and continuously strengthened product knowledge while sharing relevant insights with customers and team members.

Customer Service Representative
Ecobank Nigeria | February 2011 – December 2021
* Served as a primary point of contact for customers, providing support through phone, email, and chat.
* Consistently delivered excellent customer service through active listening, empathy, ownership, and effective communication.
* Managed and resolved customer enquiries while maintaining a high standard of service quality.
* Handled customer concerns and followed through to ensure satisfactory resolution.
* Assisted in training new hires and provided ongoing support to team members.
* Collaborated with the product team by providing customer feedback and recommending product improvements.   
 * Identified appropriate cross-selling opportunities and recommended relevant products based on customers’ needs and preferences.
EDUCATION                                                                                                                                                                                                                                                                                                         BSc. Finance & Banking
University of Port Harcourt, Rivers State | 2010

PROFESSIONAL CERTIFICATIONS
* Certified Virtual Assistant – ECOWAS Professional Certification, 2025
 * Customer Relationship Management (CRM) – ECOWAS Professional Certification, 2024
* Basic Human Resources Management (bHRM) – 2023
* Global Anti-Money Laundering – Banker’s Academy, 2023
* Product Management – Utiva, 2022
* Certified Customer Service Professional -ECOWAS Professional Certification, 2020
* Nigerian Institute of Management (Chartered) – 2006

TECHNOLOGY & TOOLS
-CRM & Support: Zendesk, Intercom, Retool, Stripe
-Productivity: Microsoft Office, Google Workspace
-Communication: Slack, Zoom
-Other: Power BI, Internet/Software Applications

REFRENCES 
Available on request  

