KEHINDE ELIJAH ADEBIYI

CUSTOMERSERVICEREPRESENTATIVE

Lagos, Nigeria | +2349030432395 | kennyelijahi@gmail.com

PROFESSIONALSUMMARY

Customer-focusedservice professional with 8+ years of experience resolving customer inquiries, managingaccounts,
and delivering support across logistics, retail, and e-commerce environments. Proven record of improving customer
satisfaction, resolving conflicts efficiently, and maintaining service quality under high-volume conditions. Strong
communicator with a track record of training teams, using CRM and tracking systems, and turning service data into
actiontoimprove responsetimesandcustomerretention.

PROFESSIONALEXPERIENCE
VourswageLimited Surulere, Lagos, Nigeria
Customer Service TeamLead (Omnibiz 3PL Partner) Aug2022- Present

Serve as primarypoint of contact for customerinquiriesacrossair,land, and sea shipments, resolving service
Issues andimproving on-time delivery communication by 30%.

Leadacustomerservice teamhandling ordertracking, complaint resolution, and delivery status updates, reducing
customer wait times and cutting service costs by 25%.

Introduced automatedtrackingand order-statustoolsthatimprovedresponseaccuracy and cut customer
complaintsrelatedtoordererrors.

Boosted customer-facing servicevisibility by 50% by rolling out real-time shipment tracking, keeping customers
informed andreducinginbound statusinquiries.

Maintained 100% compliance with service andregulatory standards, ensuring every customerinteraction met
quality and auditrequirements.

JumiaAgungiHub Lagos, Nigeria
Assistant Hub Director - Customer Experience Feb2022- Aug2022

Improved customersatisfactionscoresby20% by implementing proactive service strategiesandbuilding a
customer-firstculture acrossthe hub.

Resolved 95% of customeranddelivery-partner conflicts throughactive listening, empathy, and strategic
communication,ensuringsmooth service delivery.

Increased operationalresponsiveness by 15% by introducing data-driven service workflows and holdingtheteam
accountable to customer-service KPls.

Trainedand mentored customer-facing staff, drivinga 30% improvementin service quality, team productivity,and
staffretention.

Platinum ExpressNigeria Lagos, Nigeria
Customer Support & Operations Staff May2021- Feb2022

Handled customerorder andinventoryinquiries, improvingaccuracy of order information communicatedto
customers by 25%.

Streamlined customer request handlingand complaint resolution workflow, improving efficiency by 20% and
reducingturnaround times.

Proactivelyidentifiedandresolved serviceissuesbeforetheyimpacted customers, cutting service-relatedrisks by
15%.

Ensured 100% compliance with company policies and quality standards during customer-facing audits.



FabtexNigeriaLimited Ajah, Lagos, Nigeria
Sales & Customer Relations Manager Dec2017- Dec2019

Builtand maintained strong customerrelationships that grew salesrevenue by 30% through consistent follow-up
andneeds-basedservice.

Trainedand mentored acustomer-facing sales team, improving customerinteraction quality andteam
performance by 25%.

Streamlined customerinquiryandorderhandling processes,improving service efficiency by 20% through better
time management and data-drivendecisions.

CORE SKILLS

Customer Service & Support < Conflict Resolution <« ComplaintHandling + CRM & Order Tracking Systems -
Active Listening & Empathy * Team Training & Leadership + Multichannel Communication + Problem Solving
Data-DrivenServiceImprovement « Regulatory Compliance

EDUCATION

B.Sc.Mass Communication
National OpenUniversityof Nigeria, Victorialsland, Lagos, Nigeria | 2021- 2025



