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Flexible, dedicated Senior Customer Service Representative with more than four years of experience monitoring client accounts, conducting performance reviews and assisting management with training.

 Experience
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  Data and Social Support                                                                                            2020 -	Present
· Assist with customer issues during configuration, operation, maintenance, or compatibility matters
· Providing support for all customers and follow up their case till the end of the call
· Constant process improvement
· Training clients in the use of data storage and retrieval systems, databases, and software
· Troubleshooting and resolving IT issues related to internet connection/configuration.
· Communicating with coworkers to diagnose problems.
· Prioritizing the workload to ensure the most critical issues are resolved first.
· Documenting common support procedures that coworkers can follow.
· Providing support remotely when necessary.
· Full knowledge with broadband lines and its work flow


Senior Customer Service Representative                                                                    2019 -	2020
· Resolve any concerns, questions or confusion about the packages offered 
· With professionalism and clear Communication
· Offer Recommendations based on the customer preferences
· Preparation of quotes and invoices for client billing, and reports for internal reporting. Consider the impact of commercial decisions, seeking ways to optimize profitability and delivery
· Assists in training new employees when applicable
· Reports any incidents or accidents to a member of the management team
· Lead client/team meetings as required

Complaint Expert                                                                                                        2018-2019
· Resolve any concerns, questions or confusion about the service offered 
· Maintaining a positive, empathetic, and professional attitude toward customers at all times
· Responding promptly to customer inquires
· Communicating with customers through various channels
· Acknowledging and resolving customer complaints
· Knowing the products are services and its related matrix
· Ability to determine for which technical entity the ticket should be directed
· Assists in training new employees when applicable
· Reports any incidents or accidents to a member of the management team


Access Operations Maintenance                                                                               Feb-Aug 2018
· Installs, moves, repairs, and modifies telecommunications and related equipment’s
· According to job orders Specifications 
· Helps to assure the overall success of Networking and Telecommunications by performing all duties as assigned
· Installation of fiber optics, cabling, antennas, radio systems, telecommunications towers

Junior Customer Service Representative                                                                    2014 -	2018
· Handles customer questions with the highest degree of courtesy and professionalism to resolve any customer issues with one call resolution
· Maintains sales goals and objectives, including upgrades and additional services
· Reports any incidents or accidents to a member of the management team
· Actively engage with potential customers and build rapport with them

Mission at Logistics devices inventory                                                                              June 2015
· Managing Devices Inventory & Stock Control
· Warehousing And Monitoring the Flow of Goods
· Ensure That the Right Products Are Delivered to The Right Location on Time

Airport Helpdesk–Mobile Authorization                                                        July 2013- May 2014  
· Mobile Authorizations
· Resolve any incident related to mobile operator

Sales Representative                                                                                                   2010-2013
· Generating Leads & Meeting or exceeding sales goals
· Negotiating all contracts with prospective clients
· Helping determine pricing schedules for quotes, promotions, and negotiations
· Preparing weekly and monthly reports
· Giving sales presentations to a range of prospective clients

Education
2016           Bachelor’s degree in management information system (MIS)
                        Lebanese International University 
Qualifications 
· Language:  Fluent Arabic and English 
· Computer Skills: Microsoft Excel, JAVA, SQL, Microsoft Office 

Certifications:

· Conflict Transformation by Leadership & Management Academy
· Face to Face & Body Language by Leadership & Management Academy
· Selling Techniques by Alfa Telecommunication
· Communication Skills by Alfa Telecommunication
· Customer Service Excellence by Alfa Telecommunication
· Telephone Skills by Alfa Telecommunication
· Fundamentals of Social media advertising by Coursera
· Social media by Hub Spot
· Mini-Link Outdoor Units M17, Fundamentals, Operation and Maintenance by Ericsson
· Emotional Intelligence by STARMANSHIP & ASSOCIATES
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