Melissa Abou Chakra 
Address: Beirut, Lebanon | Mobile:  +961 70483229 | Email: melissa.g.abouchakra@gmail.com  
Digital Marketing | Customer Service | CX | SEO | Financial Services
Dynamic, people-oriented, and a social media-savvy professional with a strong sense of initiative, and a collaborative spirit which allowed me to excel in my professional and volunteer work.
Education 
Associate Diploma in Digital Marketing                              | LAU (2024)
Master 1 of Business Administration                                    | LEBANESE UNIVERSITY (2021)
Bachelor of Business Administration                                    | LEBANESE UNIVERSITY (2018)
CERTTIFICATIONS
Essential New Skills in Media & Communications               | LINKEDIN LEARNING (2023)
Intermediate Customer Service & Business Etiquette           | TAWJIH (2022)
PROFESSIONAL EXPERIENCE

Customer service OFFICER | OMT | JANUARY 2023 – PRESENT
N.B: OMT (Online Money Transfer) is an accredited Western Union agent in Lebanon, and is a recognized financial services leader with a broad portfolio of services and partnerships.
· Lead in daily operations of the contact center, ensuring that customer service representatives are well-informed, trained, and motivated to provide exceptional services and adhere to the set CRM procedures and standards
· Professionally represented the company’s image by fostering a seamless and positive customer experience across all touchpoints, leveraging customer feedback and data to identify trends and areas for enhancement
· Managed complex customer complaints or escalations while ensuring timely resolution by analyzing and evaluating customers’ requests efficiently, gathering needed data and case details
· Assisted customers with end-user software adoption, addressing their inquiries and issues effectively    
· Performed back office digital application requests received by customers (refunds and adjustments)
· Performed outgoing calls on daily basis to solve received cases from social media platforms, other departments, or stakeholders
· Advised customers with the right financial services that cater their needs and simplified our complex product offerings
· Helped in preventing future fraud cases through fraud awareness and prompt action before or after a fraud case occurred
· Provided customers with accurate financial transactions statuses by navigating between the received emails, internal applications, Cybersource payment gateway, and Microsoft 365 Dynamics
· Proposed ideas for better workflow
· Performed telemarketing campaigns to cross-sell or up-sell services

CUSTOMER SERVICE REPRESENTATIVE       | OMT | APRIL 2019 – DECEMBER 2022

OUTBOUND CUSTOMER SERVICE                     | OMT | JANUARY 2018 – MARCH 2019   
HR INTERNSHIP                                                       |    FMPS HOLDING   | AUGUST 2016
fmcg sales promotion                                                                          | 2016

VOLUNTEER EXPERIENCE

CLUB PRESIDENT               | ROTARACT INTL | NGO | JULY 2024 – PRESENT

COMMUNITY MANAGER | ROTARACT INTL | NGO | AUGUST 2022 – PRESENT

TELETHON OPERATOR    | CHILDREN CANCER CENTER | 2023

SOCIAL MEDIA DESIGNER & BUSINESS PLAN WRITER | LAMSA LEBANON | NGO | APRIL & MAY 2023 
core competencies
· Excellent interpersonal and verbal/written communication skills
· SEO optimization
· [bookmark: _GoBack]Google Analytics
· Social media copywriting
· Ability to multitask and manage multiple accounts simultaneously
· Ability to create Flyers, Logos, Social media content through Canva
· Content creation | Instagram & Facebook
· Excellent time-management skills
· Adaptability, flexibility, and cultural sensitivity to work in a dynamic and fast-paced multicultural environment
· Fast learner and the ability to work independently 
· Proficient in Microsoft applications (PowerPoint, Word, Excel, Outlook, and 365 Dynamics)
· Proficient in Contact Center Operations, CRM systems & software (Zendesk, Avaya)
· Ability to gather and synthesize complex information, make sound tactical decisions, and communicate such information in a clear, simple way to a variety of audiences, ranging from senior executives to working-level analysts and technical specialists
· Strong analytical skills to assess customers’ behaviors and preferences through feedback and data analysis
· Excellent problem solving and creative conflict resolution abilities
· Adeptness in data entry and Database Organization
· Ability to maintain a positive and customer-oriented attitude even when working under pressure
· Employee training & evaluation
· Research skills

LANGUAGES
· ENGLISH  – Professional working proficiency
· ARABIC    – Native or bilingual proficiency
· FRENCH   – Limited working proficiencydigital experiences, customer-centric mindset, clients, customer satisfaction and engagement, Proactive mindset, inbound, outbound calls, and chats, attention to detail, strategic thinking skills, presentation skills, cross-functional teams


2
