BRIGHT ARKOH
Customer Experience Manager | Customer Service | Sales & Client Relations
Accra, Ghana
Phone: +233 534 404 041
Email: brightarkoh008@gmail.com

PROFESSIONAL PROFILE
Dynamic and customer-focused Sales and Service Professional with practical experience in customer relationship management, sales operations, complaint resolution, team support, customer retention, upselling, cross-selling, and service improvement. Experienced in building strong customer relationships, understanding customer needs, resolving post-sales concerns, supporting team performance, and using market and customer information to identify opportunities for business growth.
Strong background in customer service, client communication, sales strategy, conflict resolution, team coaching, performance monitoring, market research, and service delivery. Demonstrated ability to work effectively in fast-paced, target-driven environments while maintaining a professional and customer-first approach.
Seeking to bring strong customer service leadership, commercial awareness, problem-solving ability, and people-management skills to a Customer Experience Manager position where I can improve customer satisfaction, strengthen service standards, support team performance, and contribute to customer retention and business growth.

CAREER OBJECTIVE
To lead and develop high-performing customer-facing teams while delivering exceptional customer experiences across multiple service channels. I aim to use customer feedback, operational data, effective communication, and structured service processes to improve customer satisfaction, resolve service challenges, increase customer loyalty, and support sustainable organizational growth.

CORE COMPETENCIES
· Customer Experience Management
· Customer Service Operations
· Customer Relationship Management
· Complaint Handling & Service Recovery
· Escalation Management
· Customer Retention & Loyalty
· Team Leadership & Supervision
· Staff Coaching & Mentoring
· Customer Satisfaction Improvement
· Service Quality Management
· Sales & Commercial Awareness
· Upselling & Cross-Selling
· Customer Journey Improvement
· Performance Monitoring
· KPI & Target Management
· Customer Feedback Analysis
· Problem Solving & Decision Making
· Conflict Resolution
· Client Relationship Management
· Market Research
· Sales Forecasting
· Service Standards & Procedures
· Cross-Functional Collaboration
· Written & Verbal Communication
· Microsoft Office Applications
· Point-of-Sale Operations
· Data Analysis
· Time Management
· Confidentiality & Professionalism

PROFESSIONAL EXPERIENCE
CUSTOMER SALES AND SERVICE EXPERT
Fair Trade Outsourcing Ghana — Accra, Ghana
September 2024 – July 2026
· Delivered professional customer service and maintained positive relationships with customers throughout the sales and post-sales journey.
· Responded to customer questions, requests, and concerns while providing timely and appropriate solutions.
· Provided ongoing after-sales support by addressing additional customer enquiries and resolving service-related issues.
· Developed strong customer relationships through effective communication, active listening, product knowledge, and responsive service.
· Supported sales team members in achieving business growth and customer development objectives.
· Implemented effective sales and customer engagement strategies that contributed to achievement of sales goals.
· Used upselling and cross-selling techniques to increase value from existing customer relationships.
· Maintained up-to-date knowledge of products, promotions, payment policies, and exchange procedures to provide accurate customer information.
· Identified customer needs and recommended appropriate products or services based on individual requirements.
· Handled customer concerns professionally and worked toward satisfactory resolutions.
· Supported a customer-focused culture by ensuring that customers received accurate information and responsive assistance.
· Operated point-of-sale systems efficiently and accurately, contributing to smooth customer transactions.
· Collaborated with colleagues to support customer service delivery and overall team performance.
· Applied effective communication and problem-solving skills when dealing with customer concerns and service challenges.
Key Contributions:
· Supported achievement of sales objectives through effective customer engagement and marketing strategies.
· Strengthened customer relationships through consistent post-sales support.
· Contributed to revenue growth through upselling and cross-selling.
· Helped maintain efficient customer transactions through accurate point-of-sale operations.



SALES EXECUTIVE
Iron Head Group — Accra, Ghana
September 2023 – June 2024
· Built and maintained strong relationships with clients through effective communication, customer engagement, and comprehensive product knowledge.
· Conducted market research to understand customer needs, market trends, and potential business opportunities.
· Presented product features, benefits, and solutions to customers during both in-person and virtual meetings.
· Developed and implemented sales strategies designed to meet customer needs and increase revenue.
· Assisted with the training and on boarding of new sales staff on company policies, procedures, and best practices.
· Coached junior sales staff on techniques for improving customer service and customer engagement.
· Set and monitored sales targets for individual team members and the wider team.
· Supported team members in improving sales performance and maintaining high standards of customer interaction.
· Ensured compliance with company sales policies, practices, and applicable requirements.
· Used customer and market information to identify opportunities for improved service and increased sales.
· Maintained professional communication with clients and responded appropriately to their questions and needs.
· Supported the development of a customer-focused sales culture within the team.
Key Contributions:
· Supported the training and development of junior customer-facing employees.
· Contributed to improved customer service practices through coaching and knowledge sharing.
· Used market research and customer needs analysis to identify sales opportunities.
· Supported team performance through target setting and performance monitoring.

SELECTED CUSTOMER EXPERIENCE ACHIEVEMENTS
· Customer Relationship Building: Developed strong and lasting client relationships through responsive communication, product knowledge, and consistent customer support.
· Service Recovery: Provided post-sales support and resolved customer concerns with a focus on satisfactory outcomes.
· Customer Retention: Strengthened relationships with existing customers through continued engagement, upselling, cross-selling, and after-sales support.
· Team Development: Assisted with training new sales staff and coached junior employees on customer service and sales techniques.
· Performance Management: Supported the setting and monitoring of individual and team targets.
· Commercial Growth: Contributed to revenue growth through effective selling strategies, customer engagement, upselling, and cross-selling.
· Customer Insight: Conducted market research to identify customer needs and potential opportunities.
· Operational Efficiency: Maintained accurate and efficient point-of-sale transactions and customer interactions.

CUSTOMER EXPERIENCE MANAGEMENT CAPABILITIES
Customer Service & Journey Management
Experienced in supporting customers throughout the customer journey, from initial engagement and product presentation through transaction completion and after-sales support. Able to identify customer needs, address service concerns, and maintain positive customer relationships.
Complaint & Escalation Management
Able to listen carefully to dissatisfied customers, understand the underlying issue, communicate professionally, investigate available solutions, and work toward appropriate resolution while protecting the organization's customer relationship.
Team Leadership & Coaching
Experienced in supporting and training customer-facing employees, sharing best practices, coaching junior staff, and monitoring team targets. Capable of creating a professional and customer-focused team environment.
Performance & KPI Management
Experienced in setting and monitoring sales targets and assessing team performance. Able to apply performance information to identify areas requiring additional coaching, support, or operational improvement.
Customer Feedback & Improvement
Able to use customer interactions, market research, recurring concerns, and service feedback to identify opportunities for improving customer service and strengthening the overall customer experience.
Commercial Awareness
Strong understanding of the relationship between customer satisfaction, retention, service quality, sales performance, and revenue growth. Experienced in upselling and cross-selling while maintaining a customer-focused approach.

EDUCATION
BACHELOR OF SCIENCE IN DIETETICS
University of Ghana, Legon — Accra, Ghana
September 2019 – September 2023

PROFESSIONAL SKILLS
Customer Service: Customer enquiries, complaint handling, service recovery, client support, customer retention, customer relationship management.
Leadership: Team support, staff coaching, employee training, target setting, performance monitoring, team motivation.
Sales & Commercial: Sales strategy, product sales, upselling, cross-selling, sales forecasting, market research, revenue growth.
Communication: Professional verbal communication, written communication, active listening, negotiation, customer engagement, presentation.
Analysis: Data analysis, customer needs analysis, market research, performance monitoring, trend identification, problem solving.
Operations: Point-of-sale systems, customer service procedures, transaction accuracy, policy compliance, time management.

TECHNOLOGY & COMPUTER SKILLS
· Microsoft Word
· Microsoft Excel
· Microsoft PowerPoint
· Microsoft Office Suite
· Point-of-Sale Systems
· Customer Data Management
· Digital Communication Tools
· Basic Data Analysis
· Online Customer Service Platforms

KEY PERSONAL ATTRIBUTES
· Customer-focused and service-oriented
· Strong interpersonal skills
· Professional and approachable
· Excellent communication skills
· Calm under pressure
· Strong problem-solving ability
· Results-oriented
· Team-focused
· Adaptable and flexible
· Detail-oriented
· Accountable and dependable
· Confident in handling difficult customer situations
· Strong commercial awareness
· Committed to continuous improvement

LANGUAGES
English: First Language

PROFESSIONAL VALUE PROPOSITION
I bring a combination of customer service, sales, team support, customer relationship management, commercial awareness, and performance-focused experience. My background has involved direct customer interaction, post-sales support, complaint resolution, team coaching, target monitoring, market research, and revenue-focused customer engagement.
For a Customer Experience Manager role, I can contribute by strengthening customer service standards, coaching customer-facing teams, improving complaint resolution, monitoring customer feedback and performance indicators, and ensuring that customer needs remain central to operational decision-making.

REFERENCES
References available upon request.

