Adeshina Aremu
(416) 821-9197 | aremzin2002@gmail.com  | Toronto, ON

PROFESSIONAL SUMMARY

Bilingual Customer Success and Support Specialist with over 5 years of experience delivering award-winning service for leading logistics and technology-driven companies. Fluent in English and French, with advanced proficiency across major CRM and support platforms including Salesforce, Zendesk, and ServiceNow. Proven ability to exceed performance targets, resolve 30+ daily tickets, and maintain 95%+ customer satisfaction scores. Recognized for implementing process improvements that reduced repeat customer complaints by 15%.

CORE COMPETENCIES & SKILLS

	· Languages: Fluent in English & French
· CRM Systems: Salesforce, HubSpot
· Support Platforms: Zendesk, ServiceNow
· Logistics & ERP: SAP, Oracle NetSuite
· Shipping Software: FedEx Ship Manager

	· Customer Satisfaction & Retention
· Conflict De-escalation & Resolution
· First-Contact Resolution (FCR)
· Empathetic Communication
· Building Customer Rapport
	· Process Improvement & Efficiency
· Ticket & Call Queue Management
· Team Training & Mentoring
· Revenue Growth & Upselling
· Regulatory & Customs Compliance



PROFESSIONAL EXPERIENCE

FedEx | Mississauga, ON
Customer Service Representative	2024 – July 2025
· Address a high volume of customer inquiries via phone, email, and in-person channels, providing accurate and timely resolutions on shipments, tracking, and billing.
· Assist customers in navigating FedEx online systems, explaining services and products to promote effective solutions.
· Process orders, returns, and rate quotes with high accuracy, ensuring data integrity within company platforms.

Purolator | Mississauga, ON
Customer Service Representative	2020 – 2024
· Resolved an average of 30+ daily tickets, maintaining an average response time well below company targets and achieving a 95%+ customer satisfaction rate.
· Spearheaded a new customer feedback loop initiative, leading to a 15% reduction in repeat complaints.
· Upsold Purolator services to clients by identifying needs, generating an average of $5,000 in additional monthly revenue.
· Successfully trained and mentored over 5 new hires, improving team productivity and reducing onboarding time.
· Recognized as "Employee of the Month" for exceptional customer support and teamwork.

UPS Canada | Brampton, ON
Customer Service Agent	2018 – 2020
· Managed 60+ daily inbound calls in a fast-paced call queue, achieving an 85%+ first-contact resolution rate that minimized escalations.
· Processed complex customs documentation with 98% accuracy, ensuring full regulatory compliance for international shipments.
· Consistently earned positive commendations in customer surveys for professionalism, empathy, and efficiency.

EDUCATION

Bachelor of Education Double Honors (BEd.), Counselling and Communication & Language Art | 2018
University of Ibadan, Nigeria. 

Ontario College Graduate Certificate in Human Resource Management.   | 2024                                       
Canadore College, ON Canada


CERTIFICATIONS

Certified Customer Service Professional (CCSP) | Customer Service Institute of Canada
WHMIS (Workplace Hazardous Materials Information System) | Canada
First Aid & CPR Certification | Canada
(AODA) Workplace Wellbeing Certification. 
Conflict Resolution & Negotiation Skills | Canadian Management Centre
Communication Excellence in Customer Service | Service Quality Institute
English Language Skills & Interaction Etiquette Workshop                           
Emotional Intelligence & Effective Leadership                                              
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