Richard Kofi Tawiah
33 Nana Nimako Street, Accra | +233 554 704 042 | rktawiah21@gmail.com
Professional Summary
Customer-focused professional with proven experience in high-volume customer support, social media management, and quality assurance. Recognized for exceeding performance targets, driving customer satisfaction, and growing digital communities. Skilled in call handling, CRM systems, order management, and cross-functional coordination. Adaptable, analytical, and driven by results.
Key Skills
Customer Service & Call Control
Conflict Resolution & Complaint Handling
Empathy & Active Listening
CRM & Documentation Accuracy
Product Knowledge & Technical Support
Analytical Thinking & Problem Solving
Written & Verbal Communication
Social Media Management (Instagram, X)
Tools: Docebo, Smartlook, Slack, Time4Care
Adaptability & Team Collaboration
Professional Experience
Customer Service Agent | Public Partnerships LLC – New York
Feb 2025 – May 2025
Provided frontline support for CDPAP consumers and personal assistants (PAs), handling high-volume inbound and outbound calls.
Guided participants through registration, documentation, and app setup (Time4Care), ensuring smooth onboarding.
Maintained a 96% average QA score and 4.6-star customer rating by consistently delivering empathetic, accurate, and efficient service.
Used the Agent Resource Guide (ARG) and CRM tools to resolve issues and escalate cases beyond authorization scope.
Completed after-call documentation in real-time, improving productivity and call flow.
Frequently requested by management for extra hours due to reliability and strong performance.
Customer Service Representative (Call Center) | Intuit TurboTax via Agents Only
Dec 2024 – Feb 2025
Assisted customers using TurboTax software, offering guidance on tax filing, account setup, and troubleshooting.
Accessed knowledge base (Docebo) and used Smartlook for live session support and issue resolution.
Collaborated with team leads via Slack to resolve complex customer concerns in real-time.
Recommended tailored TurboTax plans based on employment and income types.
Maintained data privacy and delivered high-volume support during peak tax season.
Promptly completed after-call documentation to ensure record accuracy.
Quality, Health, Safety and Environment Officer | Twellium Industrial Company (McBerry Biscuits)
May 2023 – Dec 2024
Monitored biscuit packing processes for compliance and conducted real-time inspections.
Performed raw material sampling and testing to ensure timely production release.
Supervised operational parameters including mold impressions, oven temperature, and baking times.
Led investigations and implemented CAPAs for non-conformance issues.
Maintained accurate documentation and trend analysis in line with cGMP standards.
Social Media Manager | The JeansShop Gh
Dec 2021 – May 2023
Managed Instagram and Twitter accounts, growing followers from 28K to 405K+ and 0 to 2,300+ respectively.
Handled order intake and tracked deliveries via social media and calls for up to 200 customers daily.
Coordinated rider routes by region to ensure efficient delivery service across Ghana.
Provided customer updates, responded to inquiries, and followed up post-delivery.
Reported customer feedback and insights to support stock and marketing decisions.
Education
Bachelor of Science (BSc), Food Process Engineering
University of Ghana – Legon, Accra | Graduated: Nov 2021
Certifications
Data Analytics Certificate – ALX Africa
Hobbies and Interests
Soccer
Travelling
Listening to music
Walking
Languages
English
Twi
