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Customer Service Advisor: contact centre and retail
[Town] · [email] · [phone] · linkedin.com/in/[your-name]
PERSONAL PROFILE
Customer service advisor with 2 years in a contact centre and 2 years in retail. Handle 60-70 calls and chats a day at 92% QA and 4.6/5 customer satisfaction. Calm with complaints, quick on the systems and confident taking ownership of a case until it is fixed. Looking for a senior advisor or team leader role.
KEY SKILLS
Inbound calls and live chat · Complaint handling · De-escalation · Billing and account changes · Data protection (GDPR) · Accurate case notes · Retention offers · Upselling · Coaching new starters
EMPLOYMENT HISTORY
Customer Service Advisor, [Company], [Town]	[Month Year] – Present
1. Handle 60-70 inbound calls and chats a day for an energy supplier's billing team, averaging 92% on monthly quality assessments and 4.6/5 customer satisfaction.
1. Resolve 81% of contacts first time by owning account changes end to end instead of passing them to the back office.
1. Moved to the complaints queue after 9 months; close an average of 25 formal complaints a week within the 8-week regulatory deadline.
1. Retained 38% of customers calling to switch supplier, the highest rate on a team of 14 for two quarters running.
1. Spot customers in vulnerable circumstances and set up payment plans and priority support in line with company policy.
1. Buddy new starters through their first two weeks on calls; 5 of the 6 I supported passed probation.
Sales Assistant, [Retailer], [Town]	[Month Year] – [Month Year]
1. Served customers on the till, shop floor and returns desk in a store taking £40,000 a week.
1. Handled click-and-collect orders and refunds accurately, with no till discrepancies in 18 months.
1. Dealt with an average of 15 returns and complaints a day at the customer service desk on Saturdays.
1. Trusted to open and close the store and to cover the supervisor's breaks.
Waiter (part-time), [Restaurant], [Town]	[Month Year] – [Month Year]
1. Served up to 40 covers a shift and dealt with complaints at the table before they reached the manager.
1. Took bookings and dietary requirements by phone and kept the reservations diary accurate.
1. Trained 3 new waiting staff on the till, allergen procedures and table service standards.
ACHIEVEMENTS
1. Advisor of the Month three times in [Year] for quality scores and customer feedback.
1. Chosen to test the new billing system before launch and wrote the team's quick-reference guide for it.
SYSTEMS & TRAINING
Salesforce · Genesys Cloud · Microsoft Teams · Microsoft Excel · Company complaints-handling and vulnerable-customer training · Full UK driving licence
EDUCATION
A levels: English Language (B), Business (B), Psychology (C), [School or college]	[Year]
GCSEs: 8 at grades 9-5, including English and Maths
INTERESTS
Volunteer at a local youth football club, organising fixtures and parent communications for two under-11 teams. Learning Spanish on evening classes (A2).
