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SUMMARY

Detail-oriented Call Center Agent with over 5 years of experience in managing high-volume calls and delivering exceptional 

customer service. Proven track record in enhancing customer satisfaction and achieving operational efficiency.

EXPERIENCE

Call Center Agent Jan 2022 - Present

Tech Solutions Inc., San Francisco, CA

• Resolved 95% of customer inquiries during first contact, improving customer satisfaction scores by 15%

• Implemented a new ticketing system that reduced average response time by 30%

• Trained 5 new employees on effective communication strategies and troubleshooting techniques

Customer Service Representative Jun 2019 - Dec 2021

Retail Corp., San Francisco, CA

• Achieved a 40% increase in upsell opportunities by leveraging product knowledge during calls

• Maintained call quality scores of 98% through diligent adherence to company protocols

• Utilized CRM software to track and analyze customer interactions, leading to a 25% reduction in follow-up calls

Support Specialist May 2018 - May 2019

Service Group LLC, San Francisco, CA

• Handled an average of 100 calls per day, ensuring timely resolution of issues and minimal customer wait times

• Created a knowledge base that contributed to a 20% decrease in training time for new hires

• Collaborated with team members to streamline processes, resulting in a 15% increase in overall team efficiency

EDUCATION

Bachelor of Science in Communications May 2018

University of California, Berkeley, Berkeley, CA • GPA: 3.7

SKILLS

Technical Skills: CRM Software, Microsoft Office Suite, Call Center Management Systems, Data Entry

Tools & Frameworks: Zendesk, Salesforce, Jira


