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SUMMARY

Dedicated and results-driven Call Center Agent with over 5 years of experience in delivering exceptional customer service and 

support. Proven ability to resolve complex issues efficiently and enhance customer satisfaction, leading to increased customer 

loyalty and retention.

EXPERIENCE

Call Center Agent Jan 2022 - Present

Tech Solutions Inc., Seattle, WA

• Resolved customer inquiries with a 95% satisfaction rating, leading to a 20% increase in customer retention over 6 months.

• Implemented a new call tracking system that reduced average call handling time by 30 seconds, enhancing overall efficiency.

• Trained 5 new agents on company protocols and customer service best practices, improving team performance by 15%.

Customer Service Representative Jun 2019 - Dec 2021

Global Communications, Seattle, WA

• Managed a high volume of inbound calls, resolving 98% of issues on the first call, resulting in a 10% increase in Net Promoter 
Score.

• Developed a comprehensive FAQ guide that decreased average customer wait time by 25%.

• Collaborated with cross-functional teams to improve service delivery processes, yielding a 15% reduction in complaint 
escalation.

Call Center Associate May 2017 - May 2019

Retail Services Group, Seattle, WA

• Achieved top performer status for 6 consecutive months by exceeding sales targets by an average of 30%.

• Pioneered a customer feedback initiative that led to actionable insights and a 10% improvement in service quality.

• Utilized CRM software to track customer interactions, contributing to a 20% increase in up-sell opportunities.

EDUCATION

Bachelor of Science in Business Administration May 2018

University of Washington, Seattle, WA • GPA: 3.7

SKILLS

Technical Skills: Customer Relationship Management (CRM), Call Center Software, Data Analysis, Troubleshooting

Tools & Frameworks: Zendesk, Salesforce, Microsoft Office Suite


