CUSTOMER SERVICE MANAGER (COMBINATION)
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PROFESSIONAL PROFILE
· Management: Optimized company training program and developed a more efficient training strategy, cutting training costs by 25%
· Quality assurance: Implemented a customer survey system to assess customer satisfaction and employee effectiveness. This system reduced service cancellation by 10% and improved customer satisfaction by 19%
· Efficiency promotion: Led project to outsource basic customer service responsibilities via Freelancer, thus cutting labor expenses by 22%
· Accuracy: Received a customer satisfaction score of 93% and ably and accurately answered customer questions 

SKILLS

· Bilingual – Native English skills with proficient spoken Spanish
· Customer service software – Proficient and skilled with a range of CS software, including Freshdesk, Kayako, and Zendesk
· Dispute management – Certified in conflict resolution and dispute mediation, UC Riverside 2008

RELEVANT WORK EXPERIENCE

MARKUP SOFTWARE COMPANY
CUSTOMER SERVICE MANAGER | ANAHEIM, CA | 2013 – PRESENT
· Managed team of 12 customer service representatives, motivating them to provide high quality customer care daily
· Curated and organized spreadsheets and databases of customer information to provide instant, personalized service
· Employed Zendesk software to review and analyze customer-employee interaction
· Developed basic tasks outsourcing protocol, training and hiring five representatives located in the Philippines and India
· Trained 7 new employees in tasks ranging from customer service protocol to database curation to customer service software
· Awarded “Manager of the Year” in 2014 for increasing customer service satisfaction and improving sales overall

[bookmark: _GoBack]PROGRESSION INSURANCE
CUSTOMER SERVICE AND SALES | IRVINE, CA | 2010 – 2013
· Awarded Customer Service Representative of the Year – 2012. Achieved 95% customer satisfaction rating
· Responsible for $150,000 worth of sales during tenure at company
· Resolved 96% of customer requests, with a 55% first call sales ratio
· Persuaded 76% of cancelling customers to retain company’s services – higher than company average

EDUCATION

UNIVERSITY OF CALIFORNIA AT RIVERSIDE, RIVERSIDE, CA
BACHELOR OF SCIENCE IN COMMUNICATIONS, MAY 2009

