Andre Mitchell
Customer Service Representative, Phone and Chat
Oklahoma City, OK · andre.mitchell@example.com · (405) 555-0165
SUMMARY
Customer service representative with five years of experience in utility and e-commerce support, handling 60 to 70 phone and chat contacts a day. Hold a 96 percent customer satisfaction score and one of the highest first contact resolution rates on a 40-agent team. Patient with frustrated customers, quick with systems and trusted with escalations.
SKILLS
Phone, chat and email support · Conflict resolution · Billing and payments · De-escalation · Zendesk · Salesforce Service Cloud · Knowledge base writing · Data entry · Typing 65 wpm · Bilingual English and Spanish
EXPERIENCE
Customer Service Representative II, Prairie Power & Light	Nov 2021 – Present
Oklahoma City, OK
1. Handle 60 to 70 calls and chats a day on billing, outages, payment plans and service changes, with a 96 percent satisfaction score.
1. Resolve most issues on the first contact by learning billing rules in depth and following up on open cases before customers call back.
1. Take escalated calls from newer agents and set up payment plans that keep customers connected.
1. Wrote twelve help center articles on common billing questions; related calls fell after they were published.
Customer Support Associate, Red Dirt Goods Online	Aug 2019 – Oct 2021
Norman, OK
1. Answered email and chat for an online retailer, handling orders, returns and shipping problems.
1. Kept response times within the team target during the holiday peak, when volume more than doubled.
1. Flagged a recurring shipping label error to operations, which cut related complaints.
EDUCATION
High School Diploma	2019
Capitol Hill High School, Oklahoma City, OK
