Alicia Gomez
(555) 010-0015  ·  aliciagomez@example.com  ·  Tampa, FL  ·  Target: Customer Service Representative
SUMMARY
Customer service representative with 4 years in high-volume contact centers. Handle 70+ calls and chats daily with a 96% CSAT and 82% first-contact resolution; trusted with escalations and new-hire mentoring.
EXPERIENCE
Insurance Services Co. (Tampa, FL) — Senior Customer Service Representative	Apr 2023 – Present
1. Resolve 70+ calls/chats per day on billing and policy questions; 96% CSAT (team average 91%)
1. Maintain 82% first-contact resolution while keeping average handle time 12% under target
1. Own tier-2 escalations for the team; de-escalated 300+ cases with a 9-in-10 retention save rate
1. Mentor 8 new hires through their first 90 days; all reached quality benchmarks on schedule
Retail Chain (Tampa, FL) — Customer Service Associate	May 2021 – Mar 2023
1. Handled returns, exchanges and price questions at a service desk serving 200+ customers daily
EDUCATION
Community College — A.A. in Business Administration	Aug 2019 – May 2021
SKILLS
1. Contact-center platforms (phone/chat/email queues), CRM case documentation
1. Conflict de-escalation; typing 75 WPM; bilingual English/Spanish
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