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                Nic_sale@yahoo.com
	 Customer Service Rep / 
10 + Years’ Experience 

	
	Polished, professional customer service rep offering:

· Ten years of experience providing customer support in busy call center environments for a major Communications Company

· An unwavering commitment to customer service, with the ability to build productive relationships, resolve complex issues and win customer loyalty.

· Strategic-relationship/partnership-building skills -- listen attentively, solve problems creatively, and use tact and diplomacy to find common ground and achieve win-win outcomes.

	
	Experience

	
	Customer Service Representative
12/2000-11/2010, Microdyne Outsourcing Inc, Orono, ME
Handle customer inquiries, complaints, billing questions and payment extension/service requests. Calm angry callers, repair trust, and locate resources for problem resolution and design best-option solutions

Key Accomplishments:
· Managed a high-volume workload within a deadline-driven environment. 

· Helped company attain the highest customer service ratings (as determined by external auditors) -- earned 100% marks in all categories including communication skills, listening skills, problem resolution and politeness.

· Officially commended for initiative, enthusiasm, tenacity, persuasiveness, intense customer focus and dependability in performance evaluations.

· Received Rep of the Month award in May 2010 & Milestone award for fourth quarter 2010.

	
	· Worked in the following departments: 
· MSN Technical Support, & Quality Assurance, Dell Customer Care,
·  Dell Outbound Sales, Siemens Tech Support, Stone wall Kitchen, and Synapse Inc.


	
	Education

	
	12/5/2000-11/2010, On the job Customer Service Skills Training, 

Microdyne Outsourcing Inc
. Topics included how to:

· Greet transfer and hold calls

· Build rapport, listen, clarify and manage conversational flow

· Manage upset customers, conflicts and challenging situations

· Deliver outstanding service, exceed expectations and build long-term loyalty 

· Work in teams and in a self-directed environment

Onward Program – College Prep University Of Maine, Orono, ME ▪ 1992 - 1993

Associates Degree in Communications – New England School of Communications, Bangor, ME ▪ 1993 -1995




