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	97%
CSAT
	93%
FCR
	96%
QA SCORE
	99%
SLA MET
	80+
CONTACTS/DAY



Customer service representative with 8 years on high-volume contact center floors. I resolve issues on the first contact, de-escalate calmly under pressure, and keep CSAT high across phone, chat, and email — fluent in Salesforce Service Cloud and Zendesk.
EXPERIENCE
	Senior Customer Service Representative
	2021 – Present


Cox Communications — Phoenix, AZ
1. Resolve 80+ daily contacts across phone, chat, and email in Salesforce Service Cloud, holding a 97% CSAT over three years.
1. Sustain a 93% first-contact resolution rate while keeping average handle time under 5 minutes.
1. Apply de-escalation frameworks to 150+ escalated calls monthly, recovering post-escalation CSAT from 72% to 88%.

	Customer Service Representative
	2018 – 2021


Discount Tire — Scottsdale, AZ
1. Handled 60+ inbound calls daily, exceeding SLA targets by 15% through efficient troubleshooting.
1. Processed orders, billing adjustments, and returns in Zendesk with 99% accuracy.

	Call Center Agent
	2016 – 2018


ADP — Tempe, AZ
1. Supported payroll inquiries for 40+ accounts daily, maintaining a 95% QA score.

	CHANNEL PROFICIENCY
Phone Support	95%
	
	



Live Chat	90%
	
	



Email / Tickets	88%
	
	



Social Media	80%
	
	



CRM Systems	92%
	
	



	TOOLS & STRENGTHS
  Salesforce      Zendesk      Five9      De-escalation      Active Listening      Billing Support  
CERTIFICATIONS
HDI Customer Service Rep (HDI-CSR)
Bilingual — English & Spanish
EDUCATION
A.A. Communications
Phoenix College · 2016






