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	Emily Johnson

	Summary
Results-driven call center manager with over 7 years of experience in leading teams to achieve exceptional customer service outcomes. Expertise in process improvement, training, and strategic planning to enhance operational efficiency.
Work Experience
Call Center Manager	Jan 2020 – Present
Global Support Services	Gotham, NJ
· Led a team of 30 call center representatives, achieving a 15% increase in customer satisfaction metrics year-over-year.
· Implemented new training programs that reduced onboarding time by 25% and improved employee retention rates.
Senior Call Center Supervisor	May 2015 – Dec 2019
Customer First Solutions	Gotham, NJ
· Managed day-to-day operations of a 50-person call center, optimizing workflows to increase efficiency by 30%.
· Analyzed performance data and created action plans that improved team sales performance by 40%.
Education
Master of Business Administration	Jan 2015
Gotham University	Gotham, NJ
certifications
· Certified Customer Service Manager – Customer Service Institute – 2019
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Skills
Leadership
Process Improvement
Customer Experience Strategy
Performance Management
Budget Management
Conflict Resolution
Data Analysis
Team Development
Vendor Management
Sales Forecasting
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