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	Emily Johnson

	Summary
Results-oriented customer service manager with over 10 years of experience in leading teams and enhancing customer satisfaction. Expert in developing strategies to improve service processes and drive organizational success.
Work Experience
Customer Service Manager	Jan 2018 – Present
JKL Enterprises	Metro City, TX
· Led a team of 15 customer service representatives, achieving a 98% customer satisfaction rate.
· Implemented a new training program that reduced onboarding time by 25% and improved team performance.
Senior Customer Service Representative	Jun 2014 – Dec 2017
MNO Corp	Metro City, TX
· Analyzed customer feedback to identify service gaps, leading to a 30% increase in customer retention.
· Mentored junior staff, resulting in a 15% improvement in their performance metrics.
Education
Master of Business Administration	Jan 2014
Metro University	Metro City, TX
certifications
· Certified Customer Service Manager – CSIA – 2019
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Skills
Leadership
Strategic Planning
Performance Metrics
Customer Engagement
Process Improvement
Training & Development
Cross-Functional Collaboration
Crisis Management
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