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First name, Last name
Computer Support Centre Supervisor
4220 XXXXX St., Cambridge, Ontario N1R 7N1
E-mail: XXXXXX@XXXXX.ca

Tel.: 514-XXX-XXXX

Profile
· More than six years’ call centre experience, including three years as supervisor 
· Management of teams of more than 45 telephone agents
· Excellent knowledge of hardware and software support
· Service quality-focused professional
· Very good planning and organizational skills
· Proven leadership and sense of initiative
· Bilingualism (French/English)
Professional experience
· Since May 2004
Company AAA, Ont.
Supervisor – Customer technical support centre
Oversee 45 telephone agentss 
Follow-up:

- Maximize the quality of customer service

- Improve scripts for hardware and software assistance

- Ensure live and recorded call monitoring
- Supervise assistants

- Manage conflicts and claims
Recruiting: 
- Administer group and individual interviews and written tests
- Train new workers (software packages and telephone skills)

Reporting: 

- Create and use “service quality” tables on a daily basis
Evaluation:

- Conduct monthly individual interviews
- Allocate bonuses for quarterly results
· 2003 – 2004
Company BBB, Ont.
Team leader – Technical support centre
Oversaw 15 telephone advisors
- Coordinated the conduct of software assistance operations
- Guaranteed the achievement of “service quality” objectives
- Ensured monitoring of live calls
- Trained beginners on telephone skills
- Occasionally handled calls from dissatisfied customers
· 2001 – 2003

Company BBB, Ont.
Telephone advisor – Technical support centre

- Provide unparalleled software support
- Troubleshoot technical problems experienced by customers
- Follow up unresolved incidents

- Work closely with specialized technical teams
· 2000 – 2001
Company CCC, Ont.
Sales clerk – Computer store
- Sell hardware and software
- Advise the store’s customers
- Execute installations and repairs
Education
· 2006: Professional development
Optimizing personnel management in a call centre
XYZ Institute – Three-day seminar
· 2001: College degree in computers
Brampton Community College
Language skills
· Bilingual (French/English)
· Spanish
Computer skills
· Word, Excel, PowerPoint, Access, Outlook, Internet
· Proficiency in HTML
· Excellent knowledge of Windows and Mac environments
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