
Olivia Martinez
Customer Support Agent

Bilingual Customer Support Agent with 3+ years handling high-volume

inquiries for tech and consumer brands. Resolved 95% of issues on first

contact and achieved a 92% satisfaction rating. Experienced with Zendesk,

Salesforce Service Cloud, and omnichannel support (phone, email, chat).

Available for part-time shifts including evenings and weekends.

olivia.martinez.cs@gmail.com

(555) 529-4417

Austin, TX

linkedin.com/in/oliviamartinez

Experience

Customer Support Agent (Part-Time) Mar 2023 – Present

Dell Technologies Austin, TX

• Handled 80+ inbound support tickets per shift via phone, email, and live
chat, maintaining a 92% customer satisfaction (CSAT) score over 18
months.

• Resolved 95% of issues on the first contact, reducing average handle time
(AHT) from 9 minutes to 7 minutes through knowledge-base
improvements.

• Trained 3 new agents on Zendesk workflows and escalation protocols,
cutting their ramp-up time from 4 weeks to 2.5 weeks.

• Identified and documented 12 recurring issue patterns; proposed fixes
that eliminated 20% of repeat contacts per month.

Customer Service Representative (Part-
Time) Jun 2021 – Feb 2023

Chewy Remote (Austin, TX)

• Managed 70+ daily inbound contacts for a leading pet-supplies e-retailer,
maintaining a 94% first-contact resolution rate.

• Processed 200+ order adjustments and returns per month in Salesforce,
achieving 100% SLA compliance for 18 consecutive months.

• Received 'Wow Moment' recognition 4 times for proactively resolving
customer complaints before escalation.

Projects

Customer Support Process Improvement Mar 2020 - Jun 2020

Project Lead

Developed and implemented a new customer support process, resulting in a
30% reduction in average handle time and a 20% increase in customer
satisfaction

CRM software Project management tools

Customer Feedback Analysis Jan 2019 - Mar 2019

Data Analyst

Analyzed customer feedback data to identify trends and areas for
improvement, presenting findings and recommendations to senior
management

Data analysis software Spreadsheets

Skills

Customer Service

Problem-Solving

Communication

Time Management

CRM Software

Data Analysis

Education

Bachelor's Degree
2015 - 2019

New York University

New York, USA

Business Administration

GPA: 3.5

Languages

English Native

Spanish Intermediate

Certificates

Customer Service
Certification
2018

Customer Service
Institute

Completed a certification
program in customer
service, demonstrating
expertise in customer
support and service skills
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