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	NADIA VERMA
Senior Customer Care Executive

	4820 Harbor View Lane, Austin, TX 78701, United States, (512) 555-0176    nadia.v@gmail.com

	Skills
Customer Relationship Management
Complaint Resolution
Multitasking & Prioritization
CRM & Helpdesk Software
Order & Billing Support
Team Collaboration
Languages
English
Spanish
Portuguese
	Profile
Dedicated Customer Care Executive with 6+ years of experience resolving customer concerns, managing high call volumes, and maintaining strong client relationships. Skilled at troubleshooting issues, processing orders, and coordinating with internal teams to deliver timely resolutions. Recognized for staying calm under pressure, communicating with empathy, and consistently meeting service quality targets.
Employment History
Customer Care Executive, Bright Wave Telecom, Austin
March 2021 - Present
1. Handle an average of 60+ customer calls and chats daily, resolving billing, service, and technical concerns.
1. Maintain a customer satisfaction score above 95% through clear communication and timely follow-up.
1. Coordinate with billing and technical teams to escalate and resolve complex account issues.
1. Train new team members on call handling standards and internal support tools.
Customer Care Executive, Solace Retail Group, San Antonio
June 2017 - February 2021
1. Answered inbound calls and emails, addressing order status, returns, and product inquiries.
1. Processed refunds, exchanges, and account updates in accordance with company policy.
1. Logged and tracked recurring issues, contributing to a knowledge base that reduced repeat calls by 20%.
1. Supported the seasonal support team by mentoring temporary staff during peak periods.
Education
Associate of Business Administration, Austin Community College
August 2015 - May 2017
High School Diploma, Westlake High School
September 2011 - June 2015
Certifications
Certified Customer Service Professional (CCSP)
Issued 2022
HDI Customer Service Representative Certification
Issued 2019
Key Achievements
1. Recognized as Customer Care Executive of the Quarter for four consecutive quarters at BrightWave Telecom.
1. Reduced average call handling time by 15% while maintaining customer satisfaction above 95%.
1. Co-developed a support knowledge base that cut repeat customer inquiries by 20%.
Volunteer Experience
Volunteer Helpline Responder, Austin Community Support Network
2018 - Present
1. Provide phone-based support and resource referrals to community members on a weekly basis.
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