Illustrative example from luceria.careers: Hannah Szabo (fictional). Every person, employer, date and figure is fictional. Replace all of it with your own, and delete this note.
Hannah Szabo
Contact Centre Team Leader · 14 advisers · quality, coaching, absence and rota
Cardiff · 07700 900 456 · hannah.szabo@example.com
Profile
Contact centre team leader with two years leading 14 advisers across a 7am to 8pm phone and email rota, after four years as an adviser and senior adviser in the same centre. Lifted the team quality score from 84 to 90 against an 85 pass mark, reduced team absence from 6.5% to 4.2% and handles second-line escalations within an agreed goodwill limit. Looking for a team leader role in a larger centre with a workforce-management function.
Experience
Team Leader, Customer Contact Centre — Fictional Severn Vale Water (regional water company)
November 2024 – present
Billing and home-moves team: 14 advisers on a 7am to 8pm rota, phone and email; one of six teams in a 90-seat centre.
1. Lead a team of 14 customer service advisers across a 7am to 8pm phone and email rota, owning their rota, quality scores, absence management, 1:1s and probation reviews.
1. Coach each adviser through two 30-minute 1:1s and four call evaluations a month, lifting the team quality score from 84 to 90 against an 85 pass mark over 12 months, with 13 of 14 advisers above the pass mark by the end of the period.
1. Reduced team absence from 6.5% to 4.2% over 12 months by holding a return-to-work meeting within 24 hours of every absence and applying the attendance policy's trigger points consistently.
1. Write the team's four-week rota against the workforce-management forecast, keeping adherence above the centre's 90% target in 11 of the last 12 months and turning holiday requests around within two working days.
1. Take around eight escalated calls a week, resolving them within a goodwill limit agreed with the complaints team and passing an average of two cases a month to formal complaint handling with full notes.
Customer Service Adviser, then Senior Adviser — Fictional Severn Vale Water
September 2020 – November 2024
Billing queries, payment plans and home moves; senior adviser from 2022; acting team leader for five months in 2024.
1. Handled around 60 contacts a shift and kept a personal quality score above 90 for the last two years in the role.
1. Acted up as team leader for five months in 2024 covering maternity leave, running 1:1s and the rota for 12 advisers.
1. Set up around 20 payment plans a week for customers in arrears, applying the company's affordability checks and signposting independent debt advice.
Education
Level 3 leadership and management qualification, Fictional Training Provider, 2025
A levels: Business, Welsh, Sociology, Fictional Sixth Form, 2020
Training
Mental health awareness for managers, 2025 (employer-delivered)
Managing attendance and return-to-work meetings, 2024 (employer-delivered)
Skills
Coaching cadence: 1:1s, call evaluations, calibration · Absence management: return-to-work meetings, trigger points · Rota writing against a WFM forecast; adherence · Second-line escalations and goodwill decisions · Quality monitoring and feedback · Probation reviews and development plans · Telephony and CRM reporting (team dashboards)

Why this example is written this way
Team size, hours and channels sit in the first line
'Managed a team' could mean four advisers on a day shift or 30 across a round-the-clock operation. The headline gives the team size and the first bullet adds the hours, the channels and the five things the team leader owns for those advisers. A recruiter for a larger contact centre can then read the rest knowing the scale, and the words 'rota', 'quality' and 'absence' appear where the advert will have put them.
Coaching is shown as a cadence with a result attached
Every team leader resume says 'coached and developed the team'. This one says how often (two 1:1s and four call evaluations per adviser a month), what moved (team quality from 84 to 90), against what (an 85 pass mark) and how widely (13 of 14 advisers above the mark). The cadence matters as much as the result, because a new employer wants to know the routine will transfer to its centre, not just that the number went up once.
Absence and rota management get the same weight as quality
Team leader adverts list absence management and rota writing as core duties, and interview panels ask about both, yet many resumes leave them out as administration. The absence bullet names the process (return-to-work meetings within 24 hours, trigger points applied consistently) and the change in the figure; the rota bullet ties the rota to the workforce-management forecast and to adherence, which shows the leader understands why the rota exists in a contact centre.
Escalations are described by the decision, not the count
Taking escalated calls is expected; what distinguishes a team leader is knowing what they can decide and when to hand over. The escalation bullet gives the volume, the goodwill limit she works within and the handover to formal complaint handling with full notes. The earlier adviser roles are compressed to three bullets, keeping the acting-up period because it shows the team leader work began before the title did.
Bullet rewrites and the evidence behind them
Before: Managed a team of customer service advisers.
Evidence question: How many advisers, on what hours and channels, and what did you own for them?
Evidence (fictional): 14 advisers on a 7am to 8pm rota, phone and email, billing and home moves; owner of their rota, quality scores, absence, 1:1s and probation reviews.
After: Lead a team of 14 customer service advisers across a 7am to 8pm phone and email rota, owning their rota, quality scores, absence management, 1:1s and probation reviews.
Before: Coached the team to improve quality.
Evidence question: How often did you coach, on what, and what happened to the team's quality score against the pass mark?
Evidence (fictional): Two 30-minute 1:1 coaching sessions per adviser each month plus four call evaluations per adviser; the team quality score rose from 84 to 90 against a pass mark of 85 over 12 months, with 13 of 14 advisers above the pass mark by month 12.
After: Coach each adviser through two 30-minute 1:1s and four call evaluations a month, lifting the team quality score from 84 to 90 against an 85 pass mark over 12 months, with 13 of 14 advisers above the pass mark by the end of the period.
Before: Dealt with absence and holidays.
Evidence question: What was team absence, what did you change, and what was it afterwards?
Evidence (fictional): Team absence fell from 6.5% to 4.2% over 12 months after return-to-work meetings were held within 24 hours of every absence and the attendance policy's trigger points were applied consistently; holiday requests were turned around within two working days.
After: Reduced team absence from 6.5% to 4.2% over 12 months by holding a return-to-work meeting within 24 hours of every absence and applying the attendance policy's trigger points consistently.
Full explanation, transferable skills and occupation notes: https://luceria.careers/examples/contact-centre-team-leader-resume-example
Edition 1.0, 2026-11-04.
