Illustrative example from luceria.careers: Jade Whitfield (fictional). Every person, employer, date and figure is fictional. Replace all of it with your own, and delete this note.
Jade Whitfield
Customer Service Adviser · inbound phone, email and webchat · complaints handling
Sheffield, South Yorkshire · 07700 900 234 · jade.whitfield@example.com
Profile
Customer service adviser in a 40-seat retail contact centre since January 2025, handling around 55 inbound contacts a shift across phone, email and webchat. First-contact resolution of 82% over the last two quarters, quality scores averaging 91 out of 100, and ownership of around 12 formal complaints a month. Trained in vulnerable-customer handling, able to work any rota including weekends, and looking for an adviser role with a clear route to senior adviser.
Experience
Customer Service Adviser — Fictional Home & Garden Direct (contact centre)
January 2025 – present
40-seat inbound contact centre for an online homeware retailer; phone, email and webchat; orders, deliveries, returns and complaints.
1. Handle around 55 inbound contacts a shift across phone, email and webchat, resolving 82% at first contact over the last two quarters against a team target of 75%.
1. Own around 12 formal complaints a month from logging to closure, closing 10 or 11 of them within the company's five-working-day target each month and escalating the remainder with complete case notes.
1. Scored an average of 91 out of 100 on monthly quality monitoring over the past two quarters against a pass mark of 85, with feedback focused on call control and accurate wrap-up notes.
1. Trained on the CRM and order-management systems within the first month and wrote three knowledge-base articles on delivery-slot changes now used by a team of 40 advisers.
1. Completed vulnerable-customer training in 2025 and apply it on around five contacts a week, including arranging call-backs, payment breathing space and alternative-format letters.
Sales Assistant (part-time, 16 hours) — Fictional Fresh Market (supermarket)
June 2022 – December 2024
Checkouts, self-checkout supervision and the click-and-collect desk while studying.
1. Served around 150 customers a shift on checkouts, with till counts within tolerance on all but one end-of-shift count in the final year.
1. Ran the click-and-collect desk on Saturday shifts, handing over around 40 orders a day and resolving missing-item queries on the spot.
1. Supervised six self-checkouts during peak hours, clearing interventions and completing age-restricted sales checks.
Education
A levels: Business, English Language, Psychology, Fictional Sixth Form College, 2024
GCSEs including English and Mathematics, Fictional Community School, 2022
Training
Vulnerable-customer handling, 2025 (employer-delivered)
Complaint handling essentials, 2025 (employer-delivered)
Skills
Inbound phone, email and webchat (blended) · Complaint logging, ownership and escalation · CRM and order-management systems · Knowledge-base writing · Vulnerable-customer handling (employer training, 2025) · Till operation and cash reconciliation

Why this example is written this way
Volumes and channels come before adjectives
A contact centre recruiter reads an adviser resume for pace and channel mix before anything else, because that is what the advert was written around. The first bullet gives the contact volume per shift, the three channels and the first-contact resolution figure with the team target next to it. The applicant tracking side matters too: 'inbound', 'webchat' and 'first-contact resolution' are the words the advert uses, so they appear in context in the bullets rather than in a bare keyword list.
Measures are quoted the way the centre reports them, with the target
Quality monitoring scores, first-contact resolution and complaint timescales are the measures Jade is already judged on, so the resume uses them instead of inventing its own. Each figure is paired with the pass mark or target and the period it covers (two quarters, a typical month) so a reader can see whether 91 out of 100 is good and how long it held. A figure without its target reads as decoration; a figure with it reads as evidence that a contact centre team leader can check in a reference.
Complaints are shown as an owned process, not a personality trait
'Confident with difficult customers' tells a hiring manager nothing about what happens when a complaint lands. The complaints bullet names the stages the centre actually uses: logging, ownership, the five-working-day target, escalation with complete notes. Vulnerable-customer handling gets its own bullet because many centres train for it and ask about it at interview, and the training year is stated so nobody has to check whether the course is recent.
The part-time supermarket job stays, compressed
At entry level the earlier job still carries evidence a contact centre values: face-to-face volume, till accuracy, age-restricted sales checks, reliability on a weekend rota. It is kept to three bullets so it supports the current role rather than competing with it, and the resume stays on one page, which is enough for an adviser role at this level. The college course is listed without grades; the work evidence above it is what the advert is screening for.
Bullet rewrites and the evidence behind them
Before: Answered customer calls and emails.
Evidence question: How many contacts a shift, on which channels, and what was the resolution rate against the target?
Evidence (fictional): Around 55 contacts a shift across phone, email and webchat; first-contact resolution of 82% over the last two quarters against a team target of 75%.
After: Handle around 55 inbound contacts a shift across phone, email and webchat, resolving 82% at first contact over the last two quarters against a team target of 75%.
Before: Dealt with complaints.
Evidence question: How many complaints, what did you own, and how quickly were they closed?
Evidence (fictional): Owns about 12 formal complaints a month end to end; in a typical month 10 or 11 of them close within the company's five-working-day target and the rest are escalated to the resolutions team with full case notes.
After: Own around 12 formal complaints a month from logging to closure, closing 10 or 11 of them within the company's five-working-day target each month and escalating the remainder with complete case notes.
Before: Good knowledge of company systems.
Evidence question: Which systems, for what tasks, and did you do anything beyond using them?
Evidence (fictional): Trained on the CRM and the order-management system within the first month; wrote three knowledge-base articles on delivery-slot changes that the team of 40 advisers now uses.
After: Trained on the CRM and order-management systems within the first month and wrote three knowledge-base articles on delivery-slot changes now used by a team of 40 advisers.
Full explanation, transferable skills and occupation notes: https://luceria.careers/examples/customer-service-adviser-resume-example
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