
Robert Smith 
Escalation Representative

PERSONAL STATEMENT

A self-motivated Escalation Representative professional committed to 
success. Versatile skill set with experience in customer service, 
management, and written and oral communication. Proven ability to 
manage a high volume workload in a calm and constructive manner with a 
solid record of success in trouble shooting and problem resolution.

WORK EXPERIENCE

Escalation Representative
ABC Corporation -   August 2013 – April 2014 

Responsibilities:

 Built documentation for each specific escalation request.
 Built a detailed escalation plan for each specific escalation request.
 Communicated your escalation plan with engineering and sales teams 

so they can understand the scope of work needed to meet the 
customers needs in advance of the delivery date.

 Worked closely with engineering and sales to ensure that escalations 
are always executed as expected and on time.

 Ensured that all escalations are completed on time as promised.
 Ensured that escalations meet customer needs in advance of their 

delivery dates.
 Acted as a leader within the company.

Escalation Representative
Delta Corporation -   2011 – 2013 

Responsibilities:

 Checked to ensure that appropriate changes were made to resolve 
customers problems and kept records of customer interactions or 
transactions, .

 Resolved customers service or billing complaints by performing 
activities such as send refund checks, collect mailing fees or adjust bills.

 Investigated and resolved customer orders and complaints.
 Provided support to customer service representatives, handled calls 

that needed immediate supervision, maintained records, and tracked 
information.

 Ensured that every customer was satisfied with the outcome.
 Spoke with customers by telephone to provide information about tax 

refunds, delays, or obtain details of complaints.
 Checked to ensure that appropriate changes were made to resolve 

customers problems and kept records of customer interactions or 
transactions.

Education

High School Diploma
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SKILLS

Account Management, 
Business Analysis.

LANGUAGES

English (Native)
French (Professional)
Spanish (Professional)

INTERESTS

Climbing
Snowboarding
Cooking
Reading
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