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Objectives
I am a very determined and self-motivated person with excellent written and verbal communication skills. These qualities would make me a valuable asset to your company both as an individual and as part of a team. My drive to progress my career can be seen in the roles I have held with my current employer. I am easy going, have a good sense of humour and am always willing to lend a helping hand whilst ensuring integrity and professionalism in my approach to my tasks.
Qualifications 

HGV Class 2 Driving License – 31/01/2023
HGV Tachograph Card – 31/01/2023 
HGV CPC Certificate – 13/10/2022
Experience
Go-Post Direct
Date of Employment: 2023 – Present

Self-employed delivery associate
In my role as a delivery associate, I work on behalf of Amazon. My responsibilities included:
· Loading the van in a safe and efficient manner adhering to all H&S rules.
· Ensuring the delivery of parcels in a timely manner following a pre-determined route.
· Driving in a safe and considerate way ensuring I maintain a set score on our driving app.
· Troubleshooting any delivery problems including missing or damaged items.
· Engaging directly with customers.
Skills Gained:
· Commercial driving.
· Time management.
· On-road problem solving.
· H&S Knowledge.
Achievements include:
· Scoring in the top 5% of the organisation for my driving score.
· I have been recognised as a top performer for the business.





Vodafone UK
Date of Employment: 2019 to present

Service Incident Manager (SC Cleared) – Fixed line services
In my role as a SIM, I was dedicated to the Morrisons account. I was their single point of contact for all high priority incidents. My responsibilities included:
· Managing major incidents.
· Liaising with 3rd parties’ senior stakeholders.
· Leading service improvement projects.
· Delivering senior stakeholder conferences.
· Training service desks on Morrison’s infrastructure.
· Supporting multiple fixed line engineering teams.

Skills Gained:
· Major Incident management.
· Stakeholder communication.
· Service improvement.
· Training others.
· Time management.
Achievements include:
· Creating the first training section for Morrisons within Vodafone, this is now widely used in multiple fixed line teams.
· Working with support teams we successfully achieved a 99% resolve rate for the Morrisons fixed line faults across their 700+ sites.
· I was awarded the best newcomer of the year 2020.
· My team was awarded bronze in the national contact centre awards 2020.
Vodafone UK
Date of Employment: 2018 to present

Lead Advisor (SC Cleared) – Level 1 Escalations
My main duty is to ensure quick, efficient and effective resolutions to problems whilst ensuring the customer journey remains the top priority. My responsibilities include:
· Managing escalations
· Improving the customer journey
· Coaching advisors
· Liaising with other escalation managers including attending conference calls
· Communication with customers and third parties
· Providing feedback to service desk advisors on how to improve the customer journey 
· Constant review of tickets to identify opportunities for progression or closure

Skills Gained:
· Incident Management					
· Team/Individual Coaching
· Time Management
· Communication with other Escalation Teams (Third Party)
· Knowledge of the escalation processes
· Working under pressure

Achievements include:
· Successfully completing my secondment and taking a full time role as Lead. 
· Completing training workshops for customer products and services.
· Coaching to improve customer journey and colleague engagement.

Vodafone UK
Date of Employment: 2017-2018

Service Desk Advisor (SC Cleared)
My main responsibility was to action any faults reported by customers in a quick and efficient manner making sure the customer experience is always the top priority and to provide timely updates whilst working to strict Service Level Agreements (SLA’s). My other responsibilities included: 
· Receiving, responding and resolving calls from various Government departments and their third parties. 
· Working as part of a team to drive the key responsibilities.
· Manage the customers within my “Queue”.
· Perform daily escalation checks ensuring the best customer service.
Skills Gained:
· Customer communication
· Ability to quickly identify important information
· Team management
· Ticket Management
Achievements include:
· I took on the role of Fault Controller within the team, this included handing the tickets out to each advisor and ensuring my colleagues had an equal workload, whilst also assisting advisors when they fell behind with their tickets.
· I would often make the first call out logging proactive faults with customers and making sure the information I was providing was clear and concise.


Vodafone UK
Date of Employment: 2015-2017

Assistant Store Manager
My main responsibility was to provide assistance to the Store Manager and also contribute to the development of my team. My other responsibilities included:
· Monthly reviews with team members discussing performance and individual development actions.
· Supporting the store manager in driving the customer experience, which included working together to manage and resolve customer issues.
· Managing the shop when the manager was absent and making decisions in the best interest of the business.


Skills gained:
· Customer service
· Banking
· Stock Management 
· Team development
Achievements include:
· Driving the new broadband product for our store.
· Training the new staff to a consistent level.
· Completing the assessment course for management.


Vodafone UK
Date of Employment: 2012-2015

Sales Advisor
Working in a local branch my duties included:
· Store banking
· Stock counts and investigations
· Health and safety checks
· Daily contract checks
· Receiving and despatching delivery’s as well as maintaining store standards
· Assisting customer’s with upgrades and new connections, making sure the customer experience was the highest it could be. 
Skills gained:
· Customer service
· Banking
· Stock Management 
Achievements include:
· I consistently achieved my monthly targets, over achieving in many months. 
· I was numbers driven making sure my team and store achieved the required targets for our bonus. 




Esso UK
Date of Employment: 2010-2011

Sales Assistant
My duties varied as I covered both day and night shifts. My main responsibilities were:
· Customer service and customer safety
· Adhere to strict safety rules
· Manage any incidents on the forecourt
· Extra daily tasks such as cleaning, full shop stock up and cash drops
Skills Gained:
· Incident management 
· Adhering to safety rules
· Customer service
· Lone working
· Time management
Qualifications 

HGV Class 2 Driving License – 31/01/2023
HGV Tachograph Card – 31/01/2023 
HGV CPC Certificate – 13/10/2022
Education
Trafford College 
BTEC Electrical Engineering (City & Guilds Level 1 – Electrical Installation and Fitting) – Obtained in 2013
Macclesfield College 
BTEC Engineering – Obtained in 2011
Wilmslow High School 
GCSE Maths – Grade D – Obtained in 2008 
GCSE English – Grade D – Obtained in 2008
GCSE Double Award Science – Grade C – Obtained in 2008
Interests
· Ice Hockey
· Reading
· Gaming
· Walking 
· Running
· Spending time with Family
I attended the Air Cadets for around 2 years and reach the rank of Corporal. I gained transferable skills from this experience such as:
· Team work
· Punctuality
· Discipline
References
Contact Information

Jonathan Harrold – Team Leader – Vodafone 
Telephone – 07822811901
jonathan.harrold@vodafone.com

Rowan White – Team Leader – Vodafone 
Telephone – 07825 008872		
Rowan.White@vodafone.com

Sean Webb – Store manager – Vodafone
sean.webb@vodafone.com
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