Shakkara Hajipavlis | Birmingham, United Kingdom
shakkaraakaylaa@outlook.com	
07350293883 
A young, dedicated induvial, who values maintaining the importance on quality, compliance, and continuous. Customer service professional with over eight years of experience in fast-paced retail and service environments. Recognized for consistently exceeding customer expectations, achieving sales targets, and resolving difficult issues with professionalism and empathy. Easily able to adapt to working in high-performing teams, while also able to take the lead if needs be. Dedicated to providing an outstanding service that builds customer loyalty and the success of the business.

Key Skills
· Customer service and communication skills
· Sales and revenue growth focus
· Strong problem-solving and conflict resolution abilities
· Team collaboration and leadership support
· Punctuality skills
· Adaptability and resilience in fast-paced settings
· Valid full UK driving licence

Professional Experience

Customer Service Advisor
TUI, Birmingham Airport
May 2017 – 2023
· Delivered exceptional front-line customer service to diverse international clients, ensuring any conflicts or issues were resolved and reassurance was provided.
· Proactively identified customer needs and successfully upsold additional services such as baggage allowance or leg room upgrades and consistently achieving 120% of monthly sales targets with upgrading most economy users to business or first class.
· Handled and resolved complaints efficiently, maintaining a high customer satisfaction rating (above 92% per monthly based off surveys).
· Worked with colleagues across departments to ensure smooth operations and timely customer support.
· Maintained professionalism to obey company GDPR (General Data Protection Regulation) requirements.


Sales & Service Assistant
Citizen Advice Bureau, Birmingham
January 2021 – Present
· Provided excellent customer service skills dealing with each enquiry (providing mainly solutions)
· Supported promotional campaigns in redirecting those to the correct facilities 
· Handled customer complaints, and personal issues with professionalism and empathy.
· Trained new team members on customer service protocols 
· Maintained good listening and communication skills with open-minded attitudes 
· Ability to work in a team and take on leadership roles 
· Adapted to working from home due to COVID-19 

Education: 

GSCES A-C 
Mathematics 
English 
History 
Science (Biology, Chemistry)
Physical Education 
Religious Studies 
Geography 

BTEC Level 3 Diploma in Business and Customer Service
Wolverhampton College | Completed 2017

Certifications
· Customer Service Excellence Certificate (Institute of Customer Service, 2017, 2020 and 2023)
· GDPR Awareness Training (2017)
· Full UK Driving Licence



Additional Information
· Flexible availability for shift work, including weekends and holidays
· Fluent in English
· Keen interest in travel, cars, and customer experience innovation








Dear Hiring Manager,

I am excited to apply for the Customer Service Representative position at Hertz. With over eight years of experience delivering exceptional service and driving sales in fast-paced, customer-focused environments, I am confident in my ability to contribute to Hertz’s mission of creating outstanding customer experiences worldwide.
In my previous role at TUI at Birmingham Airport, I have gained valuable insight into the customer service industry and understand the importance of delivering a seamless and memorable customer journey. I consistently exceed performance goals by combining strong communication skills with a genuine passion for helping people. Whether resolving a complex issue, recommending additional services, or ensuring a smooth handover process, I take pride in providing every customer with professional, attentive, and efficient service.

In my present role at Citizen Advice Bureau, I originally started this role due to Covid -19 rules and regulations. It has opened my eyes to dealing with issues from home despite wasn’t able to be face to face, which would have been more beneficial with the use of body language to resolve issues with the correct empathy. However, I have always met my targets with customer services and according to surveys I’ve continuously achieved customer satisfaction and been awarded employ of the month on numerous occasions. This will allow me to continue to provide excellent customer service and meet all targets at Hertz, with the drive to be more hands-on face to face.

What attracts me most to Hertz is your dedication to customer satisfaction, teamwork, and continuous improvement — values that align with my own professional approach. I am confident that my proven sales record, problem-solving ability, and adaptable attitude would make me a strong asset to your team.
I would be extremely pleased to contribute my enthusiasm, attention to detail, and commitment to service excellence to Hertz, helping to the continue the success of your services. Thank you for your time and consideration; I look forward to hearing from you.




Yours sincerely, Shakkara Hajipavlis 

https://jobs.hertzcareers.com/#en/sites/CX_1/job/36254?utm_medium=jobboard&utm_source=indeed_sponsored_default 
