		Carlos Conte
 
PROFESSIONAL SUMMARY
Passionate, highly motivated professional, with excellent experience on customer relations, extensive knowledge of energy advice, property assessment and housing sustainable practices. Generation UK Level 3 Retrofit Advice certified, backed by 7+ years of customer-facing experience in hospitality and event security, with a proven ability to adapt, solve problems, and communicate effectively with customers and team-members. Seeking to contribute with extensive expertise and experience to the team at L&Q, provide high quality service, ensure customer satisfaction and contribute to the company’s net zero target.
PROFESSIONAL EXPERIENCE
 
Retrofit Advice - Level 3, 07/2024 - 09/2024  (
3 months
)
Generation UK & Retrofit Academy, London 
· Gained and executed practical understanding of domestic retrofit processes and customer guidance
· Developed strong awareness and ability to explain common building types and retrofit strategies
· Successfully trained in identifying energy-saving opportunities by using energy savings methods and best practices
· Engaged in mock scenarios (calls & face-to-face) to simulate retrofit advisor-client interactions and provided excellent customer service
· Practiced researching local/national funding options for energy efficiency improvements
· Trained on identifying retrofit risks, ensuring safety and compliance with TrustMark and MCS
· Gained familiarity with customer protection and complaint procedures in retrofit projects
 
Kitchen Supervisor (Sous-Chef), 01/2021 - 06/2024  (
3 years and 6 months
)
The Cheese Truck Ltd, London 
· Led kitchen team in fast-paced hospitality setting; delegated tasks and ensured smooth operations
· Followed correct allergen and food handling and preparation procedures to ensure food and customer safety
· Supported team morale with positivity and quality control, leading to consistent high performance and customer satisfaction
· Consistently met or exceeded weekly business targets leading to 10% staff bonuses quarterly
· Built effective communication and leadership skills under pressure
 

Public Events Security Officer, 01/2017 - 01/2021  (
4 years and 1 month
)
Wise Security Ltd, London 
· Delivered professional customer service at large-scale events and concerts
· Ensured guest safety and compliance with venue regulations through clear communication
· Developed situational awareness and emergency response skills
· Acted as first point of contact for resolving disputes and crowd control
EDUCATION AND CERTIFICATIONS
CertHE Business Skills for the Workplace Level 4, 10/2026 - Present 
University Wales Trinity Saint David London - London 
Business Admin Level 2, 05/2025 - 09/2025 
Maximus - London 
L3 Domestic Retrofit Advice, 07/2024 - 09/2024 
Generation UK & Retrofit Academy - London 
Access to Higher Education Diploma, Level 3, 01/2016 - 01/2017 
Barking And Dagenham College - London 
GPA: Achieved 45 out of 60 credits at Distinction level
GCSE Equivalent Qualifications, 09/2015 - 06/2016 
Redbridge College - London 
Maths (C), English (Level 2), Biology (B), Chemistry (B), Physics (B)
Science & Technology Graduate Diploma, 09/2011 - 06/2014 
Escola Básica e Secundária Passos Manuel - Lisbon 
References available on request
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MY CORE SKILLS
.
· House assessment
· Retrofit methodologies expertise
· Fuel Poverty Advice - Skilled in grant/funding research and relaying retrofit solutions to customers
· Strong PC/Data Skills - Proficient in Data analysis and digital literacy (Microsoft Office, Mac/Windows systems)
· Customer service excellence
· Professional Communicator - Able to communicate with various clients and customers while using excellent active listening techniques
· Multilingual Candidate - Fluent in English, Spanish, Portuguese; learning French & Japanese
· High adaptability
· Pressure problem-solving
· Retrofit assessment























Volunteering & Interests

· Volunteered in national botanical garden managing flora preservation, reinforcing environmental knowledge, participated in climate-focused theatre and TED-style talks to promote awareness.
· Avid follower of sustainability documentaries, was really inspired by an "Inconvenient Truth" by Al Gore
· Mentally and physically active; enjoys gym, reading novels, mindfulness apps, and foreign language learning
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Carlos Conte  
** Kingsland Road, London E13 9PA 
L&Q Group
10 Grove Cresent
London, E15 1BJ
19/07/2026 
 
Dear Department of Housing management Manager,

I am writing to express my interest in the Customer Service advisor position at L&Q, currently listed on your official website.  I have a strong commitment to sustainability and a solid background in customer service, I am excited with the opportunity to contribute to a company that is committed to provide effective customer advice, one of the leaders in housing management, that is also dedicated in providing great service and affordability for customers during a global housing crisis. 

With seven years of experience in hospitality and customer service, I have perfected my teamwork, leadership, customer advice and communication, language portfolio (Portuguese English and Spanish) and organizational skills, enabling me to effectively engage with a diverse range of customers and team-members effectively. My background in customer relations and effective communication aligns with L&Q’s commitment to resolving queries effectively, to ensure customer satisfaction, making me the right candidate for this role.

I completed an intensive Domestic Retrofit Advisor training program through Generation UK. Gained knowledge in housing assessment, efficient housing upgrades, energy efficiency methods, eco-friendly technologies, and the PAS2035 framework. I am well prepared to apply this knowledge to provide guidance and help to our customers with a friendly approach. While also committing on helping to optimize and improve operational processes at L&Q.

I am excited to bring my passion for sustainability and be a part of L&Q’s mission of reaching net zero emissions, providing affordable housing solutions and excellent customer service. By bringing my skills and positive approach to customer service, I believe that I can contribute to strengthening the customer advising team.

Thank you for this great opportunity, brought by L&Q’s belief and commitment to inclusion and equal opportunity, and I look forward to discussing how my abilities can contribute for the better of the company.

Yours Faithfully,
Carlos Conte  


[image: ]








[image: ]

[image: ]



[image: ]



[image: ]





[image: ]

image6.jpeg
1210 0 & -
essential. With excellent training and
development opportunities, this is a

great chance to grow your career in a
vibrant and supportive team.

If you're passionate about helping
people, thrive under pressure, and are
driven to exceed expectations, we'd
love to hear from you!

Your Impact in the Role

» Be the first point of contact for
L&Q residents, delivering
exceptional customer service
across a wide range of enquiries
including repairs, housing
management, rent payments,
leasehold queries, and more.

* Resolve customer queries at first
contact wherever possible, taking
ownership and following through
to ensure a positive experience.

e Communicate with customers
through multiple channels
including phone, email, and
internal systems, ensuring
accurate and timely responses.

* Maintain clear and confidential

records of all customer

interactions, using appropriat
systems and tools.
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e Collaborate with internal teams to
resolve complex issues and
contribute to departmental KPIs
and service excellence.

What You'll Bring

« Excellent verbal and written
communication skills, with the
ability to listen actively and
respond empathetically.

* Resilience and professionalism
when handling challenging
conversations.

e Strong time management and
organisational skills, with the
ability to prioritise in a fast-paced
environment.

» Confidence in using multiple
software systems while engaging
with customers.

e A proactive, solutions-focused
mindset with a commitment to
delivering high-quality service.

e A team player who can also work
independently and take
responsibility for personal
development. 6

e Experience in customer servic

‘ and a passion for helping peo

If you require any reasonable
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adjustments at any stage during this
process, including application stage,
please email Iqcareers@lqgroup.org.uk

About L&Q:

We're one of the UK’s leading housing
associations and developers. We were
founded on a simple belief: high quality
housing is vital for people’s health,
happiness and security. Everyone
deserves a quality home that gives
them the chance to live a better life.

250,000 people call our properties
‘home’, and we're proud to serve
diverse communities across London,
the South East and North West of
England.

At L&Q, people are at the heart of our
business and our success depends on
employing the best people and getting
the best from them. The foundation of
everything that we are is built on our
corporate values and behavioural
framework, which outlines our core
expectations and should tﬁ
demonstrated at all times, and a

levels, when representing L&Q.

L&Q strongly believe a diverse

inclusive workforce is important, and

|1 O <





image9.jpeg
R2NEos -

inclusive workforce is important, and
inclusion is part of our core values and
everyday working practices. We make
hiring decisions based on your
experiences, skills and merits and we
are recognised externally for our
commitment to inclusion. We are a
Stonewall Diversity Champion, a
Disability = Confident  (Committed)
employer and have signed the Time to
Change Employer Pledge to
demonstrate our commitment to end
mental health discrimination in the
workplace. Click here to read more.

At L&Q, sustainability is at the heart of
what we do. We recognise the
responsibility we hold as one of the
UK's largest housing associations.

Click here to find out more about L&Q
and why you should join us!
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Customer Service

Advisor - 7946

Title: Customer Service Advisor
Contract Type: Permanent

Salary: £26,775 (London weighted
salary), £25,210 (regional weighted
salary) per annum.

Grade: 3

Reporting Office: London, Stratford or
Manchester, Trafford

Persona: Homebased Worker:
Contractual hours to be worked on a
remote basis, with ad hoc office
attendance as required

Working Pattern: Hours: 35 hours per
week, scheduled between 8am -
6:15pm, Monday - Friday

Closing Date: 29'" June 2026
Interviews: 14" July — 17t July 2026
Start date: 26" August - 27" August
2026

Training: Once started, there will be 7
weeks of mandatory training via
Microsoft Teams

Please click here for the role profile

Benefits include: Excellent pension
plan (up to 6% double contribution), 2
days Annual Leave rising to 31 days
with length of service + Bank Holid
Westfield Health Cash Plan, non-
contributory life assurance, up to 2
hatire valiintearina naid dave lifactula
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hours volunteering paid days, lifestyle
benefits, Employee Assistance
Programme and many more...

Early applications are encouraged as
we reserve the right to close the
advertisement and interview earlier
than stated.

Join our Award-Winning Customer
Service Centre at L&Q!

At L&Q, delivering excellent customer
service is at the heart of everything we
do. As a Customer Service Advisor,
you'll be the first point of contact for
our residents, handling a wide range of
enquiries and ensuring every
interaction is professional, empathetic,
and solution-focused. You'll play a key
role in supporting our commitment to
customer satisfaction by resolving
queries efficiently and contributing to
the overall success of the team.

You'll be working in a fast-paced, higb
volume environment. Our Custom
Service Centre receives around 3

calls a day, so strong communi
skills, resilience, and the abilit
manage your time effectively are
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