Micheal Bennett
73 Manor Road, Swansea, SA5 9PN, 07908 251381, 2027283@student.uwtsd.ac.uk
24 June 2021
Simon Osborne
Earlsden Park, First Floor
53-55 Butts Road
Coventry
CV1 3BH
Dear Sir/Madam
I would like to apply for your Customer Service Representative position, which was advertised on Indeed, because I believe I would be a good fit for your company.
Attached is my CV from which you will see my vast experience in Customer Service. I possess problem solving skills combined with out of the box thinking for more in depth and unusual enquiries which has been of great value in customer service. Part of my role was to not only handle complaints but to audit complaints recorded within my department for quality assurance. I have experience of working remotely and have the required tools to continue should I be successful in my application.
Brand enhancing is an area I feel I would excel in due to my pragmatic approach to ensure needs are met. My customer service skills will help convey my thoughts and understanding to your clients’ needs to ensure they are truly satisfied with the service they are receiving. 
 Thank you for taking the time to read my application. I am currently available to be contacted anytime Tuesday and Wednesdays by telephone and am available to interview at any time due to my current position being under threat of redundancy. I look forward to hearing from you.
Sincerely,
Micheal Bennett













Micheal Bennett


Accomplished Customer Services Representative of 15 years, consistently maintaining customer satisfaction and contributing to company success. Motivated professional capable of building productive relationships, resolving complex issues, winning customer loyalty whilst adhering to company and regulatory regulations.
Skills
· Outstanding customer service
· Exceptional Communication skills
· Bank procedure proficiency
· Written and verbal communication skills
· Problem Solver
· Complaint Resolution
Education
G.C.S.E
Adeyfield School
Awarded 6 GCSE including Maths, English and Science



Work History 

April 2012 to April 2021
Premier Support Associate
HSBC Bank, Swansea, West Glamorgan

· Consistently achieved set targets by managing customer expectations with phenomenal care and attention.
· Received inbound calls from customers, providing information regarding products and services.
· Fielded diverse customer questions and resolved issues effectively and efficiently.
· Implemented company policies and procedures including health and safety and security.
· Performed in-depth research to answer more complex queries. 





June 2011 to April 2012
Team Leader (9 Month Secondment)
HSBC Bank, Swansea, West Glamorgan


· Provided Leadership and direction for employees.
· Supervising activities to drive productivity and efficiency.
· Fostered positive employee relationships through effective communication, training, and career development coaching.
· Diplomatically managed multiple commitments towards customers, staff, and operations

Education
CertHE
UWTSD Swansea
Working towards achieving certificate in higher education for Skills in the Workplace. April 2021 – April 2022

Interests
I am a very sporty person who is heavily involved with the local community providing opportunities for young kids to learn a skill.
I frequently take part in charity events raising money for various worthy causes. 

November 2006 to June 2011
Premier Associate
HSBC Bank, Swansea, West Glamorgan

· Developing customer service skills whilst learning banking protocols
· Handled foreign currency and international money transfers.
· Completed transactional queries efficiently whilst providing reassurance.
· Completed all mandatory training successfully to undertake role.

IT Skills

Competent on Word, Excel, PowerPoint, Outlook and Lotus Notes


Reflection
Using Kolb’s reflective model (1984), I will reflect on the process of compiling an application for a job and the journey I took to complete the application.
I started searching for a job which matched my current skill base. To help with selecting an appropriate role to apply for, I visited many recruitment specialist websites, Reed.co.uk and Indeed. I used the search engine to define the roles based on my experience. I reviewed the results by reading each advert’s job description. Market Business News (2021) explain a job description as the main characteristics of a job. The major functions, responsibilities, job requirements and working circumstances are usually included and it also specifies the job title. Reviewing these, outlined the parameters I needed to meet to qualify and apply. I noticed in some job descriptions have desirable skills whilst some have required skills. Any job that required skills, I did not possess, i.e. speak a foreign language I did not apply for. For jobs that have skills that are desirable, I did not rule these out as I felt my experience could outweigh the requirement for a desirable skill.
I devised a cover letter for my application. Reed (2021) describes a cover letter as a document included with your CV to give an overview of your abilities, how they match the job description and how a person will benefit the company. It should not be as in depth as a CV but still cover the main points matching them to the job description. This is not essential to an application but when a recruiter is potentially viewing hundreds of applications, a cover letter helps gain the attention needed to be considered for an interview. 
I compiled my curriculum vitae (CV) which is essential for any application. CFI (2021) explains that a CV is a written account of a person's education, qualifications, and previous experience, that is typically sent with a job application. While writing my CV, I included the roles I had undertaken previously that was required for the role I was applying for. I was concerned that the job description asked for A Level education which is something I lacked. To ensure that I do not miss out on a future role, I can continue my studies in University to gain a higher qualification which will hopefully negate the requirement of a particular level of education with a possessing a higher level.
The video (TEDx Talks, 2016) highlights that creating a bespoke cover letter and CV stands a better chance for consideration for an application. Previously, when I created and subsequently updated my CV, I entered generic skills and responsibilities I learnt from these roles. I never considered including a cover letter with any previous applications out of possible arrogance, thinking my CV would be enough to get an interview. 
For future applications, I will adopt an approach of seeking a job that I know are within my skill set, tailor my CV to cover a variety of skills required within the job description, include a cover letter as a way to stand out to a potential recruiter and take the time to send it via post to show enthusiasm for my application as I wish to show more of myself than just what is written on a CV. 
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Appendices
Job description
About Sitel Group®
As a global leader in end-to-end customer experience (CX) products and solutions, Sitel Group® partners with the world’s best-loved brands, from Fortune 500 companies to local startups, to design, build and deliver a competitive edge across all customer touchpoints.
With our award-winning culture built on 35+ years of industry-leading experience and commitment to improving the employee experience, we improve business results by pairing innovative design thinking and digital solutions – including self-service, artificial intelligence (AI), automation and data-driven analytics – with the expertise, emotion and empathy of our people to Create Connection. Value Conversation.
Job Summary
A fantastic opportunity for customer service advisors.
The primary function of the role is to be the first point of contact and deliver a professional and high quality customer service. This could include dealing with customer, client, or third party contacts and complaints within agreed service levels. The individual will need to use their own initiative as well as follow established procedures, processes and systems to source information to provide a resolution for the customer. The role may also involve initiating contact with individuals within the client’s organisation or other 3rd parties.
Primary Job Responsibilities
· Receiving inbound calls from our client's customers, helping to resolve any queries they have and upsell products/services.
· Completing outbound calls to members of the public to gather information and deal with customer enquiries.
· Respond to and resolve customer complaints.
· Building rapport with new and existing customers, giving the best possible customer experience.
· Demonstrating a keen attention to detail
· Working effectively as part of a team
· Adhering to company principles and values at all times
Skills/Knowledge/Ability
· Excellent customer service skills
· Previous experience in a customer focused or sales environment, previous contact centre experience is desirable
· Demonstrable experience of working within a structured process
· Proficient IT Skills
· The ability to work well as part of a team
· Being flexible and open to a new challenge
More Details
We are recruiting for full time, fixed term roles.
You will be provided with all the training you will need to thrive in your role with us and all training time is fully paid.
Benefits of joining our great team include:
· 20 days holiday + statutory bank holiday allowance
· discounted client products for you and your friends and family
· Pension scheme
· Corporate discounts - gyms, cinemas, restaurants and more!
What next?
You will shortly receive a link to complete an online assessment, please select the Swansea online assessment as this will be picked up by our Welsh recruitment team.
Please be aware that to complete this role – You must have a desktop or laptop that meets the required specifications for our clients programme to run. These details will be sent out to you during the screening process.
Data Notice
The personal data you provide in your application, and as part of the recruitment process, will only be held and processed for the purpose of the selection processes of Sitel and in connection with any subsequent employment or placement, unless otherwise indicated. Your data will be retained only for as long as is permitted by UK legislation and then destroyed.
Job Types: Full-time, Contract
Salary: £20,800.00 per year
Benefits:
· Work from home
Education:
· A-Level or equivalent (preferred)
Experience:
· customer service: 1 year (preferred)
Work remotely:
· Yes
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