	
	
	




Kerris Adina Smith
Mobile:  07508037373    Email: inspire.love@outlook.com

Personal Profile 

I am an approachable, enthusiastic individual who priorities their work load on a day to day basis, Punctuality is very important to me as this increases productivity as a team or working alone. I thrive off a new challenge and produce a high quality of work for the customer’s benefit. I have substantial experience in customer service industry and fulfilment strategies. My knowledge covers a broad range of administrative and technical skills in several key areas including database application, automated phone systems and fulfilment tracking. I am totally committed to personal development and willing to undertake further training to enhance my progression in customer service as making customers happy is my passion. 

Key Skills 

· Competent ICT skills to ensure accurate data input 
· Excellent administration and efficient organisation
· Ability to engage with customers and colleagues encouraging rapport building 
· Excellent communication skills with the versatility to adapt to various situations
· Outstanding customer service skills to ensure consistent customer experience 
· Active listening skills with the ability to empathise and show support and understanding
· Effectively overcome and handling customer’s objections 
· Good problem solving to handle customer queries
· Able to use Microsoft Office applications to produce reports, documents and communication


Employment History
Trident Reach          Support Worker                                                                    Mar 2018 – Present 
· Supporting with people with Mental Health 
· Administering medication 
· Counting medication 
· Cooking for the service users
· Assisting and taking the service user to anywhere they like to go
· General cleaning 
· Money handing 
· Detailed recording of each service user 
· Constant Reassurance to each service user 
· 
Tailored Care         Care assistant                                                                         Sept 2016 –Mar 2018 
· Personal care 
· Assisting with medications 
· Preparing Meals 
· General cleaning such as making beds, hovering, and washing up and ensure bathroom clean
· Detailed written reports on each service users
· General conversations with service users  


Call Controller           Alto Digital                                                                  April 2016 – Aug 2016
· Co-ordinating 13 engineers around the West Midlands to fix printers
· Ensuring that the engineers days are planned and each job is planned so that it easy for them to get to and not out there way from home.
· Data Entry
· Liaising between the customer and engineer on a time frame on when the engineer will be attending
· Planning each engineer day so that they have work for the whole day
· Using each a navigation system in order to plan the engineer’s day.
 
Business Analyst 	RWE- npower Oldbury Business                                May 2011– Made Redundant April 2016 
· Training mentoring staff on Change of Measurement Class process 
· Manage current Change of Measurement Class process end to end
· Resolving complex queries and ensuring timely resolution for the customer 
· Reporting on Operational excellence figures at end of month meetings
· Prioritisation of back log queries, including BAU, slippage, ring fenced 180+ & 90+ aged queries.
· Reporting on daily figures
· Responsible for investigating and resolving discrepancies on change of measurement class looking at D0235 Exceptions from supplier & DC perspective
· Liaising with third parties in order to get the work done
· Providing specialist administrative support to internal and external customers, ensuring excellent customer service is given
· Investigating and resolving a wide range of complex issues or customer queries
· Liaising with other areas of the business when necessary, to provide an appropriate, acceptable resolution for the customer and take action to eliminate any future reoccurrence of the issue 
· Analysing data through many sources of information then identifying and investigating the extent of any problems or queries within them
· Investigating commercial and medium sized business electricity accounts on a case by case system and other discrepancies while adhering to industry regulations
· Training fellow staff while giving practical suggestions for their own development

Customer Contact Executive		RWE- npower Oldbury                   April 2010- May 2011 

· Call centre which involves investigating and responding to a wide range of complex customer queries for both electric and gas
· Completing a target of replying to emails a day, Logging queries into a system we us call Customer value plus
· Implemented a training manual for new starters that join the customer contact team
Nandos Dudley                                                                                                     March 2009 – April 2010
· Till work 
· General cleaning 
· Team working 
· Cooking 

Call Centre Operative                         Neo - Media 			       May 2008 - March 2009

· Cold calling customers giving them financial advice to reduce debt
· Setting up customer with a IVA or debt management plan
· Logging a detailed fact find on income and essential expenditure, to identify if the customer is struggling 
· Working to a strict deadline and maintaining Company targets

Telesales Advisor           Mortgage for You – Telesales	                  May 2006 - May 2008

· Cold Calling new and existing customers helping them to get the best mortgage deal to suit them
· Data entry and appointment making 
· Writing introduction letters to all new customers
· Working to a strict deadline and maintaining Company targets

Customer Service Representative   	      Virgin Trains                             May 2004 – May2006

· Helping passengers throughout the journey and connections
· Serving refreshments on board
· Making sure that the correct amount of refreshments is on board
· Greeting passengers as they arrive to travel 

Qualification and Education
Saint John Wall Roman Catholic School                                                             1997 - 2002
Customer Service NVQ3                                                                                     2014-2015
Functional Skills Maths                                                                                         2014-2015
Functional Skills English                                                                                     2014-2015
Health and Social Care                                                                                        2016- 2017
Food Hygiene and Safety                                                                                                    2018   
Diet and Nutrition                                                                                                                2018
Stroke Awareness                                                                                                                 2018
Communication                                                                                                                     2018
Record Keeping                                                                                                                     2018
First Aid                                                                                                                                  2018
Mental Health Matters                                                                                                        2018 
Death, Dying and Bereavement                                                                                         2018

Hobbies and Interests

My spare time I enjoy going to the gym three times a week and try to go swimming once a week. Being a qualified hairdresser, I enjoy to style hair in my free time. I also help my grandparents friend out around the house and preparing meals for her at weekends.  I love to read and play Sudoku to stimulate my mind. I am a qualified Fire Marshall and a fundraiser for MacMillan. Full Driving License. 


References Available on request




















Cover Letter 

I am pleased to submit my application for a position of a Mental health Healthcare assistant. Together with the essential qualifications, my previous experience and transferable skills I am certain in my ability to perform in the any job the care setting. The experience I have gained with my current job role as a Social Care Support worker within Mental Health and from my previous role as a care assistant within the community, has afforded me the experience of working with clients that have varied health issues, which require individualised, patient centred care. I am currently studying Health and Social degree at university of Wales which is based in Birmingham, which I am in my first year.
I have delivered care to the elderly who live alone and are experiencing dementia, mental problems and physical disabilities. I have developed the skills and qualities required to meet their individual and specific needs. I am compassionate, caring and responsive in providing holistic care. I have experience in providing physical care, changing catheters, supporting and empowering clients in their activities of daily living. I understand that my role has some level of responsibility. I ensure that the service user’s are safeguarded and are in receipt of a good standard of care and if I witness a service user being placed at risk due to their environment or a member of staff I will report it to my manager.
My key attributes are my excellent communication and interpersonal skills; this is very important when embarking into a career in health. I am able to listen and interact well with service users and their families. I am compassionate and caring and consider myself to be trustworthy, reliable and able to work well within a team. I have a good level of time management skills which I have utilised in my current role. This included prioritising clients in a timely manner to administer their medication, ensuring that they are fed healthy nutritious meals and prompt accurate recording of the care delivered.
I am very passionate about working in care as I find it a very rewarding making a difference to the quality of someone’s life. To ensure quality I am aware that it entails lifelong learning to ensure that I am safe and competent in my role, with a commitment to providing good quality evidence-based care. Also, I will need to commit to the revalidation process to evidence my competence and demonstrate that I am a reflective Support worker.
I have successfully completed an Access to Health, studying modules in Health studies, Biology, Psychology and Study skills. This has given me the theory and the knowledge around the history of the National Health Service (NHS), Nursing and Midwifery Council (NMC) Code of practice and the recent changes to nursing including the new revalidation process. I have also completed the Care certificate which is currently still in date.
I have enjoyed and embraced the challenges of studying where I have learnt different learning techniques to build my confidence in planning and essay writing, effective time management to enable me to achieve deadlines and targets. Whilst studying I have also participated in voluntary online tutorials Equality and Diversity. This allowed me to reflect on caring and the importance to treat service users with fairness, respect and sensitivity, especially when meeting their cultural needs.











Job description and specification

Mental Health Assistant

Job Reference: J270-LSTH-29KFJJDI954
Employer: Care Group
Department: Mental Healthcare
Location: Dudley
Salary: 17,010

Providing good quality care to mental health patients. This hospital has 80 beds with patients that have different ranges of mental health issues.

Job Description

You will be part of a team that will be supporting and assisting registered Nurses on shift with planning and implementation of the patient care. You will need to follow individual care plans and liaise with family members.


Education and Skills 

Minimum GCSE’S in English and Maths 
Knowledge of the importance of confidentiality

To apply please contact Katie Stevens 0121 5673390 


	
	
	



