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Ali Amin | Customer Service Agent 

Location: xxxxxx 
Telephone: xxxxxxx 

Email: xxxxxxx 

Professional Profile 

 ‘An accomplished and highly conscientious Loans Administrator and Customer Service Agent, a specialist 
across all elements of credit with extensive client relations experience and a talent for remaining calm and 

decisive within an extremely high pressure, fast-paced environment.’ 

Personable and professional, I communicate effortlessly and effectively whether mentoring apprentices, 
overseeing staff or sensitively handling customer concerns. Currently administering loan applications, 
verifying credentials and making decisions, I also provide support across a range of departments having 
comprehensive expertise across all finance and credit operations. 

Target-focussed I endeavour to go that extra mile to not only meet but exceed expectations and my self-
motivated attitude and approach has underpinned my employer’s KPIs. Ambitious and driven, I am seeking 
the next logical step in my career path progressing to management level, where I can utilise my extensive 
knowledge, experience and understanding of all aspects of the financial credit field. 

Core Skills 

• Portfolio & Contract Management 
• Target and Deadline Driven 
• Exemplary Customer Care & Relations 
• Fair & Equitable Complaints Resolution 

• Motivational & Supportive Leadership 
• High Standards & Expectations 
• Organisation & Time Management 
• Negotiation & Persuasion Skills

Career Summary 
May 2017 – Present   Company (Underwriting/Customer Service) 

Loans Administrator 
Handpicked for a cross-training opportunity in recognition of superior customer service skills and demonstrating 
understanding of and adherence to company values and business goals in the execution of all duties. 
Key Responsibilities 
• Interviewing customers in respect of their loan applications, assessing and understanding their 

requirements and devising the best solution. 
• Standing in for management in the absence of senior staff, from day one, often taking charge of multiple 

departments simultaneously. 
• Verifying client information pertaining to identity, credit rating and employment status, plus reviewing 

and completing income and expenditure checks. 
• Fielding overflow enquiries and resolving complex issues across departments during busy periods to 

support quality customer service KPIs, colleagues and company reputation. 
• Processing applications in accordance with UK legislation, FCA regulations and company protocols.  
• Monitoring progress to ensure prescribed deadlines are met and alleviate any problems or obstacles in 

the completion of tasks. 
• Remaining abreast of all product information to provide expert information and advice to customers. 
• Meticulously recording critical data providing a clear audit trail. 

Key Achievements 
• Minimal on-the-job training resulted in self-teaching and hitting the ground running to become highly 

proficient within couple of weeks, whilst still ensuring that customers were serviced and standards maintained. 

Jun 2016 – May 2017  Company 
    Account Manager & Customer Service Agent (Collections) 
Recruited to manage a portfolio of loan agreements and customer arrears, risk assessing and negotiating 
realistic repayments of moneys that both accommodate the financial situation of clients and maximise 
returns for the company. 

Key Responsibilities 
• Reviewed client accounts, maintained and updated details of repayments, arrears and changes to 

contractual agreements compliant with company procedures pertaining to collections and customer care. 
• Conducted regular calls with customers to cultivate a relationship of trust and leverage when necessary in 

the renegotiation of terms of their loan as a result of changes in personal finances. 
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• Responded to client complaints, promptly resolving any issues to avoid unnecessary escalation. 
• Carefully planned and organised workload to optimise time and resources on a daily/weekly basis. 
• Offered support and advice to colleagues and new-starters, sharing “tips and tricks” that promote efficiency. 
• Recorded content of conversations and proposed actions, providing a clear audit trail.  
• Endorsed additional services and products to retain existing clients and develop future business. 

Key Achievements 
• Attained the highest performance levels and quality customer care, both meeting and exceeding requisite 

KPIs and targets; consistently on par with the top two agents considerably more experienced, recovering 
£50,000 approximately within the Jun-Dec 2016 period. 

• Selected to cross-train in additional roles in recognition of a remarkable ability to rapidly learn in order to 
provide support to overwhelmed teams; significantly contributed to the retention of >98% service 
grading and <3% abandonment figure for Customer Service Department. 

• Initiated crib sheets with guidance, sample scripts and tips on questions to ask clients in order to gain all 
the requisite information necessary when reassessing payment terms; shared with colleagues ensuring 
that critical information was not missed, avoiding the need for addition calls, saving time and money. 

• The first of only three new-starters out of a tranche of ten to successfully pass the probation period first time. 
Sep 2012 – Mar 2016  Company 

First Response Officer 
Recruited to deliver a first response service for residents of this housing association, performing a range of 
duties to assist both tenants and the wider community. 

Key Responsibilities  
• Acted as first point of contact for customers both by telephone and in person, answering enquiries or 

responding to any issues in accordance with the company’s “one call” policy. 
• Undertook out-of-hours duties, taking emergency repair calls, setting into motion the necessary actions. 
• Monitored live security footage in the CCTV Control Centre, reporting any antisocial or threatening activity 

to the Police. 
• Interacted with the local authority, constabulary and local community agencies with a view to reducing 

crime and ASB. 
• Processed rent payments, both cash and card transactions. 
• Maintained and updated reports and data on a range of information systems including Capita 

(Northgate), React and MS Office. 

Key Achievements 
• Entrusted to mentor apprentices arranging experiences to evidence competencies within their portfolios, 

acknowledging and accommodating a range of difference learning styles. 
• Nominated for National Federation of ALMOs Awards, reaching the final two places nationwide for my 

age-group. 
• Handpicked to represent the company to prospective apprentices as an example of a success story and at 

community events. 

May 2012 – May 2013 Company 
Event Security Steward 

Stationed at Old Trafford Football Ground on match days to ensure crowd safety and control, resolving difficulties 
with agitated customers. Selected as part of the team to steward football games at the 2012 Olympics. 
May 2007 – Sep 2012 Company 
    Supervisor & Site Operative 
Supervised and directed six subcontractors on a construction site, with particular focus on compliance with 
H&S protocols, acting as skilled manual labour, working flexibly at locations throughout England and Wales. 

Jan 2006 – May 2013  Company 
    Football Coach and Referee 

Education & Qualifications 
 NVQ Level 3 Certificate in Housing –College – 2014 
 NVQ Level 2 Customer Service – 2014  
 SIA CCTV Operator – Mar 2015 
 SIA Door Supervisor – Dec 2014 
 8 GCSEs including Maths and English, A-C –High School – 2006 
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