Lena Brooks
lena.brooks@email.com     |     555-018-4472     |     Austin, TX
	Key Skills
Customer operations
Queue health
Service quality
Escalations
Coaching
Education
B.S. Business Administration, Georgia State University
Certifications
Google Project Management Certificate
Data-Driven Operations Foundations
Tools
Zendesk | Salesforce | Excel | Looker | Notion
	Summary
Customer operations lead with 8 years of experience aligning resume evidence to queue health, service quality, customer outcomes, and team enablement roles.
Career History
Customer Operations Lead at VectorPoint SaaS | March 2022 - Present
Lead planning, reporting, documentation, and cross-functional follow-through for priority work in targeted environments.
Key Responsibilities
· Coordinate priorities, stakeholder updates, risk notes, and follow-up actions for managers and delivery partners.
· Maintain reporting on volume, turnaround time, open issues, quality indicators, and next decisions.
· Document recurring workflows, handoffs, and approval paths so teams can move quickly with consistent information.
Achievements
· Aligned summary, skills, and achievement bullets to customer operations priorities.
· Removed low-value details so the strongest target-role evidence appears quickly.
· Translated daily responsibilities into proof of ownership, speed, accuracy, and customer outcomes.
Targeted Operations Coordinator at Brightpath Group | July 2018 - February 2022
Supported service operations, customer updates, internal documentation, and team reporting for a growing business support group.
Key Responsibilities
· Prepared weekly reports, meeting notes, customer updates, and task lists for managers.
· Tracked documentation gaps, approvals, and open requests through shared spreadsheets and project boards.
· Maintained process guides and templates used by new team members during onboarding.
Achievements
· Improved new-hire ramp time by creating a 30-day checklist for common workflows.
· Reduced duplicate follow-ups by organizing shared notes, owner labels, and handoff expectations.
Projects
· Target Role Keyword Map: Matched experience evidence to customer operations requirements.
· Queue Health Scorecard: Tracked backlog age, response time, escalation type, and quality.
References
Available upon request.


