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Qualifications Summary

Highly personable Customer Service Professional with experience in account management, claims and sales processing, and call-center operations within the travel, insurance, and government organizations.

· Talent for identifying customer needs and presenting appropriate company product and service offerings. 

· Demonstrated ability to gain customer trust and provide exceptional follow-up, leading to increased repeat and referral business. 

· Track record of assisting in the design and implementation of reporting procedures that reduce labor costs and improve customer-satisfaction ratings.

· Expertise in resolving escalated customer service issues.

· Secured numerous company achievement awards for delivery of exceptional customer service.


Professional Experience

STATE OF ARIZONA, Phoenix, AZ









2000 to Present

Agency ABE, Customer Representative, Team Lead (2001 to Present) 

Promoted to lead team of 15 employees in daily call center operations. Collaborate with Call Center Manager to create strategic plans to enhance customer satisfaction. Provide employees with tools to maintain and increase service levels to both internal and external customers. Work closely with other departments to promote employee recognition, clarify information, and distribute reports. Gather, analyze, and report daily/weekly/monthly sales and service statistics. 

· Contributed to increasing customer satisfaction by 10% by assisting in execution of management plans.

· Instrumental in improving customer-satisfaction ratings through suggestion, development, and implementation of new reporting procedures.

· Increased employee knowledge by assisting with development and implementation of product-awareness program.

· Enhanced employee performance and attendance through daily mentoring, one-on-one discussions and motivational strategies.

· Received outstanding positive comments from team members on employee reviews, as well as exceptional feedback from senior management.

Customer Service Representative (2000 to 2001)
Recruited to provide top-notch service to both internal and external customers. Processed benefit requests answered questions, responded to concerns, and alleviated delicate situations with professionalism and sensitivity. Assisted Training Manager in creating and updating training materials. Prepared weekly reports for Customer Care Supervisor. 

· Selected to coach and mentor new customer service representatives for opening of new call center. 

· Achieved perfect score on all phone monitors throughout tenure. 

· Received Customer Service Award for outstanding track record of positive customer feedback. 

HUMONGOUS INSURANCE – Tucson, Arizona 
  





 
      1998 to 2000

Customer Advocate
Investigated and resolved customer concerns in collaboration with respective agency and other departments. Prepared written responses to Department of Insurance inquiries. Provided measurement on volume and trends to determine agency education needs and improve customer satisfaction and retention.

· Participated in implementing new paperless process, resulting in streamlined operations.

· Dramatically enhanced customer-satisfaction ratings by expediting all claims and ensuring a high degree of accuracy.

graphic design institute – Addison, Illinois    


 






  1995 to 1998

Customer Service Representative
Interfaced with customers to identify needs, field questions, and facilitate ticket sales. Provided show and venue information, completed monetary transactions, and resolved issues as needed. Coached and mentored new employees in customer-service processes and company policies.
· Played key role in reducing labor costs by recommending staff scheduling changes.

· Received numerous accolades from senior management for consistently providing excellent service and tactfully resolving sensitive issues.

Education and Training

Associate of Arts in General Studies   (   National Community College – Addison, Illinois
Supervisory and Leadership Academy  (   Arizona government university-Phoenix, Arizona
Computer Skills

Proficient with Microsoft Office System (including Microsoft Word, Microsoft Excel, Microsoft PowerPoint®, Microsoft Access, and Microsoft Outlook®). 







