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Summary: 
The ability to adapt to ever changing industry standards, corporate cultures and rapidly changing consumer needs through continuous learning, personal and professional development and leading by example have afforded me to opportunity to excel in a variety of customer service industries including travel, hospitality, staffing and call center operations.  Within each organization, I have taken on process improvement, project development and management and active redevelopment of training programs resulting recognition and promotions early on from entry level roles. 
Projects Completed and Professional Accomplishments:
· 2014-Development of “On the Job Training Program” for Time Warner Cable, Emergency Response Center
· Interdepartmental collaboration, curriculum development, process improvement, statistical tracking and reporting of results over a six month period to develop an “On the Job Training Program”, which included peer to peer recognition and leadership recognition from existing employees as future leaders. 
· 2013-Opening of new Time Warner Cable, Emergency Response Center
· Time line compliance of hiring, training and certifying new agents for the launch of a new center with limited resources and no experienced personnel.  We were able to achieve this through planning, and reliance on company resources including open communication with the original center. 
· 2011-Successful re-launch of 1800hotels.com website:
· Working with vendors for IT Services, Website Management and Ticket suppliers, to quality check and “go live” with the 1800hotels.com property.  Ensure branding was presented correctly, website management and daily quality checks and moving between live platform and vendor fulfillment platform as needed. 
· 2011-Development of “Customer Service Operations Manual” for Travel Leaders Technology
· Working in partnership with my colleague using the original “Operation Manual” from the defunct property of 1800hotels.com, we worked on revision and creation of our own operations manual.  This included proofreading, process change, elimination, improvement and changes for Travel Agency client servicing and Web based customer servicing. 
· 2008-Certification of two Restaurants in the Qdoba System as manger training locations. 
· Working with hourly and salaried level leadership, to train employees to be in compliance and above the corporate standards to achieve certification.  This required above average compliance with Quarterly corporate inspections, detailed knowledge of every position in the restaurant for all employees and ongoing training for all employees to be up to date on changing process to maintain certification. 



Professional Training: 
· 2002-Rio Salado College, Certificate in Airline Operations
· 14 semester hours of aviation courses.
· 2013-TWC+You University
· 150+ hours of online learning in leadership, software, product knowledge.
· 2008-Qdoba, Train the trainer program
· 6 weeks of leadership training classes to develop managers. 
· 2007-Adecco University, Office Supervisor Training
· 80 hours HR Law, EEO, OSHA and recruiting technique, employee management, sales. 

Experience:
· Leadership (Management, Trainer, Supervisor)
· Training (classroom instructor, curriculum development, hands on training)
· Presentations (Virtual, In person, teleconference only)
· Website Operations (content management, page layout, vendor sourcing, training)
· Recruiting (full cycle, entry level, management, industrial, clerical)
· Employee Development (direct supervisor of entry level and management level, including ongoing performance enhancement, results accountability and discipline)

Work History:
[bookmark: _GoBack]Emergency Response Center Supervisor, January 2013-August 2014, Time Warner Cable, Centennial, CO 
Developing Personal Rental Property Portfolio, September 2011-February 2013, Holland, MI
Website Development/Customer Service, February 2011-August 2011. Travel Leaders Technology, Holland, MI
Training Store General Manager, January 2008-May 2013, Qdoba Mexican Grill, Holland, MI 
Staffing Consultant, August 2007-December 2007, Adecco Staffing, Grand Haven, MI 
HR Data Adminstrator, May 2006-January 2007, Stivers Staffing, Milwaukee, WI  
Flight Attendant and Trainer, March 2005-May 2006, Midwest Airlines, Milwaukee, WI 
Check Flight Attendant and Trainer, May 2003-April 2004, PSA Airlines Inc., Dayton, OH

