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Professional Experience

Staples Advantage






2005 - 2013


Customer Service Project Analyst (2010-2013)

Non-stock Procurement (2007-2010)

Customer Service Representative II (2005-2007)

· Represented Customer Service and acted as Voice of the Customer while implementing individual high profile customers onto new order management systems.

· Assisted in the creation of, and personally delivered, classroom training to prepare CSRs to effectively assist customers with change in ordering platforms.  

· Conducted a detailed System Gap Analysis, providing the necessary information to successfully migrate customers to their new Order Management System. 

· Developed and implemented an innovative Product Search Process, decreasing average handle time by 32.98% and product search time by 52.06%.

· Created and took ownership of escalation tracking process, analyzing root cause and providing ongoing trend-analysis to management team.
· Initiated and maintained company-wide Idea Exchange Forum, providing Associates the opportunity to contribute to the growth and development of salesforce.com.

· Conducted a Gap Analysis of the New Hire Training to include the newly integrated Staples North America Delivery processes.

· Conducted a study of delayed deliveries, providing management with a statistical analysis of delivery failures and possible solutions.

· Prepared Executive Presentation of proposed Work at Home Program, enabling management to quickly implement plan; resulting in 100+ virtual Customer Service Reps working from home.

· Created monthly departmental newsletter and maintained daily newsletter for building (500 employees) during company merger, providing crucial integration updates and continuing associate recognition to maintain morale. 

· Organized departmental events including collections for ‘Toys for Tots’ and ‘Coats for Colorado’, increasing associate participation and reinforcing corporate responsibility.

· Effectively communicated with all Associates and departments, including peers, Learning & Performance, Corporate Communications, Staples Sunrise, Management and Executives.

· Assisted colleagues with escalations, complex assignments, product searches and process inquiries.

· Identified, Investigated and resolved breakdowns in process.

· Awards and Recognition: Received high Quality Assurance scores, two TeamCARE nominations, one Shining Star award, three Wall of Recognition awards, several awards for productivity and attendance, as well as “I’ve noticed…” and “Everyday/Unsung Hero” recognitions. 

Starline Tours of Hollywood




1999 - 2005


Customer Service Supervisor (2003-2005)


Administrative Assistant II (1999-2003)

· Provided training, coaching, performance reviews for approximately 10-20 employees.

· Increased productivity through motivation and building exceptional team rapport.

· Provided local tourist information and assisted customers in planning memorable vacations throughout Southern California, Las Vegas and up the Pacific Coast.

· Rolled out incentive program to area hotels, increasing our bottom line and simultaneously strengthening our already reputable brand. 

· Implemented improved accounts receivable process, significantly increasing collections.

· Built and maintained vendor and stakeholder relationships.

Additional Training

Online Learning Courses through NetGLearning.com:


Email Etiquette: Writing Effective Emails


Email Etiquette: Using Email to Communicate


The Quality Management Process


Quality Management Tools

Inbound Customer Service – Call Center

Microsoft E-Learning Courses:

Advanced Training for Microsoft Office Excel 2007

Advanced Training for Microsoft Office Word 2007

Advanced Training for Microsoft Office Visio 2007

Advanced Training for Microsoft Office PowerPoint 2007

Core Training for Microsoft Office Outlook 2007

Online Learning Courses through Element K:

Communicating Clearly

Getting the Most out of your Day

Managing Projects - Second Edition (Simulation Included)

Leading at all Levels:

Managing Others

Conflict Resolution

Education

Los Angeles City College 






Los Angeles, CA


Downey High School 
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