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Chontal Love
	Objective
	 
	30 years of Customer Service Experience.  Successfully demonstrated, managed and understood the product knowledge of two call center operations.  Can also engage in commanding presence 

	Skills & Abilities
	 
	Excellent interpersonal skills, persuasive, empathetic, and can handle conflicts under pressure. Daily activities allow me to use me problem-solving skills and make sound decisions in resolving daily issues long-term. Have also engage and maintained professionalism with ease when resolving complex person to person situations.  

	Experience
	 
 
 
 
	Aircraft Appearance Operator, Frontier Airlines
May 2014-Present
Clean, Stock, Secure Airplanes
 
Transportation Security Officer, Transportation Security Administration 
October 2012-March 2014
Work the front line of the Department of Homeland Security's TSA team as we secure airports and protect American interests and secure our Nation, work collectively to prevent terrorism, secure borders, enforce and administer immigration laws, safeguard cyberspace and ensure resilience to disasters.   Within this short span I was given a collateral position as an Assistant Training Instructor which would entail training my fellow co-workers.
Hairstylist, jcpenney’s
June 2011-April 2013
Provide quality hair care services and products to clients.
Receptionist, Office Liquidators
March 2012-September 2012
Assisting customers with their inquiries, answer incoming phone calls, set up appointments for review of furniture for appraisals, submitted emails to customers with potential bid offers, arrangements, and scheduling for times for pickup of furniture, filing, typing, postage, data entry, and any assigned duties that are required.
Service Coordinator, Pendum LLC.
June 2009-November 2011
Provide, close, and troubleshoot lock combinations for the field technicians. Create and close service tickets.
Proactively and reactively contact technicians, managers, and other departments to obtain information for service ticket to update or closed, this is also communicated by email. I have effectively provided a response to the email or phone recipient inquiries regarding status on service.
Responsible for reviewing DSPREVIEW by following up with the network or customer and base on update will determine if a tech needs be dispatch to a unit or ticket needs to be closed.
Reactively responded to phone or email escalations in which I will follow up and obtain information needed for an update or resolution to a ticket.
Assist coworkers with work duties and will take on any additional responsibilities or projects when called upon by upper management.
 
Manager of Customer Care, Affiliated Computer Services
August 1995-October 2008
Established department’s performance to consistently exceed the contractual monthly average goal of 90%.
Accomplished department’s performances by self- examination of the business need and assess best practice of achieving required goal.
Monitor staff’s performance daily and provide timely feedback on areas needing improvement.
Effectively handled irrational callers in a patient and professional manner.   
Serviced as a resource to staff in the resolution of complex problems and issues.
Partnered with other departments in hiring staff and resolution to daily needs.
Conducted training needs by using employee feedback, skill assessments, departments’ call statistical reports, new implementations provided by vendor/customer.   
Designed and updated desk aides for staff to assist them with daily work product. Cultivated a continuous learning environment.   
Designed spreadsheets that assist department’s daily tracking methods for accurate reporting information to vendor/customer.
Generate daily reports and yearly staff appraisals.
Supervise the daily activity of the call center policy and procedures.
       Managed a staff of 15 customer service representatives. Hire and administer disciplinary     action up to and including termination. 

	Education
	 
	Community College Of Denver, Denver, CO GED
 
Emily Griffith Opportunity School, Denver, CO Cosmetology License
 

	Communication
	 
	I assisted with a team in the coordination of a company’s 10 year anniversary.  This entailed the coordination of food, guest invitation’s that included our contractor and former management, party decorations on a budget.  I along with my team members were given a letter from our CEO on how professional and orderly everything was. 

	Leadership
	          
	I am honored and consider it a privilege to currently serve in the capacity of a choir section leader for more than 10 years at my church.    
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