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Christine Samora-Diaz

	Objective
	To obtain a position as a Data Entry Specialist for Aetna and  to utilize the numerous skills I have attained  in Telecommunications, Collections, Data Entry, Customer Service, Technical trouble shooting and Call Center environments.

	Experience
	08/18/2008–04/29/2013  
Internal Revenue Service               Denver, CO

Contact Representative

· Secured Delinquent tax returns and Taxes from Small Businesses and self employed Individuals.

· Set up Installment agreements and determined ability to pay by collecting financial information and securing necessary documentation. 

· Issued payment tracers, issued credits and penalty abatements. Calculated minimum payment amounts to ensure penalty and interest would be full paid by allowable time frame to pay and sent detailed billing information.

· Verified Identity of the caller, updated account information and made account notes when accounts accessed.

· Issued demand for payment, Intent to levy or lien notices and account specific letters.

· Issued Levy’s and Liens.

· Answered General account related tax questions and sent any requested documents or forms.

· Made fraud referrals and identity theft screening and referrals.

· Worked inventory cases and issued the next collection action necessary.

	
	10/04/2004-08/01/2008 
     Sprint Nextel Corporation      Englewood, CO

Sales Support representative

· Assisted Customers and Retail stores with activation orders.

· Processed customers’ credit and issued fraud screenings.

· Built customer accounts for retailers and telesales departments.

· Processed orders as well as deposits and payments.

· Answered and researched billing related questions and issued credits   as necessary.
· Walked retailers through orders and activations.

· Assisted customers and retailers with troubleshooting service and units.

· Submitted help tickets for system related issues.

· Educated retailers of new processes and products.

· Met all call center metrics requirements.

	
	07/01/2001-08/27/2004
  Great Clips For Hair
Westminster, CO

Manager /Stylist

· Opened and closed salon, ran shop reports and payroll.

· Ordered and priced inventory.

· Scheduling, hiring and terminations.

· Held shop meetings.

· Issued Quality checks on employees.

· Made sure shop kept state board sanitation standards and operating procedures.

· Bank deposits.

· Performed requested services by customers, performed redo services for clients performed by other stylists and handled customer complaints.

	
	04/02/2001-07/27/2001
  Remedy Staffing Agency
Westminster, CO

Administrative Assistant

· Answered multi-line phone system, took messages and transferred calls.

· Filing of employee and client records.

· Greeted clients.

  Wholesale Network Support CSR

· Inbound troubleshooting for Qwest Wholesale network support.

· Issued trouble tickets and called customers with status per SLA.

· Investigated requests for long distance block removals.

· Transferred 800 ring to numbers to dedicated or switched emergency routing.

· Called customers to notify of outages or new call detail affecting their service.

· Issued access requests for POP site maintenance to perform general and emergency work requests.

11/06/2000-02/23/2001            United Personnel                Englewood, CO

Switch Provisioner AT&T Broadband

· Provisioned Dial tone.
· Scrub Network Element (NE).
· Correlate NE's to new telephone numbers and changed numbers.

· Updated data base with new account information.
· Built account information.
· Troubleshooting of dial tone and service and correlated errors in the switch.
· Worked with inter-company technicians to correct dial tone errors.
06/05/2000-11/03/2000             Lucent Technologies                Denver, CO

Associate Communications Service Technician

· Installed 5ESS equipment in QWEST central offices.

· Ran cable and connections to specified 5ESS bays.

· Secured cable and connections.

· Test equipment to ensure continuity in wiring and functionality. 

11/02/1998-06/02/2000                 USWEST Wireless               Denver, CO

Customer Care Specialist

· Performed troubleshooting of cellular phones.

· Issued return, replacement and equipment orders.

· Issued internal investigations on fraudulent accounts.

· Reprogrammed cellular phones.

· Answered billing and general questions.

· Issued credits and researched payments
06/01/1998-10/30/1998     USWEST Communications Inc.      Denver, CO

Data Specialist

· Performed inductions and orientations for new hires.

· Administered testing to candidates.
· Answered multiline phone system and greeted public.

· Data entry, spreadsheets and new hire letters.

· Updated job lines with current open positions and testing information.

· Coordinated drug testing and entered results.
· Paid department bills.

· Submitted employee expenses.

· Entered applicant data and assigned applicant numbers.

· Pulled job requisitions and assigned to staffing consultants.

· Pulled job histories of transferring employees to ensure each employee met requirements for the job position.

· Scheduled interviews.

05/05/1997-05/29/1998    Teletech                                          Thornton, CO

GTE Communications Corp. Project

Residential Advisor

· Performed consultative sales and up selling of local, long distance, internet, cellular and paging services.

· Inbound and outbound customer service.

· Credit checks for cellular and paging services.

· Negotiated payment arrangements and processed deposits and payments

· Answered billing questions and researched payments..

· Trouble shooting of products and services.

· Data entry for new service orders and change orders.

Business coordinator

· Provisioned new accounts, checked line, facility and product availability.

· Entered new service orders and change requests.

· Faxed filed and indexed local service records.

· Built shell accounts in billing database.

· Issued credit checks.

· Corrected Local service records and faxed hard copy to NOMC or PAC BELL depending on service area.

· Issued deposit requests for customer call backs.

· Worked completion queue and rejection queues to meet daily quotas and release LSR for accounts to start billing.

09/06/1992-12/27/1996           USWEST Communications        Denver, Co

Customer Service Representative

· Performed sales by phone by persuading and influencing people.

· Handled and resolved customer complaints.

· Implemented sales, cancellations, adjustments and credits by inputting and receiving information from company database.

· Followed up with customers to ensure the service affecting work had been accomplished by the committed due date.

· Problem solved products and services.

· Answered billing related questions and researched missing and misapplied payments.
· Scheduled new jack installations.

· Checked line availability, facilities and product availability.

· Negotiated payment arrangements.
· Issued credit checks and requested deposits.

· Issued disconnect orders, additional line and change orders as well as transfer of service orders.

· Issued suspension of service and held orders.

· Performed clerical duties, interfaced with computer systems, other users and clients on a daily basis.

	Education
	1988
Iver C Ranum High School            Denver, CO  

· High School Diploma.

1989                                Columbine Beauty College                 Denver, CO

· Cosmetology License.



	Skills
	· Computer literate in Excel, Windows, Word, Outlook and Microsoft office.
·  10 key and typing skills: 45 WPM
·  Data entry.
·  I have the ability to work in high stress environments with the ability to adapt to change.
· I have the ability to read and understand legal documents and to work in high volume call centers. 
· Ability to resolve issues in a person to person contact environment.
·  Collections skills, Communication skills, Customer service and listening skills.
· I have management skills, Multi tasking skills, Organization and Time management skills.
· I possess the ability to work individually with little or no supervision and /or the ability to work in a team environment.
· I possess the ability to maintain high standard of performance.


	
	


