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	Objective



	To use my past experience to enhance customer service and increase business productivity.


 
	



	Experience

 Blue Cross Blue Shield of Michigan
September 2014 – Current                        Call Center Representative 2                                        Grand Rapids, MI
[bookmark: _GoBack]At Blue Cross and Blue Shield of Michigan I began as a CSR 1 handling inbound calls regarding individual insurance billing and benefit inquiries. I was promoted to a CSR 2 in April 2015 and underwent training in the Small and Mid- group servicing area to handle benefits and insurance claim inquiries. Some of my duties include opening benefit packages for members using a digital “explainer” program to review medical coverage for certain procedures. I handle inquiries and contract changes to accounts such as address change, eligibility information and updating member status in the database. I have been fully trained to understand PPACA guidelines and HIPAA practices to ensure the safety of our member’s identities and private information. I review claim information and the breakdown of how the insurance covered the procedures and I am able to make adjustments to the claims that were processed incorrectly. There are many different programs and databases that I access daily such as Express Scripts for prescription drug claims and drug coverage, E-billing and WebClient to assist with the member online portal and any technical support. I will respond to any “written” inquiries that are given to me via E-mail or by postal mail when I am assigned to the “written” task. I do occasionally handle Individual business phone calls and I am able to gently collect funds to avoid termination of a policy due to delinquency. Occasionally a conference call with the Health Insurance Marketplace to correct any errors with member subsidy or effective dates. I work in a very fast paced professional environment. I enjoy working with my team mates to adhere and exceed mandatory stats such as call handle time, world class calls and hold time. I ensure that I am always maintaining a professional attitude and providing a positive experience with each call I handle. 

Randstad-AAA Michigan
October 2012- September 2014           Call Center Representative  1                            Grand Rapids, MI     
[bookmark: 1473537a7a47dd0c__GoBack]As a AAA call center representative for Emergency Roadside Service, I would provide outstanding customer service to members in need of emergency assistance while on the road. I would receive phone calls through the CRM telephone system and while paying close attention to detail, I would enter in the proper data to the D2000 database and then locate the member using different mapping software including MS Streets and Google Maps. After confirming location with the member I would locate a service provider and dispatch out a service truck according to the member’s needs. I was able to calmly yet professionally connect with the member and provide prompt service while following a given call module. Ensuring that every bit of information was properly documented and all services were executed was a major portion of my position. Customer service and satisfaction was a very important part of this position. I was cross trained to assist with new hires in the training academy as well as assist in the call management dispatch department to assist when they become overwhelmed. I was held accountable to ensure the AAA member was completely satisfied with their service. Every day I would strive to be better than I was the day before. 
 
Williams Kitchen and Bath
Feb 2011-Nov 2011                   Showroom Coordinator                                          Grand Rapids, MI
As the showroom coordinator at WK&B I would greet customers who entered into our store. I directed customers where they needed to go and I checked them out when they were ready to make a purchase. Daily I tallied up incoming checks, answered  phones, filed paperwork and various other office tasks. I was responsible for Craigslist postings and other marketing tasks as well. I handled the cash drawer and balanced it daily as well as the credit card ledger. I was also in charge of ordering all office supplies for the company and business cards as well. Daily I would complete different tasks for other branches and departments of Williams as well. Keeping a smiling face and maintaining a friendly and professional environment was my daily objective. 

	 


 
	Advance America


 
	January 2010 – November 2010
	Center Manager
	Kalamazoo, MI


 
		As Center Manager, my responsibilities include but were not limited to: review operating results of center daily, weekly and monthly to identify areas of opportunity for increased profits and decreased expenses. Ensure procedures outlining opening, closing, banking, collections, audits, local store marketing (LSM), all Loss Prevention (LP) procedures, and other company policies were followed daily. Ensure compliance with Federal, State, and local laws. Control cash flow, balancing and audits while maintaining LP standards. I would Maintain company standards as related to staffing, operations, marketing, collections and customer service. As Center Manager I was responsible for establishing relationships with local businesses, to benefit both the new business partner and our company. Problem solving and quick thinking were a major part of the position. Collections were also a major part of the work required by the company, including daily phone calls to past due accounts, and field calling those customers that we could not reach by other means. Ensuring that all daily procedures were done in a prompt and efficient fashion was my daily objective.





 
	


 
	National Oilwell Varco


 
	September 2008 - October 2009
	Administrative Assistant
	Minot, ND


 
		At National Oilwell Varco, I processed all of the daily paperwork for the office in Minot. This included starting, editing and invoicing sales orders. I would receive utility and other bills and forward them on to where they needed to be in a timely fashion. I assisted with balancing the store expense, and re-sale credit cards, using the Wells Fargo online balance system. When a vendor required a purchase order, I would create and send those to the appropriate place. I processed cash sales for in-store customers. I also answered and transferred all of the phone calls that came into the center. Daily I would assist with unloading freight trucks with a forklift and placing freight on the shelves when it came in to the warehouse. At end of day- each day I would see which other companies needed parts from our warehouse and I would process the necessary paperwork to complete the transaction in the system, as well as shipping the packages out using the UPS world ship program. I helped customers find the products that they needed, as well as traveling into the oilfield to deliver products. I am trained to use the Pitney Bowes postage meter, Xerox multi use copy machine, multi line phone system, and SAP program- as well as the Nabors online system and UPS world ship. During my last several weeks at NOV I assisted with screening and interviewing potential candidates for the open administrative assistant position.





 
	


 
	Fastchek/Checkrite of Minot


 
	November 2007 - July 2008
	Office Manager
	Minot, ND


 
		As office manager at Fastchek, I opened and closed the center daily. In the mornings, I called delinquent Fastchek customers, and verified funds by fax and/or telephone. I completed the deposit for the day, and recorded any needed financial information in the company balancing book. I processed Checkrite merchant payments, and generated new merchant bills monthly. Filing away Checkrite payments and merchant paperwork was a large part of my position as well. I cashed checks, created pay day loans, and offered financial advice to people who found themselves in a bind. I updated the RAS computer system for Checkrite daily, to ensure payments cleared the state-wide database, and if not, I called REMWARE to report a problem. I was responsible for approving discounts and special offers to customers, and I also created marketing ideas. Daily, I answered the multi-line phone for the Co-owners, Fastchek and Checkrite. I made collection calls for Checkrite during any down time that I had, and I took credit card payments, or set up drafts over the phone for Checkrite. Once a week, I would help generate notices for Checkrite and stuff-the envelopes with required supplies and mailed them off. Daily, I cleaned my office and made sure all paperwork was copied and all supplies were stocked. Once a month, I filed legal paperwork for delinquent loan customers, and mailed them to the court systems. I was very busy each day, and it was always worth it.





 
	


 
	Advance America


 
	November 2006 - November 2007
	Assistant Manager
	Minot, ND


 
		I was the Assistant Manager of a short term loan center. I opened and closed the center daily, ensuring that all processes and tasks were done to above-standard quality by end of day. I was responsible for creating and taking the daily deposit to the bank, and distributing marketing materials around town the hour before the center was scheduled to open for customers. Short term loans were given and approved by me, as the main part of my position. I also did cold-calling and collection calls on delinquent accounts. Book keeping and center auditing were completed each Saturday that the center was open, and the Manager and I would take turns doing those tasks. I faxed funds verifications to banks and credit unions, as well as conducting personal field calls to customers with delinquent accounts. I assisted with legal paperwork, and finding business partners. I occasionally would go out and purchase supplies for the center, which lead to entering expense reports. I enjoyed my time at Advance America very much. I was offered a Management position at another lending center, for a higher wage and hours that better suited my family and after careful thought, I accepted.





 
	



	Citizen's Credit Union


 
	May 2006 - July 2006
	Teller
	Kalamazoo, MI


 
		I Handled Credit Union member’s monetary transactions and had 100% member interaction. Also, 100% computer literacy is required for the position and I was trained on CUSA GUI. I began working at Citizen's with intentions for staying for the rest of my college career, but life moved me up to Minot, ND. It was sad to leave after such a short while, but the relationships I built there are still remaining.





 
	


 
	LSI Financial


 
	May 2004 - January 2006
	Teller
	Grand Rapids, MI


 
		I Handled the credit union member’s monetary transactions and personal needs. I Learned how to Cross-sell, send faxes, answer multi-line phones, process loan payments and interact in a professional manner. During down time, I filed applications and scanned in new member applications and forms into the system. I worked at LSI during the Summer and Winter, as well as Spring breaks while not in school. I left because I moved permanently to Kalamazoo, MI for school after moving from the dorms.





 
	


 
	W.G. Grinders


 
	April 2003 - August 2004
	Customer service Representative
	Grand Rapids, MI


 
		I worked with a small group of employees. Job tasks included opening and closing of the facility, preparing food for the day, making food to order, cleaning the building, cash handling, taking orders and occasionally helping with catering services. It was a fun upbeat job to have! I left due to school in another city.





 
	


 
	Domino's


 
	August 2002 - April 2003
	Customer Service Representative
	Ada, MI


 
		My very first job. I worked at Domino's Pizza taking orders and working the cash register. I occasionally helped make the pizzas if we were to get swamped. I worked on the cut table and helped gather delivery orders for the drivers. Great first job experience!





 
	


 
	Education
 
 


 
	Minot State University


 
	 
	Other 
French
	Minot, ND


 
		During my time in Minot, ND I completed coursework to help obtain my bachelors degree.





 
	


 
	Western Michigan University


 
	 
	Other 
French Linguistics and Business Management
	Kalamazoo, MI


 
		I began at Western Michigan University in August of 2004 and completed 4 and a half semesters of coursework.





 
	


 
	Forest Hills Central High School


 
	June 2004
	High School 
French
	Grand Rapids, MI


 
		I successfully earned my high school diploma at Forest Hills Central High School. I was involved in sports all 4 years of high school, including track & field, cheer leading and bowling, where I was the captain of my team senior year. I was involved in the church youth group all four years of high school as well, and was a leader for a youth retreat 3 out of 4 years of high school. I was also involved in an overseas education opportunity summer of 2003, in France.





 
	


 
	Interests & Personality
 


 
	I am a very outgoing person who likes challenges. I am a people person and I love to talk, but know when to draw the line. I am interested in making people happy and don't hesitate to give my honest opinion about something that really matters to someone. 


 
	 


 
	I enjoy being in the company of others. I enjoy relaxing with my family, and having dinner parties. Bowling, music, frisbee golf, walking and movie watching are some of my favorite past times. 


 
	 


 
	I am a very open and reliable person and I believe that I can achieve anything if I put my mind to it.


 
	


 
	References


 
	References are available upon request.


 
	




