Kerri L. Ryan

kerri.ryan@comcast.net    Phone 303-883-7810

Objective: To obtain a position where I can leverage my extensive management experience, customer service experience and analytical skills with regards to providing excellence every time and increased service improvement.  I am currently licensed in P&C, Life and Health.
Work Experience​
01/14 – Present   Farmers 
· Outbound cold call sales
· Inbound call sales

· Completed all reserve training

· Scheduled and ran multiple events

· Completely licensed in Property and Causality, Life and Health 

· Owner of the business
10/96 – 01/13 IBM Global Service
​1st Line Manager for End User Services and ID Management
· Responsible for the transition of new accounts

· Consolidation of accounts to pool and save cost

· Responsible for Staffing

· Handled Customer Briefings

· Worked with Procurement on Vendor Statement of Work
· Responsible for day to day operations for Service Desk, IMAC, ID Administration, Remediation Team, Remote Desk side Support
· Worked directly with Customers to improve services
· Worked with Multiple Ticketing Systems
· Managed Customer Satisfaction, Customer Service Level Agreements, Quality and Staff
· I have supported customers in every industry which give me awareness of challenges in those industries.
· Worked with multitude of data reports to identify improvements, concerns, noise in the data, etc.
· 10 years of Human Resources experience
· 10 years of Management and Business Management experience
· Top Performer at IBM
· Responsible for budgets, cost savings, cost improvements and service levels
· Responsible for Security and Audit Compliance
· Handled multiple Crit Sit account and managed them back to Business as Usually through action plans
· Met with Executives to address challenges during Crit Sit
· Worked New Business for Service Desk, IMAC and ID Admin
· Lead IMAC Core team across Canada, India and the US
· Lead the consolidation effort of closing 8 different call centers and bring all the work into Boulder which no SLA’s were missed

· Worked closing with each of my employees on career goals

· Worked with multiple locations both across the US and other countries
· Presented to Senior Executives

Summary of Skills: Leadership Skills, Strong manager within the EUS organization, work on ID Admin, Audit compliance, Help Desk, IMAC, CTS, and transition work.  I have participated in many EUS project including new customer briefing, customer visits, Vendor management, ticket tool report, asset management, and data reporting.  Strong sales skills including cold calls, events, follow up and time management. 
​Professional Attributes:  Self-motivated, high results oriented, high level of ownership and accountability, high level of integrity, handled multiple Crit Sit accounts and team player.

