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	Objective

	Seeking position providing learning and growth opportunities for professional with exceptional organizational management, problem-solving, leadership and written/spoken communication skills.

	Education

	Masters, Business Administration with Emphasis in Human Resources Management
Colorado Technical University, CO – GPA: 3.55
	November 2013

	Bachelors of Science, Business Management and Accounting 
Stevens Henagar College, CO – GPA: 3.12
	August 2011

	Core Competencies
· lEARNING AND dEVELOPMENT

· TRAINING

· QUALITY REPORTING ANALYSIS

· PROJECT MANAGEMENT

· eMPLOYEE rELATIONS / INVESTIGATIONS

· POLICY & pROCEDURE DEVELOPMENT

· pERFORMANCE mANAGEMENT

· VENDOR RELATIONS

· CHANGE MANAGEMENT

· PROGRAM DEVELOPMENT

· RECRUITING

· BEHAVIORAL INTERVIEWING

· NEW HIRE ON-BOARDING

· ORGANIZATIONAL EFFECTIVEMENT

· CONSULTING

· CUSTOMER RELATIONS

aDVANCED COMPUTER SKILLS IN FOLLOWING APPLICATIONS:

· mICROSOFT WORD • EXCEL • ACCESS • OUTLOOK • pOWERpOINT • bRAINSHARK • wONDERLIC



	Professional Experience and Achievements

	Organization Development
	

	· Serve as a Catalyst working with management to develop strategies to engaging employees in the company’s overall strategy.
· Meet with leadership teams to identify problematic areas within each business unit, responsible for coming up with training programs to address human resources related topics as well as learning and development programs.
· Participate in evaluating business initiatives to determine its effectiveness within the business units.
· Facilitate focus groups within the office, or remotely, conduct monthly team meetings, and trainings to enhance productivity as well as identify any simplication initiatives to further increase productivity.

	Employee Relations/Vendor Relations
	

	· Assist with the investigating and addressing employee complaints providing recommendations for resolution and involving General Counsel for further advising.
· Work with leadership team not only how to prevent disciplinary problems—by ensuring the appropriate performance standards are in place and employees have the right tools in order to perform their job duties, and advancement opportunities—but also advise when corrective action is necessary.

· Partnered with vendor management monitoring their performance against established contract agreement. Responsible for making recommendations on departmental improvement and evaluating to make sure all contractual agreements are being made.

	Leadership
	

	· Support various departments within a 150+ employee center with the goal of building a tenured, high-performance culture.
· Lead the best performing department within the call center, achieved by effective communication, employee engagement, and ensuring employees have the tools needed to succeed.
· Conduct annual performance reviews for assigned business units; continuously work with employees on their performance goals, as well as career development, recognizing the skills they exhibit and developing an individual development plan (IDP) for every employee. 

	Project Management
	

	· Prepared and delivered presentations on the need for a new intake system, stressing the ability to increase productivity compared to outdated software. As a result, assigned business units new processed enabled us to diminish our head-count, moving employees to other units where needed, and increase productivity.
· Currently leading learning and development project using training software, testing the effectiveness of training and identifying areas of opportunities to further develop a world-class team.

	Work history

	Team Lead/Coach
Zurich North America Insurance Company
	2005 to Current

	· Support multiple business units across North America.
· Conduct interviews and on-boarding making sure all required documents are submitted.
· Investigate detractors from online customer service surveys working with business units involved to identify areas of opportunities.
· Coach leadership team on all activities to include performance management, talent development, and disciplinary matters.
· Create templates for leadership teams to utilize for tracking, monitoring, and addressing employee performance.

· Review and submit payroll to processing department.

· Lead employee engagement initiatives through Corporate as a Catalyst working with onsite management team.

· Assist in learning and development initiatives for current and new hire employees partnering with Quality and Training Consultants. Also participate in quality calibrations.
· Lead assigned business units on change initiatives.
· Continually improve performance by analyzing and recommending enhancements to technical procedures which involved writing business cases for necessary system modifications.
· Identify opportunities of improvement by working with employees and management teams.

· Develop training modules, simulation courses, and delivering training for employees of all levels. 

· Create assessments to test the effectiveness of training and potentially identify other training gaps.

· Lead medium to large projects partnering with upper management on strategic workflow streamlining initiatives participating in projects for improved workflow processes.

· Investigate employee relations matters, involving general counsel for further advisement, through the resolution of complaints; provide reports to Legal and Compliance.
	

	Customer Service Representative
Spherion / Zurich North American Insurance
	2004 to 2005

	· Actively participated in assigned programs in order to contribute to individual, team, and center goals.
· Processed routine and complex first report of losses.
	


