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    SUMMARY

Effective Analyst and Supervisor with solid team leadership ability and over 16 years of telecommunications/call center experience in customer service, collections, sales and training. Results-focused analyst, manager, facilitator and problem solver with strong persuasive, communication, negotiation, and management skills. Successfully lead up to 40 employees in a team environment, competitively driving positive results for call center operations and support functions. Proven track record and solid understanding of systems, policy, process, and the details of multiple job functions. 
	· Project Management
	· Interviewing & Hiring 
	· 
	· Conflict Management

	· Conference Call Management 
	· Certified Service & Sales Trainer
	· 
	· Performance Management

	· MS Office proficient 
	· T-Mobile Coach University 
	· 
	· Leadership Development 


PROFESSIONAL EXPERIENCE

T-Mobile U.S.A                                                                             
1997 - 2014

Senior Analyst Thornton, CO (2010 – 2014) 

Project managed multiple initiatives within the National Customer Satisfaction & Quality department for T-Mobile’s Customer Service centers and Service Partner locations. Developed and implemented communications, business processes and procedures for Quality and Operation frontline representatives. Worked with cross functional enterprise wide teams to establish strategies for the continuous development and evolution of the Customer Service Quality program methodology and related initiatives.   
· Selected to be a certified Service and Sales Trainer for Customer Service (June 2011)

· Top ranked performer measured by quarterly Blue Chip performance goals (2011-2013)
· Catalyst Award winner for successful roll out of new Call Quality program.  (August 2013)

Business Analyst II Thornton, CO (2007 – 2010)

Drove customer loyalty by creating and promoting a consistent Quality message and methodology developing supporting processes for the Quality Department. Managed internal departmental projects and initiatives. Conducted Time in Motion studies to determine production requirements for specialists. Liaison between Quality Department and Service Partner Management. 
· Results Warrior Award winner for making a significant contribution in driving results in the Customer Sales and Services initiatives  (May 2009)
· Best Team Mate Award  for supporting peers and stepping up to help develop teams (December 2009)
Quality Manager Thornton, CO (2005– 2007)
Led teams of up to 40 specialists and 2 Supervisors to successful execution of Quality performance objectives and company business goals. Built individual and team bench strength by developing core competencies, individual knowledge, skills, and behaviors that drove organizational results. Managed service levels for 2 specialty teams to ensure goals were met. Conducted weekly one-on-one sessions with Quality Supervisors to provide feedback and coaching for their direct reports and their personal career development. Responsible for interviewing, hiring and the training of Quality employees. 
· Developed team of 15 specialists to perform research observation for enterprise  wide initiatives (2005)
· Consistently ranked in the top 5 out of 15 performing teams in the Quality Department (2005-2007)
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Quality Supervisor Thornton, CO (2002-2005)

Supervised and coached teams of 15 Quality employees and 1 Lead to ensure performance objectives were met and exceeded. Maintained administrative duties including attendance, time reporting, vacation and other HR related duties. Accountable for keeping thorough documentation of employee records, and coaching sessions. Assisted in interviewing, hiring and the training of Quality Specialists and Leads. 
· Established a team of 15 specialists from the ground up. Interviewing, hiring, and training an entire staff to call monitor operation representatives (May 2002)

· FACE Award for demonstrating excellence in coaching and developing teams and peers  (June 2005)
Trainer Tampa, FL (1999– 2002)

Implemented both new hire training, continuing education curriculum and outsource vendor’s training. Responsible for facilitating T-Mobile policies and procedures, computer systems, customer care skills and T-Mobile values to 10-30 students in a class. Supervised Get More Academy, which included monitoring and coaching New Hires on quality observations, provided one-on-one coaching to transition them to operations. 
· Ensured 100% graduation in all training classes by providing immediate feedback and guidance (1999-2002)
· Earned Peak Award for making profound impacts on the annual operating objectives while demonstrating T-Mobile Values (2001)
· Helped launch brand new call center in Thornton, CO (Dec 2001- January 2002)
Financial Care Senior Representative Tampa, FL (1998– 1999)

Assisted Supervisor in achieving service quality results and customer retention objectives in a competitive marketplace. Responsible for maintaining strong oral and written communication skills. Demonstrated strong negotiation skills in dealing with challenging customers and coworkers. Accountable for providing FSRs feedback and coaching on their daily performance and quality observations.  

· Consistently ranked in the top 5 out of 30 Senior Representatives in performance (1998-1999) 
Financial Care Representative Tampa, FL (1997– 1998)

Handled inbound customer service and financial services calls assisting wireless customers with billing, collections, payment arrangements, rate plan changes, handset exchanges and technical troubleshooting.  
· Earned several commendations from customers for providing exceptional service 
· Achieved top quality scores for exceeding T-Mobile’s expectations and creating win/win relationships 
EDUCATION 
Hillsborough Community College, General Studies
Tampa, FL
1994-1995
Gaither High School
Tampa, FL

High School Diploma 1993

