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Career Overview

	Customer Service Advocate who maintains a high level of professionalism, patience, and efficiency to minimize customer dissatisfaction and increase customer loyalty. Enthusiastic team player with a proven capacity to troubleshoot issues to ensure customer satisfaction. 

	Skills Profile



	Microsoft Office Suites
Troubleshooting skills 
Adaptive team player




Mathematic proficiency 
Sharp problem solver
Expert in phone and email communication


	Employment History

	OfficeMax, Ottawa, IL
	2013 — 2014

	Customer Service Advocate
Worked with large, multi-million dollar accounts answering customer inquiries and assisting sales representatives with pricing.
Exceeded company standards consistently by receiving 96% or higher in quality monitors and customer service standards
[bookmark: _GoBack]Effectively handled all customer inquiries in a timely manner via phone and email contact
One of the 7 advocates that were chosen to travel to India to train our partners in OfficeMax systems and processes

	Results Companies, Streator, IL
	2011 — 2013

	WellCare Supervisor
Successfully managed the activities of 25 team members. Developed, implemented and monitored programs to maximize customer satisfaction.
Motivated the team by creating friendly competitions to improve advocate overall statistics by 6% in six months
Monitored calls and provided constructive criticism and training to the advocates
Provided detailed weekly and monthly reports and updates to senior management
Participated in a pilot program to handle escalated issues and to increase our retention rate by 5% in the last half of 2012

	

WellCare Customer Advocate
Securely managed personal health insurance information while assisting Medicare customers and their providers.
Provided thorough responses while still maintaining an above average call handle time of 305 seconds per call
Received customer service satisfaction award by retaining 92% on customer surveys in 2011
Developed rapport with customers by handling difficult issues with professionalism and receiving a steady 95% average in call monitoring standards

	Infinity Resources, Ottawa, IL
	2010

	Customer Service Agent
Effectively handled a variety of different inquiries for multiple retail companies. 
Placed orders for DVD’s and CD’s that are advertised in catalogs and online
Assisted with correcting order errors, tracking orders, and completing returns and reorders
Made outbound calls to independently owned businesses to gain their participation in a recycling initiative program

	Education

	  Harold Washington College, Chicago, IL
	  

	   Associates Degree
	2009

	



