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Career Summary
Analytical, results-oriented business professional with progressive experience in various aspects of customer service. Recognized for innovative trouble shooting, adaptability, and excellent communication and negotiation skills. Works well individually with little supervision and contributes effectively to team goals. I have strong customer service and problem solving skills with the ability to resolve conflicts and follow through. I have also worked in numerous environments and weather conditions as well as various shifts including overnights and weekend hours.
Skills
	Forklift Driving
Painting
SAP 
	Landscaping
Customer Service
Microsoft Office
	Lighting Installation 
Management Training
Lotus Notes



Experience
Union Pacific Railroad – Chicago, IL
Station/Track Agent, 7/2008 to Present
Moving and handling of equipment weighing 50 pounds or more 
[bookmark: _GoBack]Received switching orders and schedules of inbound and outbound traffic to ascertain time  trains will enter or leave yard, sequence of movement, and tracks on which trains are to be routed.
Assist in the installation, repair and maintenance of various railroad signals and grade crossing warning devices
Inspect and test signal circuitry, equipment, and systems for problems and defects
Understand and follow company and industry safety rules, practices, and procedures through the govern    GCOR instruction
All job duties performed in various weather conditions and shifts
Develop strong professional relationships with internal and external customers
Selling tickets, making up tickets and providing information on train times, traffic and directions to locations within the city or surrounding suburbs.
Prepare reports in accordance with Accounting Procedures relative to reporting of communication sales and Conductor remits by the CPT ticket agent

LTD Commodities LLC – Bannockburn, IL
Call Center Group Supervisor, 5/2006-5/2007
Provided warehouse assistance by pulling and lifting pallets 25 to 75 lbs for stocking and preparation to ship packages to customers and also forklift driving
Various safety checks to ensure of no workplace hazards on the warehouse floor 
Ensures competence and continuity of qualified customer service representatives through optimum selection, training and development, appraisal and motivation techniques
Provides guidance and/or help to customer service representatives in resolution of difficult customer questions and/or problems
Ensure high level of customer service staffing levels through  efficient scheduling and adjustments to meet peak service demands

JP Morgan Chase/ Bank One – Elgin, IL
Financial Service Advisor/ Overnight Help Desk Supervisor, 5/2003 to 5/2006
Worked midnight shift assisting customers from overseas inquiring information about their credit card account or activity
Responsible for reducing fraud losses on cases by processing chargeback’s and identifying save opportunities
Providing prompt, professional, and efficient service over the phone to card holders
Handled escalated issues concerning card activity
Handled on average up to 100 calls nightly 
Handled the transfer of bulk mail to and from the mailroom nightly
Provide recommendations for improvement in call quality

Sprint PCS –Bolingbrook, IL
Business Retention Team Advisor, 3/2000-2/2003
Monitored live and audited calls through NICE system to ensure that specialist adhered to the company’s QA policies
Ask probing questions to identify disconnect reason(s) of a customer account
Meet and exceed call center goals
Handled on average 150-200 calls daily
Developed action plans with specialist whose scorecards were below average and met weekly goals
Maintained accounts, billing and trouble reporting

McDonalds Corporation – Oak Brook, IL
Store Swing Manager, 8/1999 to 2/2000
Worked swing shifts from early morning to close 7 days a week
Handled unloading trucks and boxes weighting up to 75lbs
Ordered, maintained and rotated freezer goods
Generated sales and labor reports and well as balance cash drawers and cash drop
Greeted customers and handled customer problems with patience and sensitivity
Trained employees regarding company policies and procedures



Education
 Northeastern Illinois University  Business Management, 8/1995-6/1996
 CAPELLA University  Public Safety, 3/2009-8/2009



