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Summary of Qualifications

SkyWest Airlines (CSR/Ramp Agent) Denver, CO
DIA Location January 2014-Current

Responsible for maintaining the safety and security of the ramp at all times.  Monitor customer safety during boarding and deplaning, and assist customers in a friendly and courteous manner. Marshal aircraft on the ramp (e.g. directing, assisting and parking all arriving, departing and towed aircraft). Transfer cargo (including luggage) to other gates, other airlines and to passengers.  Observe safe ground-handling procedures and maintenance of ground service equipment, including the performance of equipment checks.  Comply with all safety procedures and airline policies Responsible for courteous, prompt, accurate and careful handling of customer baggage, airfreight and company material; continuous lifting, loading/unloading, sorting and transfer of baggage, freight and company material.  Service aircraft as needed (e.g. aircraft lavatories, potable water, window wash, deicing and commissary items) Assist in ramp set up and storage of equipment and baggage. Constantly communicate with flight crew personnel and other ground personnel.  Other duties as assigned by supervisor and manager

Kelly Services (Apple IOS Tech Support) Denver, CO
At Home Advisor (AppleCare) (April 2013-September 2013)
Professional troubleshooting expertise or proven technical ability.  Customer service focused and passion for support.  Discipline to work remotely from home.  Flexible to work between any hours of operation including weekends, with the possibility to flex up or down hours depending upon business needs.  Successfully completion of a pre-employment assessment and criminal background check.  Successful completion of initial training Minimum typing speed of 45-50 wpm.  At home qualifications I maintain a quiet workspace, ergonomic chair, and desk High-speed Internet service (2Mbps or better) from a reliable provider, and dedicated telephone land line from a reliable carrier.  I support many popular products such as IPhone, IPad, and IPods.  I’m the first contact for customers who call in looking for award winning customer service, troubleshooting and support.  Active listening to what the customer needs, and provide them with technical expertise, creativity, and passionate about meeting their needs, and remind them that behind great products are amazing people.  
Convergys (ATT Uverse Blue/SW Telco) Denver, CO 

Team Leader (Aug 23,2012-Dec 17,2012) 
Effectively interacted with team members that have diverse backgrounds and temperaments, while demonstrating a genuine interest in team members, maintaining open lines of communication with team members and being an advocate for team members. Coach team members on their performance on a regular basis, and write and deliver bi-annual performance appraisal. Communicate positive as well as negative feedback, adapting coaching styles depending on the situation and audience, providing feedback that is specific and constructive and encouraging all team members in incremental performance improvement. Consistently monitor team to proactively identify potential problems and with guidance ensures appropriate parties are engaged through to resolution. Develop relationships within the supporting business units to help resolve issues related to team members (e.g., Human Resources, WFM, Quality, etc.).Through coaching, ensures Agent metrics are achieved, i.e., PTV, Schedule Adherence, Attendance. Able to take end-to-end ownership of employee issues that require liaison with others. Use and promote Company recognition programs and understands the direct correlation between recognition and retention. Meet or exceed all deadlines for reporting. Demonstrate skills at analyzing trends and assist in creating action plans that determine a solution. Demonstrate teamwork by supporting and assisting other Team Leaders as necessary. Demonstrate the Convergys culture through both behavior and attitude. Effectively use business standard oral and written communication skills on a daily basis. Using developed communication skills participate in recruiting efforts, attend calibration sessions, participate in conference calls, etc. Demonstrate flexibility by working varying shifts and responding to unanticipated events. Oversee transportation issues where present. Maintain phone skills while applying knowledge to day-to-day project experiences. Responsible for day-to-day functional supervision of non-exempt work group, including work assignment and attendance monitoring; providing input into selecting, training, developing, and completing performance appraisal of work group(s) in accordance with the organizations policies and applicable legal requirements.

Customer Service Representative II (Oct 17, 2011-Aug 23, 2012) 
  
Conduct needs-based selling by using non-scripted probing techniques to determine customer needs and to offer the most appropriate product or service to address their needs. Maintain broad knowledge of products, pricing, promotions, procedures, and other important issues through management communications, meetings, client focus groups, and formal training. Responsible for achieving specific sales business targets and maximizing sales opportunities on each and every call. Place and/or receive customer inquiries that may require deviation from a script or sales flow process. Greet customers in a courteous, friendly, and professional manner using agreed upon procedures. Listen attentively to customer needs and concerns; demonstrate empathy while maximizing opportunity to build rapport with the customer. Clarify customer requirements; probe for and confirm understanding of requirements or problem. Meet customer requirements through first contact resolution. Confirm customer understanding of the solution and provide additional customer education as needed. Prepare complete and accurate work and update customer file. Communicate effectively with individuals/teams in the program to ensure high quality and timely expedition of customer requests. Effectively transfer misdirected customer requests to an appropriate party. Contribute ideas on ways to resolve problems to better serve the customer and/or improve productivity. Participate in activities designed to improve customer satisfaction and business performance. Provide answers and/or advice to customers based on their particular requirements and customer profile. Update customer records. Troubleshoot research and analyze customer problems with installation, billing, service upgrades/downgrades and disconnects.  
  
2011-2012 Airport Concessions Inc. Denver International Airport  
 
Assistant Manager  
Solicits sales of new or additional services Provided pricing and delivery information, processes orders, and prepares cash reports Replenish Stock/and arrange overstock as needed Place orders for store daily/Count and Report overstock daily Check in inventory daily/Front Face merchandise Excellent communication skills and problem solving abilities Resolving customer requests, questions and complaints frequently requiring analysis of situations to determine best use of resources Good  rapport with the customer and even the colleagues Clear understanding of the usage of the product, its price and design Multi-task oriented Supervising a 2-3 member crew Taking tasks from corporate bosses Supporting the manager in the day-to-day running of a specific store Interacting with employees and customers Assist customers when they have questions, concerns or complaints Daily Task that are generated daily from are corporate board Daily tasks consist of checking Email/ Inventory Counts/Ordering/giving out breaks/ assisting 2-3 out of 5 stores in stocking/ filing paper work/copying/printing/Data Entry/inputting inventory counts in weekly/Usage of Outlook daily/Checking and sending email/covering shifts etc.   
Supervised 15+ employees daily, Manage 5 gift stores inside Denver International Airport 
Knowledgeable of Maintaining confidentiality and security of client information per client guidelines 
Knowledgeable of Maintaining levels of productivity and quality based on department standards 

2010-2011 Heritage Cleaners Denver, CO  
  
Customer Service Representative  
Sets up new accounts, maintains records, prepares reports and performs work processing assignments and related clerical duties. Solicits sales of new or additional services Assembled Orders/Tagged/Categorized Invoices 
 
2009-2010 Quality Inn Denver, CO  
  
Shuttle Driver/Security  
Transfer drivers to and from their terminal via hotel drive around the premises every hour and file reports if necessary assisted housekeeping with their laundry duties 
 












2008-2010 Fredrick Printing Denver, CO  
  
Warehouse Associate  
Detail-oriented PC Skills in Windows environment Good judgment Good team player Limited data entry skills Problem-solving skills Effective communication and interpersonal skills Able to listen to verbal instructions Replenishing Stock/Sending Shipping Materials to Quality Control Ability to systematize efficiently storage related functions and motivate subordinates. Ability to take orders, meet targets and work efficiently under a supervising authority.  Verifies merchandise received against receiving documents, notes and reports discrepancies and any obvious damages. Complies with all appropriate policies, procedures, safety rules and DEA regulations.   Prepares orders for shipment by picking items from shelves and placing them in totes to be quality checked, packed, and sent down the line for labeling procedures/palletizing, and ready for shipping. Maintained a clean work area to help ensure that merchandise remains clean and to help prevent work related injuries.  Have a good overall understanding of DC workflow and can work with minimal guidance 
 
Primary duties include, order fulfillment, shrink wrapping, stocking and replenishing, picking/packing orders, labeling, usage of an RF scanner, finger scanner/printer and palletizing outbound orders for clients/ and or customers.   Able to stand 8-14 hour days, can lift 50+ lbs. repeatedly.  Clean Criminal Background, and a drug-free candidate, flexible scheduling, 15+ year’s data entry experience.   
 
2005-2007 Dependable Cleaners Aurora, CO 
  
Customer Service Representative  
Sets up new accounts, maintains records, prepares reports and performs work processing assignments and related clerical duties. Solicits sales of new or additional services Inspected Garments/Assembled Clothing Pieces/Categorized Invoices 
 
Education: 1998-2001 Gateway High School Aurora, Co High School Diploma Completed 4 years Developed Computer skills in Microsoft Word, Excel, Internet, Outlook, Windows XP-7.

Summary of Skills

· 3 year experience in a Call Center Environment 
· 15+ Years of PC Skills in Windows Environment  
· 15+ Years of PC Hardware/Software Environment  
· 15+ Years in a Data Entry Environment 
· 5+ Years Warehouse industry
· 2+ Pick/packing
· 2+ RF Scanning/Labeling 
· 3 Years Telephone Experience  
· 9,000+ KPM 55 WPM 10-key stroke knowledge  
· Able to sustain long hours of data entry and repetitive tasks.  
· Currently majoring in Game Development and Minoring in Computer Science
· Clean Criminal Background, and a drug-free candidate  
· Detail Oriented  
· Quality Oriented and Efficient  
· Self-Motivated 
· Fast Learner 
· Hard Worker 
· Team Player 
·  Very Dependable  
· Good Attendance  

 






