Hayley Barton

1815 Westhill Road ( Richmond, Virginia ( 804-677-0901

CAREER SUMMARY
Customer relationship training professional who thrives in new and challenging environments.  Creative, results-oriented and resourceful, team player with ability to interpret and explain complex procedures in a clear and concise manner to a diverse group of people.

PROFESSIONAL EXPERIENCE

Amica Mutual Insurance




September 2011-Present
Glastonbury, CT

Auto Claims Adjuster

Handle vehicle claims with varying degrees of complexity and severity (i.e.: coverage issues, multi-car, fatalities, liability determination, etc) and determine legal liability

Write denial letters, Reservation of Rights and other routine and complex correspondence to insured's and claimants

Determine settlement amounts based on independent judgment, estimation of actual cash value and replacement value, appraisals, application of applicable limits and deductibles

Negotiate and convey claim settlements within authority limits to insureds

Identify subrogation opportunities; determine appropriateness of the demand and negotiate adverse subrogation and arbitration

Review conciliations and prepare submissions for arbitration hearings
Capital One Financial






           2009-2011

Richmond, VA
Fraud Trainer








Develop and facilitate new hire and continuing education classes to 200+ front line employees and external supplier sites.  

Assume the role of classroom facilitator, coach, and supervisor while demonstrating effective leadership skills through developing awareness and knowledge of Capital One credit card fraud procedures, policies, and customer service skills

Create and maintain a conducive adult learning environment for all training participants

Organize training venues, logistics and accommodations as required to achieve efficient training, attendance and delivery

Partner with COU and manage documentation projects, starting from initial planning through writing, editing, reviewing, revising, indexing, creating graphics, through final publication on the LMS

Provide timely, accurate and effective feedback to CSR and reporting manager regarding job performance

Produce organizational strategies and plans to meet training and development needs through project management

Fraud Recovery Adjuster






2000- 2009

Conducted investigative research utilizing knowledge of credit card and VISA/MasterCard chargeback guidelines.  Recovered on average $1 million in fraudulent charges each month.

Analyze system data to identify fraudulent transactions/accounts on credit card lines of business

Utilize established fraud detection and prevention technologies to mitigate fraud losses on credit cards

Process inbound and outbound calls pertaining to potential fraudulent activity on accounts, which included interviewing all parties involved to obtain the facts of the case to determine the outcome and then conveying this decision to the customer

Verify legitimacy of transactions through phone or fax communications with Capital One customers

Identify issues and suspects and make appropriate recommendations to prevent and/or minimize loss exposure to the organization

SKILLS

Knowledge of COU and LMS systems and procedures

Agile methodology

Microsoft Office Suite
EDUCATION

University of Richmond






Richmond, VA
Bachelor of Business Administration





In Progress

Capital One University






Richmond, VA
Call Center Facilitation Skills Certificate




10/2009 
