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Summary of Qualifications
Mrs.  Johnson is a certified trainer at gold level with seven years of combined leadership, training, supervisor, operations and management experience. Mrs. Johnson has experience delivering formal presentations to senior leadership staff.  She has the ability to organize, prioritize and work under extreme work pressure, heavy work load and deadlines.
Experience
Vangent, a General Dynamics(Centers for Medicare and Medicaid Services) August 2009 – Present


Trainer


Plans, coordinates and conducts internal training for new and existing employees at adult learning level.  All trainees under her facilitation have meet the passing goal of 90% or better.
· Selects facilitates and implements appropriate instructional techniques and ideas to dynamically deliver training material to adult learners.
· Monitors and records daily activities along with behavioral issues within the class.
· Inputs daily reports to senior level management.

· Recommends terminations for employees based upon performance in the classroom.
· Runs reports through Plateau system after testing and report to senior level management.

· Performs evaluations for supervisors on trainees at the end of course.
· Maintains a familiarity with standard operating procedures.
· Participates in formal settings to give feedback and correction to new training material and activities from vendor.
· Works with senior level management in producing methods to help new and existing employees enhance their knowledge and skills to perform specific task.
· Improves training methods through employee feedback and researched processes and procedure through formal observations of the job in action as well as personal feedback. 

· Participates in the interview process and recommend hiring call center staff.

Supervisor 
October 2010 – February 2011
While performing the duties of a trainer she was also responsible for the supervision development, and coaching a team of 27 CSRs to assure productivity, quality, attendance, and timeliness of work in the completion assigned projects and departmental goals.
· Completed and delivered employee performance appraisals.
· Communicated pertinent program up dates in a timely manner.
· Completed and deliver performance warnings as applicable.
· Maintained department records.

· Worked closely with Operations Representatives, Managers and Program Managers with functional areas of the CMS Project.

· Practiced Vangent, a General Dynamics Core Values and acted as a role model.

· Request terminations for CSR's that did not comply with company policy after thorough research and evidence.
Medicare Benefit Specialist
January 2009 – July 2009
Successfully counseled beneficiaries on Medicare and Medicaid inquiries to help direct them in their decisions of supplemental coverage, benefits and government financial assistance.
· Used internet resources to research options on health plans and drug coverage.
· Expert in explaining claims and billing to beneficiaries they receive from doctors, suppliers and hospitals.
· Filed complaints against drug plans on the beneficiary's behalf.
· Extensive knowledge of and trained in all benefits of the Medicare insurance to incluse: part A (hospital) benefits, part B(medical) benefits, part C (Medicare Advantage plans) and part D (prescription drug plans).
Assistant Training Specialist
September 2008 – January 2009
Assisted trainers during new hire training and up training to complete administrative tasks while assisting training manager with outside projects within the training department. 
· Trained new hire classes as needed.
· Provided one-on-one training for any trainee that was not meeting the expectations of the department.
· Organized and entered attendance reports into training database daily.

· Strategically responded to questions from trainees concerning the Medicare and Medicaid policies.
General Medicare Representative
July 2007 – August 2008
Read scripted responses to responses to beneficiary's questions dealing with basic information and educate them on their Medicare benefits.
· Adhered to Privacy Act as it related to confidentiality of information released.
· Responded to telephone inquiries within the departmental goals for quality, schedule adherence and average handle time.

· Maintained an up-to-date knowledge of Centers for Medicaid and Medicare services regulations and policies as they apply.
· Reported technical problems via email or templates to Local System Administrators.
South Park Mall, Underground Station and Victoria Secret
April 2007 – August 2007
Co-Manager
Lead sales representatives in selling products and achieving daily quotes set by company.
· Worked side by side with store managers in hiring sales representatives and scheduling work shift.
· Trained new hires in classroom setting as well as on the job training.
· Interfaced with vendors concerning pricing, availability, damaged products, buybacks and special orders orally and by phone.
· Achieved status as one of the top 5 sales performers.
I AM Enterprise Tax Firm
(Seasonal) January 2006 April 2008
Tax Perparer
Prepared and assisted in completing simple and complex tax returns for individuals and businesses.
· Interviewed clients to obtain additional information on taxable income and deductible expenses and allowances….
· Computed taxes owed or overpaid, using adding machines or personal computers and complete entries on forms, following tax form instructions and tax tables.
· Used all appropriate adjustments, deductions and credits to keep clients' taxes to a minimum.
· Checked data input or verified totals on forms prepared by others to detect errors in arithmetic, data entry and procedures. 
Education
· BA, Business Management, Virginia State University, Petersburg, VA, 2008
Qualification Highlights


Bachelor of Science, Business Management


7 years supervisory experience


6 years of customer service


5 years of training and formal presentations with Gold level certification


4 years in communications


Gold Level Training Certificate









