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Profile

A dynamic team player with a keen customer focus, collaborative skills and an enthusiastic desire to deliver excellent products and services.  Proven ability to plan, prioritize, and organize resources to accomplish difficult assignments within tight time frames or unexpected changing circumstances. Area of specialties include: side by side training customer satisfaction enhancement and process improvement analysis.

Areas of Experience:
10 years of customer service (5 external / 5 internal)                 3 years management (2 restaurant / 1 manufacturing)

5 years of training (lead position)                                                2 year process improvement    
4 years call center                                                                       1 year project coordination
3 years data analysis






Professional Experience

	Next Source 
	07/08 to Present


LMS Administrator
Support multiple lines of business with their new hire call center training. Serve as point of contact for general system questions as well as troubleshoot minor system issues. 

· Create new hire classes in the learning management system (LMS) so the client can leverage reporting and tracking of their new hire training.

· Provide trainers access to needed reports and training material upon request. Answer general inquiries regarding new hire classes and curricula assignments.

· Responsible for ensuring the data stored the learning management system is up to date, accurate, and meeting the needs of the business.

· Create assessments within the system per request from various clients so that self-service reporting tool can be utilized by the client. 

· Upload and assign compliance computer based training to specified users so that the client can review usage reports prior to and after CBTs are assigned.

· Assist on projects as SME where the new hire model will be leverage by new line of business.

· Train new user on the functionality of the LMS.

· Set up 220 new hire classes per  quarter

· Answer approximately 600 inquiry emails regarding new hire training monthly
· Monthly Metrics

· Schedule weekly meetings

· Compile requests for weekly resource allocation meeting

· Record meeting minutes and update project database with action steps/resources

	Sentry Insurance
	01/06 to 7/08


Claims Associate
Reviewed insured’s policy to effectively process insured’s and/or claimant’s claim of loss. 

· Took a lead role in mentoring new employees with claim questions they encountered.

· Reviewed claim for any fraud indictors; if any arose took the extra steps to collect additional information before denying the claim and entering the claim information in a risk management database. 

· Denied coverage where coverage did not exist 

· Determined if subrogation existed and took steps necessary for recovery. 

· Coordinated payment of benefits with other insurance carriers if applicable and monitored claim files during initial and residual periods to ensure file currency.

· Processed approximately 200 claims per month

            ___________________________________________________________________________________________

	Mondial Assistance
	12/03 to 01/06


Claims Associate
Previous Position: Customer Service, 12/03 to 04/05
Build a trusting business relationship with customers for future business through quality customer service and integrity.
· Led a team of five on claim inquiry mailbox

· Answered questions clients may have about benefits that are offered with products that are sold

· Reviewed policies for customers and clarify interpretations of underwriting certificates

· Reviewed claims on travel benefits that are provided in company produce insurance policies

· Made decisions on claims with guidelines of the terms and conditions set by underwriting 

Systems and Software

	Learning Management System- Plateau/Success Factors  TMS: 5.8 SPS
Oracle- PeopleSoft

Auto Processing Data (ADP)

Microsoft Suite 2010

Lotus Notes
	


Education

	Virginia Commonwealth University
Bachelor Science in Human Resource Management
	12/2001


