Laura Gonzalez
(720) 841-3523
Lgs_02m@yahoo.com
11801 Washington Street # G306, Northglenn, CO 80233
______________________________________________________________________________Quick learner, self-motivated, patient, compassionate
__________________________________________________________
SKILLS
· Bilingual (fluent in English and Spanish)
· Computer skills; Payment, billing, sales, and technical support experience
· Call center/face to face customer service experience; Customer retention/upsell experience
· Works well with team/individually
· Follows directions well; Strong work ethic	
· Detail-oriented; Dependable
· Able to multi-task; Organizational skills
______________________________________________________________________________
EMPLOYMENT EXPERIENCE
· Part time (20+ hours/week) Customer Service Representative at Blockbuster 
(August 2013 to present)
	Pay: $9 per hour
	Duties: Greet customers, recommend titles, organize merchandise, inbound and outbound calls, process returns, push sales, and check out customers at register
· Full time (40+ hours/week) Tech. Certified, Loyalty Customer Service Representative at Dish (May 2013 to July 2013)
	Pay: $13.23 per hour (plus customer save bonus per pay period)
	Duties: Provide 100% customer service satisfaction while meeting various call metrics, answer inbound calls while conferencing with Telco. Partner agents, build rapport with customers to ensure their long term loyalty to the company,	retain as many customers as possible using judgment
· Full time (40+ hours/week) Tech. Certified, Frontline Customer Service Representative at Dish (December 2012 to May 2013)
Pay: $11 per hour (plus upselling bonus per pay period)
Duties: Provide 100% customer service satisfaction while meeting various call metrics, answer inbound calls while transferring when necessary, build rapport with customers to ensure their long term loyalty to the company



· Part time (5 hours/week) ACE Scholarships Intern 
(January 2013 to April 2013)
Pay: None (received their scholarships throughout all of high school, and for two semesters in college)
Duties: Outbound calls, check in with previous and current scholarship recipients and alumni, attain information such as current college, employment, etc. to provide accurate information on the success of the program
· Part time (24 hours/week) Desk Attendant at The Regency Student Housing Community (September 2012 to December 2012)
Pay: Room and board at The Regency as compensation
Duties: Answer and transfer phone calls, desk duties, customer service to residents, and assist with security of the building
_____________________________________________________________________________________
EDUCATION
· Hybrid student at Rocky Mountain College of Art and Design for a Bachelors in Illustration since Spring 2013
· Front Range Community College for a semester for general education classes in Fall 2012
· Graduated from Holy Family HS in Broomfield with 3.3 GPA (a private, Catholic, college preparatory school that is part of the top 50 Catholic high schools in the nation)
______________________________________________________________________________
VOLUNTEER SERVICE AND OTHER EXPERIENCE
· Babysitter (ongoing for 4 years whenever needed)
· English tutor (Summer 2011 to 2013)
· 9th Annual Festival Italiano (2012)
· Cherry Creek Arts Festival (2012)
· Indoor Children’s Playground in Westminster (2009-2010)
· Pet Store in Westminster (2008-2009)
· World Vision, usher at elementary school mass, set/technical work for high school plays and musicals, member of Latin Club Honor Society, and other school clubs (2007-2011)
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