Richelle M. Henderson 
7740 Flannagan Ct., Unit 3, Richmond, VA 23228                (804) 363-8511           richelle.m.henderson@gmail.com
EDUCATION/LICENSES

· M.S. in Public Administration, Central Michigan University
· B.S. in Sociology/Criminal Justice, Dean’s List, Old Dominion University, Norfolk, VA
· Virginia Real Estate License,  November 2001

EMPLOYMENT

12/04– present
Verizon Communications, Richmond, VA, Large Business Service Representative

        
Project Management Skills
· Provide account management services to Virginia Information Technologies Agency (VITA) for telecom voice and date services

· Ensures compliance of VITA contract with Verizon in regards to billing, service orders, deadlines, and product offerings
· Lead in large product transitions and moves for the Commonwealth of Virginia agencies, universities and local  governments

· Coordinate with internal departments and customers to provide project management and support for long term projects and complex products
· Work directly with Sales Executives and large business customers in an effort to provide outstanding customer service and meet the needs of the customers’ to ensure competitive and productive businesses
· Subject matter expert for voice and data telecommunications services for Commonwealth of Virginia agencies, universities and local  governments
· Handles escalations, claim adjustments, utilize problem resolution and time management skills
· Ensures projects are executed according to the VITA Contract, customers’ requests and timelines
· Strong organizational skills, as evidenced by project management training with proven record of effectively managing small and medium scale projects with minimal oversight

· Excellent interpersonal skills with ability to establish and maintain relationships internally and externally 
· Excellent analytical and problem solving skills with ability to multi-task and be detail oriented
· Excellent PC skills in Windows environment, using Microsoft Office suite
01/00– 12/04
Verizon Communications, Richmond, VA, Small Business Consultant


Customer Service and Training Skills
· Daily customer telephone contact with telecom vendors and agents
· Interviewed customers to analyze business needs and provided new information re: products and services available

· Provide excellent verbal and written communication skills with diverse customers in fast pace work environment

· Analyze and explain large customer bills and issue claims and adjustments as needed

· Handled escalations and utilized problem resolution and time management skills
· Active in employee recognition program

· Mentor/Coach for new hires, facilitated training classes on job skills, office systems, office procedures & Sales requirements to ensure increased productivity and efficiency

· Trained management for a statewide system conversion. 

· Troubleshoot disputes and customer complaints

· Served as management relief for Small Business billing team
· Prepared training materials & executed skills to assist new hires with on the job training
       
Accomplishments:

· Recognition for training and coaching new hires

· Monthly Customer Commendations for providing excellent customer service
· Teamwork Certificate of Appreciation
09/99 – 01/00
Interim Personnel, Richmond, VA, Branch Manager
        
Supervisory and Financial Mgmt Skills
· Supervised and managed the development of employees

· Created & maintained fiscal budget

· Managed office billing requisitions

· Counseled & advised office & field staff on personnel issues, regulations & laws

· Trained new administrative staff and Client Service Supervisors on daily duties and office computer systems

· Initiated innovative recruitment methods via the internet, newspaper, job fairs, pamphlets, radio

· Screened, interviewed & selected office & field staff

· Effectively communicated with staff,  clients, and executives of all levels

· Designed formal quarterly presentations of office status, potential & sales progress
11/98 - 08/99
Interim Personnel, Richmond, VA, Client Service Supervisor

       
 Staffing and Recruitment
· Placed & supervised field staff employees on long and/or short term job assignments

· Recruited, interviewed, & screened field staff employees

· Screened, interviewed & selected office & field staff

· Conducted new hire orientations

· Managed payroll for over 200 employees

· Conducted quality control evaluations re: employee work performance and client satisfaction 

· Prioritized tasks & utilized effective time management in fast paced work environment

· Developed job advertisements, participated in job fairs, & utilized Internet for employee recruitment

· Utilized innovative customer service skills daily with employees & clients.

01/97 - 11/98
Community Corrections, Suffolk & Hampton, VA, Case Manager

       
Case Management, Client Supervision and Group Facilitation
· Provided supervision, counseling and case management to post-trial adult offenders

· Managed large and diverse caseload in fast paced office

· Utilized conflict resolution and decision making skills in managing offenders

· Conducted interviews and client assessments to determine appropriate resources for offenders

· Screened and placed offenders on voluntary and paid work placements

· Maintained large client database

· Conducted criminal background checks via VCIN
· Prepared written correspondence & verbal progress reports to Courts & Community Agencies

· Facilitated rehabilitative groups

· Worked in cooperation with law enforcement, attorneys, VASAP, Community Service Boards, and residential facilities

· Developed new organizational method for maintaining clients’ records
· Trained new Case Managers and administrative staff
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