
Jennifer L. Hernandez

Skills

· Fully committed to providing the highest possible standards of customer service and support.
· Team leader with a proven ability to train, supervise, motivate, and evaluate employees. 

· Strong interpersonal skills gain through a variety of experience with an extensive range of clients and co-workers. 

· Takes initiative and independently completes responsibilities.
· Project Management; lead multiple projects with focus on details, organization, deadlines and service.
· Completed course work in Medical Terminology, Body Structure and Function.

· Completed and passed LOMA 280 and ALU 101.
Computer Skills
· MS Word, Excel, PowerPoint and Outlook
· Lotus Notes, Point of Sale, Cash Balancing Programs
Education

Southern Illinois University
Carbondale, IL

Bachelor of Science, Management Specialization
Professional Experience
Arden Shore Child & Family Services, Waukegan, IL

2011–Present

Strengthening and Support Family Worker
· Licensed Child Welfare Employee through the Illinois Department of Children and Family Services.
· Complete family needs assessment based on criteria set forth by the Department of Children and Family Services.
· Develop and monitor family plans to enrich parenting skills.
· Train new employees on Differential Response Program Guidelines.
· Research local service organizations to provide need resources to various families.
· Maintain detailed documentation of all visits, plans and services received by families
· Complete weekly in home visits with families to monitor their needs and services received.
· Attend regular meetings with management to monitor case development.
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AIG American General, Milwaukee, WI




2007–2010
Concierge Case Coordinator

· Responsible for all policies that are $3.5 million or larger.

· Performed routine administrative functions on assigned new business applications in support of the underwriters, marketing offices and vendors. 

· Managed all assigned cases, resolved problems, handled special requests and communicated with marketing offices. 
· Provided decisions and pertinent information to marketing offices on a proactive basis, including promptly return phone calls and e-mails.
· Ordered Attending Physician Statements, Motor Vehicle Reports, Labs and EKGs. 
· Critical lead for project concerning fund allocations and provided communication to policy owners.
· Processed all Facultative Reinsurance.

· Subject Matter Expert on Data Entry processing, Letter Program processing, and Amendment Guideline regulations.
· Mentored and trained 6 new members to the Concierge Team.

· Created and enforced Quality Program.

· Met and exceeded production and quality guideline quotas. 
· Emerging Leader Program Participant.

· Multiple Award Winner for excellent customer service and production.
Kroger, Carbondale, IL






2002–2005


Assistant Manager, Customer Care
· Developed and implemented plans for achieving goals set by corporate office.
· Followed through on sales plans in full support of division merchandising programs. 
· Planned and executed in-store promotions and interdepartmental tie-ins to maximize sales and create a selling atmosphere. 
· Controlled ordering; avoided overstocks; supported administration. 
· Scheduled and organized work force consistent with store sales and union contract. 
· Assisted in the selection, engaging, training and development of departmental personnel, utilizing division training programs. 
· Implemented Safety Program and instructed staff on the proper use of store equipment to ensure safety standards are accomplished.  
· Resolved customer complaints quickly and productively in order to achieve highest level of customer satisfaction.  
· Maintained security (cash handling, shop lifting, and theft). 
· Created training documentation for Accounting and Audit procedures.

· Assumed responsibility for the store in absence of the Store Manager. 
· Store Management Training Program Participant.
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