Brandy Y. Jones				     M: (804) 920-3240 H: (804) 706-6105 
14213 Delamere Dr ~ Chester, VA 23831            	          	   		   byjones02@yahoo.com

CAREER OBJECTIVE
To obtain a position that allows me to utilize my acquired knowledge and skills to help promote and retain growth in all areas.  To secure a position that will enable me to use my strong organizational skills, educational background, experience, and ability to work well with people.  

Professional Skills
 
Operating Systems: Microsoft Office 2007/2010/XP/ Vista  Lotus Notes   Word  Power Point  Outlook  Access  Publisher  Excel  Bookkeeping.  Adaptive team player with excellent verbal/written communication skills, collaborative talents and great demonstration ability. Handle matters expeditiously and close in a timely manner.  Strong problem-solving and interpersonal skills as well as organizational and time management skills.  Interface easily with customers and co-workers to rapidly diagnose and resolve challenging problems. 

Professional Experience

2011 - Present		                        Capital One                                             Richmond, VA
Customer Service Associate (Work from Home)				 		

· Receive inbound calls from new and existing customers.
· Answer questions about potential product upgrades, providing an unmatched customer experience, and handling customer concerns through one call resolution.
· Responsible for delivering high quality servicing while promoting the utilization of Capital One cards as well as rewards services and promoting continued loyalty and spend.
· Maintain high quality service and sales environment that is attentive to the customers’ needs.
· Addressing account specific questions, promoting rewards and product features, and continuing to provide feedback on how to enhance the customer experience.

2007 - Present		             	Virginia Mortgage Bankers	                         Richmond, VA
Jr. Loan Officer				 		

· Originate Mortgage Loan applications; interview and collect data from clients to begin home purchase loans.  Research various databases to create loan contracts for qualified applicants.
· Apply government mandated guidelines in order to successfully complete loans.
· Finalize and review all data to ensure purchase contract is accurate and approved.  Knowledge of appraisals, HUD-1 settlement statements, loan applications, notes and security instruments and flood certificates.
· Prepares contract modifications in accordance with existing regulations and sound judgment. 
· Resolve discrepancies with loans when problems arise using tact and diplomacy at all times.
· Review underwriting guidelines and home appraisals to determine eligibility, communicate with underwriters, process loans, and schedule closings.
· Determines what constitutes an acceptable delay in the loan process and coordinates associated corrective actions.  Performs extensive monitoring and oversight of all loans from the beginning of the loan application to closing.
· Utilize resources to create prospects in order to be competitive in a commission based position.
· Utilize Calyx Point, DU, and review tri-merge credit reports to review and determine eligibility.
· Manage loan pipeline while effectively converting prospects to borrowers.


2000 - 2010	              	Verizon Communications, Inc.	            Richmond, VA
Project Management
· 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, including data base analysis.
· Facilitated the direct sales campaign of Sell One More for FIOS which increased office sales and referrals by 90%.
	
2000 - 2010	              	Verizon Communications, Inc.	            Richmond, VA
Consultant
	
1. Consistently exceeded monthly sales and productivity objectives by over 125%.  Provided problem resolution for customers through research of issues of various ranges of complexity. 
1. Interviewed high level business customers with multiple locations, advised on appropriate product offerings, and successfully negotiated Verizon products/services with 99% customer satisfaction.
1. Prepared/processed a variety of complex and non-complex service orders and documents for customers, vendors, and internal departments on several products and services available.
1. Discussed, investigated and resolved disputes, complaints and inquiries regarding customer or vendor services, billing, documents, contract terms and liability, rates, credits and adjustments.  Acquired and verified customer credit to ensure eligibility for service.
1. Reviewed all order information for accuracy and completion to ensure that information such as products, approvals, unit of products, etc., is provided.
1. Provided contract documents that involve multiple terms and conditions to including contracts involving non-standard terms, conditions and procedures.  Administered, reviewed, and explained contractual terms to qualify customers both new and existing.
1. Followed up with clients to keep contract terms updated and renewed before expiration.  
1. Finalized and closed quoted sales, requests for proposals, purchase orders, contracts and other required documentation. 
1. Organized and maintained customer information over an extended period of time.
1. Monitored vendor/customer order compliance.  Performed and adhered to contracting terms and conditions through reference material and internal contacts.  Reviewed and updated reports.
1. Monitored the order status to completion and made recommendations for any changes, delay or expedites regarding the order.  Upgraded customer if necessary to different package, product/service depending on customer needs.

Temporary Team Leader/Sales Support Specialist
1. Motivated co-workers and delivered dynamic team building skills to launch new team processes. Successfully functioned as acting team leader for support and sales teams.  
1. Performed supervisory and administrative duties for team of 18 employees; (dept. of 60).
1. Organized, developed, and implemented office sales spurts and effectively collected and calculated sales data.
1. Prepared written correspondence on sales revenue and irate customer complaints; maintained customer complaint and revenue log and submitted it to the Office Manager and Director on a bi-weekly basis.  Managed irate customer service calls.
1. Performed employee performance evaluations, and instituted HR policies and procedures.
1. Developed employee performance evaluations to promote team building, increase employee productivity, and ensure quality customer service.
1. Conducted weekly sales training and product knowledge sessions as well as daily one-on-one reviews with staff and employees as needed. 
1. Assisted Office Manager and Director with special projects on Revenue to identify, recommend, and implement critical organizational improvements to work processes.
1. Increased productivity 40% by creating, developing, and utilizing inventory spreadsheets and databases for daily data analysis of revenue, call tracking, and follow-up with customers.

HR/Executive Assistant
1. Created and developed new office forms, policies, procedures, spreadsheets, methods or standards, record management system, sales and product training materials, manuals, process documents, and delivered presentations and training.  
1. Performed supervisory and administrative duties for department of 60 employees.
· Prepared reports for management, scheduled meetings or appointments, analyzed organizational operating practices or procedures, and compiled numerical or statistical data. 
· Prepared drafts, spreadsheets, databases, agenda and meeting minutes; proofread correspondence/memorandums for accuracy and completeness.  Successfully typed 40 wpm. 
1. Performed complex administrative work involving the use of judgment and personal initiative.
1. Coordinated social functions, such as award ceremonies, dinners/luncheons for participants; maintained databases for events, boards, commissions, committees, sponsors and vendors.  
1. Assist with training and peer-to-peer coaching for new hires, as well as benefit packages, reviewing the Company’s policies, procedures and responsibilities.

Accountant
1. Performed the application of general accounting principles, establishing policies and concepts.
1. Interpreting and reporting financial/accounting data, and accounting systems development and maintenance.
1. Independently analyzing and monitoring the Company’s compliance with financial management objectives, determining weaknesses and developing recommendations for corrections or streamlining processes. 

Force Clerk	
1. Input and updated schedules, payroll, vacation and any other miscellaneous activities.
1. Monitored/maintained telephone lines to ensure 80% or better adherence guidelines.



Telemarketing Representative 
1. Worked extensively with customers receiving incoming calls, troubleshooting, and providing instructions for consumer/business products. Placed and maintained service orders.  
1. Reviewed orders for errors, accuracy/completeness to ensure all information is applicable.
1. Processed a variety of contract and non contract orders as well as updated and maintained customer contracts. Resolved discrepancies in records, accounting information and order activity with irate customer complaints.
1. Explained and provided verbal and/or written instructions on the product/service features. Typed 40 wpm or more in order to handle customer requests in a timely manner.

1998 - 2000	             Charles City Government, Dept. Public Works	         Charles City, VA
Administrative Assistant 

1. Performed typing, filing, faxing, processing mail, data entry, answering the phone, copying, assisting the public, bookkeeping, proofreading and purchasing orders.
1. Provided customer service which included responding to complaints and irate customers in reference to delinquent bills, payment arrangements and other customer related questions and concerns. Scheduled activities/meetings, record meetings, conferences and training.  
1. Drafted letters for the Director of Public Works signature, requested for information and/or documentation in the preparation of letters. Performed, reviewed and established purchase contracts to determine approval or denial.  
1. Reviewed correspondence, contracts, mail, finalized documents prepared for signature of, or requiring coordination by the supervisor for conformance with regulation, grammar, format and special policies of the office.

Budget Analyst
1. Processed monthly, quarterly, and annual reports.  Managed departmental budget and contract negotiations.  Identified problems and made recommendations to resolve problems.
1. Reviewed purchase request to determine approval or declination.  
1. Managed relationships with suppliers and negotiated favorable pricing.

1997 - 1998	             Charles City Government, Administrator’s Office       Charles City, VA
Switchboard Operator/Receptionist

1. Answered a multi-line phone switchboard and directed calls to the appropriate department.
1. Served as receptionist and performed a variety of general office work such as answering telephone inquiries, receiving visitors, screening clients, maintaining files, faxing, filing, processing mail, copying, typing and bookkeeping.

Education

2010-Present				Strayer University			Midlothian, VA
Bachelor Business Management – 18 Semester Hours

2001-2008				Ashworth University			    Norcross, GA
Associate Business Management – 60 Semester Hours

2008-2010				Ashworth University			    Norcross, GA
Associate Finance – 60 Semester Hours

2006					Villanova University       	               Bryn Mawr, PA
Certificate Project Management – 21 Semester Hours

1999					Charles City High School	             Charles City, VA
Advanced Studies Diploma

References Available Upon Request



















