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Background

Customer Service experience: 
Hewitt Associates- Benefits Services Representative
People’s Energy- Customer Service Representative
Cellular One/SBC- Customer Service Representative

Travel experience: 
ISI/DLB Travel- Corporate Travel Agent
CWT Sato Travel- Senior Travel Agent
Self-employed- Independent Travel Agent

Finance experience: 
General Board of Pension and Health Benefits- Benefits Determination Representative
Quilter’s Resource- Accounts Payable Representative
Sun Life Financial- Annuity Account Representative

Additional experience: 
Sun Life Financial- Call Center Analyst




	Experience
	June 2012 to September 2013  ISI/DLB Travel   Buffalo Grove, IL                                                    
Corporate Travel Agent 
Issues airline, hotel and car rental reservations for a consultant team traveling throughout the United States and Canada.
Assist travelers in person and over the phone with arrangements.

Complete approximately forty reservations per day. 

Void and refund airline tickets. 

Book additional travel for friends and family internationally and domestically (air, hotel and car rentals). 

February 2011 to June 2012    CWT SatoTravel   Great Lakes, IL                                                    
Senior Travel Agent 
Process air, bus, hotel and train reservations for recruits transferring from Great Lakes Naval Base to destinations worldwide.

Assist travelers over the phone with travel arrangements.

Process approximately three hundred Sabre bookings per week. 

Process refunds for unused tickets. 

August 2008 to February 2011    Self-employed- Inquire for host agency contact information   Crystal Lake, IL  
Independent Travel Agent 
Process air, cruise, bus, train and hotel accommodations for business and leisure travelers throughout the world.

Assist customers with general destination research, pricing and information using the Internet, SABRE, guidebooks and additional travel industry tools.

Create and perform seminars using PowerPoint to offer information regarding destinations and aspects of travel to the local senior citizen community.

January 2007 to May 2008         General Board of Pension and Health Benefits              Evanston, IL
Benefits Determination Representative
Processed partial and lump sum distributions of pension plans to clergy and lay people of the United Methodist Church. 

Calculated required minimum distributions for retirees and beneficiaries. 

Processed work orders for correcting accounts.

Established annuity payments for eligible participants. 

August 2004 to January 2007                          Hewitt Associates                                           Lincolnshire, IL
Benefits Services Representative
Answered questions regarding 401k balances, pension options, life insurance, health and dental care options available. Assisted patrons with enrolling in these plans once they are clear of their options.
 
Processed loans and withdrawals from retirement savings plans while advising of tax implications and penalties that may apply. 

Assisted retirees with the commencement of their pension. Process work orders for corrections to pension calculations when necessary.

Offered recommendations to management and assist with the implementation of recognition programs to improve call quality and stats. 


December 2002 to August 2004                People’s Energy                                           Chicago, IL
Customer Service Representative
Assisted customers with general inquiries regarding billing, payment plans and new gas accounts.
 
Advised of safety techniques and cost saving tips to benefit the customer base.

Offered alternatives to low income citizens seeking financial assistance with their bills. 

December 2001-August 2002                  Quilter’s Resource Inc.                                  Chicago, IL
Accounts Payable Representative
· Answered vendor inquiries regarding billing errors and past due payments by fax, phone and e-mail. 

· Entered received merchandise from purchase order into Navision database while verifying the price and quantity. 


· Prepared invoices and monthly utility bills for payment.

· Requested wire transfers for international vendors. Performed conversion calculations from US Dollars to various foreign currencies for payment. 




September 1999-October 2001                Sun Life Financial	                                Boston, MA
Call Center Analyst (March 2001-October 2001)
Maintained all forecasting of daily schedules and vacation calendars for four queues consisting of
 fifty-three customer service representatives, five supervisors and six managers.

Provided historical tracking of queue statistics on a daily, weekly, monthly and annual basis. 

Assisted in real-time monitoring of representatives adherence to their schedules. 

Helped to bring service level from 85% of calls answered within twenty-five seconds to 91%; consistently maintaining 90% or better service level standard since taking over the forecasting and scheduling of the
       call center in March 2001. 



