Andrea Osburn
590 East 111th Place
Northglenn, CO  80233
931.237.8696
andreaosburn@hotmail.com


Profile:
· Diligent, detail-oriented worker, knowledgeable of many office functions with a solid background in customer service.
· Excels at multi-tasking in a fast-paced environment while completing projects in a timely manner.
· Superior telephone, customer service, and computer skills with proficiencies in MS Word, Excel, and Outlook. 
· Highly organized with an uncanny ability to research and resolve customer complaints.
Education: 
B.S in Public Management (2010)
Minor in Administrative Management
· Austin Peay State University, Clarksville, Tennessee
· Graduated Cum Laude 
· Cumulative GPA = 3.69. GPA,  Public Management: 4.0

Work Experience:
Urban Lending Solutions	                          Quality Control Specialist	                                           (3/2012-10/2013)
· Performed audits on completed Service Requests submitted by customer advocates acting on behalf of      Bank of America’s Office of the CEO and President. 
· Our auditing practices collaborated with the client, ensuring the information we provided was clear and reliable. I accomplished this by standing firm on quality and integrity.
· Mentored advocates ensuring that they were in compliance with corporate documented procedures regarding consumer complaints.
· After the audit was complete, I provided quality control by reviewing the outgoing letters for grammatical errors and consistency of content.  
· Maintained up to date knowledge of ever evolving policies and procedures as well as multitasking on an array of complex projects.

Urban Lending Solutions	                                    Customer Advocate	                                             (8/2011-3/2012)
· Received written complaints from home owners through a variety of channels including but not limited to: regulatory agencies, attorneys and interested third parties regarding all mortgage related issues.  
· Researched each complaint and documented detailed results in Excel Workbook and Siebel Information Systems.
· Ensured that all pertinent information was accurate and relayed to complainant in a timely manner. 
· Drafted letters and emails detailing our findings which provided closure to most inquiries.
· Utilized Excel, Microsoft Word and Outlook to manage workflow accurately and efficiently.
· 100 percent quality scores for post-close audits.  

Hill Masonry                                                  Administrative Assistant 	                                             (1/2004-1/2011)
· Provided administrative support to the owner of a small masonry company.
· Opened, sorted, and distributed incoming correspondence, including faxes and email.
· Performed general office duties such as ordering supplies, maintaining records and updating information systems.

Sprint PCS 			           Customer Care Representative 		              (6/2003-01/2004)
· Successfully diffused volatile customer situations in call center environment. 
· Made service changes, recommended service options and provided detailed accounts of customer calls for prevention of future audit issues. Consistently met and/or exceeded supervisor expectations.
· Viewed as an exceptional team player, successfully supported an understaffed call center by taking on the workload of several employees (over 70 calls per day).
· Always met performance benchmarks in all areas including speed, accuracy, and volume. Cross sold services on 45% of calls. 

Sykes Enterprises 		         Technical Support Representative 		                (2/2001-5/2003)
· Answered inbound calls from DSL customers who were experiencing loss of connectivity and/or email issues in call center environment, provided technical support for those clients.
· Assisted in the training of new customer service representatives and associates.
· Created detailed logs of all calls in Clarify and Vantive database.

