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Email: capegues@gmail.com
  


Qualification Highlights

· Exceptional communication and interpersonal skills – genuinely enjoys most aspects of interaction with support of internal and external clients.  Ability to motivate people towards vision and scope while promoting ownership, involvement and maximum productivity.

· Ability to influence, contribute and uphold environments of integrity, truth and optimism while leading others to do the same. 

· An innate arranger with established organizational skills.  Ability to direct issues towards resolution and inspire others towards problem solving acumen.  Skilled at developing ideas into plans.

· Vision/future focused.  Has inherent energy to contribute ideas.  Upholds a futuristic perspective while supporting daily business operations and needs.  Embraces change to solidify future and longevity of organizational objectives.

· Ability to represent as ambassador for the organization.  Embodies a professional and genuine persona with a boldness to draw others in from both the initial contact and long-standing relationship points.
Career Progression 
Client Advocate, SecureSearch  – Centennial, CO;



       December 2010 – January 2012
Served as primary contact for incoming (tier-1 and tier-2) customer support; maintained knowledge of a volume of service offerings; assessed client organizations to find best-fit service(s) in support of client need; processed new account setups and maintenance; served as liaison to third-party suppliers for both order fulfillment and issue resolution, and maintained database administration and reporting.
Customer Service Manager, 10 Til  2  – Aurora, CO
                     
 
          August 2008 – December 2010

Managed administration of contracts and client support;  researched, analyzed issues and reviewed reports to determine accuracy and/or ineligibility of information;  contributed to the development of business requirements, operational user guides and documents, and training material;  communicated system changes and/or issues with third party vendors and clients;  managed high call volumes;  established and maintained professional relationships with all clients; and handled  security sensitive documents with extreme confidentiality.
Insurance Sales, AIL – Denver, CO






            May 2007 – Feb 2008

Sold and serviced life insurance policies, managed endorsement requests and customer service calls.  Initiated and developed leads towards sales/contracts.  
Client Services Representative, TIAA-CREF – Denver, CO 
     

  
 November 1996 – May 2007 
Serviced institutional clients across the country regarding various Annuity products specifically tied to benefit payment processing;  determined eligibility and approved annuity benefits according to regulatory agency, contractual terms and institution plan rules; initiated processing of benefit payments and monitored service requests (including post transaction maintenance and other adjustments) for timely completion; managed the processing of specific work routines within the unit; and directly oversaw and managed all details and issues related to those processes including accuracy verification.  Designated as the “Go-To” expert for resolutions and research – providing training and mentoring to associate members.  I Influenced operational excellence through efficient management of customer relationships and proven willingness to “go the distance” in resolving problems.
Additional Professional Background
AFFILIATIONS AND OFFICES HELD

Toastmasters Club #240  –  During my tenure, I served as President; VP-Education; VP-Membership; VP-Public Relations.
Fellow, Life Management Institute
Fellow, Regional Institute of Health and Environmental Leadership

ADDITIONAL EXPERIENCE

Office administration, Administrative Assistant, Insurance, Sales, Training, Financial Services
SKILLS
Relationship management, customer service, project management,  business administration, public speaking, sales, decision making and problem solving skills, communication (oral and written), ability to perform in fast-paced environment, analytical skills, team player with the ability to work with diverse groups, flexibility, adaptability, organizational skills, data entry, accounts payable, computer skills (including but not limited to Word, Excel, and PowerPoint), telemarketing, 10-key, and typing (55+ wpm).
EDUCATION
MBA – Business Management, University of Dallas, Irving, TX

BS – Environmental Science, Oklahoma State University, Stillwater, OK 
