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Summary of Qualifications
For the past 6 years I have had the opportunity to work in the Health Care Industry for Medicare Currently,  I am a Senior Service Center Trainer . I develop and implement trainings for a Medicare prescription drug plan. While I was at Vangent,  I was able to play a key role in the start up of the Quality Department at the Chester site. I have been able to incorporate my training and supervisor experience to excel as a quality specialist. 
Experience
Coventry Health                                                                                Henrico, VA 
Senior Service Center Trainer                                                         September 2011-Present
Develop training materials and procedure manuals. Provide training to new hires and staff.
Develop, implement, and deliver training programs for customer service employees.
Develop and administer training assessments, competency testing, and follow-up testing to 
determine effectiveness of training programs and to document employee profiles. 
Serve as a coach and mentor to new service center training staff.
Partner with business and service leaders to manage staff development and support skill path
by identifying gaps in skills and competencies.
Lead process improvement initiatives to induce cost saving and improve quality service.
Load and document training in SABA (Learning Management System).

Vangent, Inc.                                                                                     Chester, VA 
Quality Specialist                                                                              October 2008-September 2011
Monitor and coach customer service representatives. Report findings and collaborate with supervisors, management and the training department. 
Monitor and coach customer service representatives, communicate the status of customer service representative's quality monitoring to supervisors and managers.
Work with the training department to ensure new hires and customer service representatives understand the quality call monitoring.
Report and track trends to improve quality of calls.
Review recorded calls with customer service representatives to ensure quality and accuracy–develop plan of action on recurring issues. 
On-going training to empower customer service representatives with ability and knowledge to provide one call resolution. 
Develop incentive programs to encourage peak performance from customer service representatives and inspire teamwork. 

Vangent, Inc.                                                                                     Chester, VA 
Training Specialist                                                                           November 2007-October 2008	
Deliver training for general Medicare for new hires and claims training for customer service representatives. Maintain department records and ensure training is up to date in Learning Management System. 
Deliver training for General Medicare and Medicare Claims training to new hires and customer service representatives 
Create and maintain records in Learning Management Systems (LMS), assist supervisors in maintaining and reviewing records in LMS to ensure customer service representative compliance.
Track trends on calls and coach customer service representatives and supervisors on proper protocol.
Audit trainers to ensure consistent and accurate training is maintained.
Develop and revise training materials to ensure business needs are met
  
Vangent, Inc.                                                                                    Chester, VA 
Supervisor                                                                                        July 2006- November 2007
Responsible for the supervision of employees to ensure productivity and quality.  Maintain department records such as timesheets and quality scores.
Complete and deliver employee performance appraisals and monitor staff quality and performance.   
Complete quality monitors in a timely manner and provide feedback to customer service representatives.                         
Maintain department records.
Deliver weekly refresher training and updates as needed.  

Vangent, Inc.                                                                                   Chester, VA 
Senior Customer Service Agent                                                    October 2005- July 2006

Provide knowledgeable responses to telephone inquiries in a courteous and professional manner.
Maintain up-to-date knowledge of CMS regulations and policies as they apply.
Assist with the delivery of internal employee training for new and temporary employees as requested.
Maintain department records.


Franklin City Public Schools                                                                Franklin, VA 
3rd Grade Teacher                                                                                 August 2002- July 2005    
                                                                                 
Plan and implement lessons for English, math, social studies, and science.
Coordinate with teachers to establish goals and objectives for 3rd grade.
Develop testing for 3rd grade to establish data base for assessments.
Prepare students for Standards of Learning Testing.
Collaborate with parents and students to provide feedback and set goals for student achievement.  
Chairperson of Communications Committee- plan workshops and activities for parents and students.

Dinwiddie Public Schools                                                                          Dinwiddie, VA 
3rd Grade Teacher                                                                                      August 2001- July 2002   

Plan and implement lessons for English, math, social studies, and science.
Coordinate with teachers to establish goals and objectives for 3rd grade.
Prepare students for Standards of Learning Testing.
Collaborate with parents and students to provide feedback and set goals for student achievement.  


Education
BS, Old Dominion University, Norfolk, VA 1996

Certifications
Yellow Belt Six Sigma







