	R. Wade Robertson

	12408 Oakhampton Terrace, Richmond, VA  23233 - (804) 467-6663 - waderobertson@clearwire.net


	Objective
	Master of Business Administration and Bachelor or Arts in Political Science with extensive experience in Operations & Process Management seeking a position in a well-regarded company. Ability to provide the highest level of service while consistently improving efficiency and reducing costs. Fully knowledgeable in all aspects of staff & project management and cost control. Established in goal-oriented team building and data & process analysis.  

	Current Responsibilities
	· Coordinate performance monitoring and quality standards for over 70 employees

· Supervise five distinct teams of associates including five Team Leaders, including 25-30 remote associates working from home.

· Lead projects designed to maximize productivity while minimizing cost

· Process Mapping based on Operational Excellence business methodology

· Facilitate training for new and existing associates

· Develop reporting mechanisms to track department performance

· Oversee interviewing, hiring, and performance development

	Experience
	Manager of Claims

12/2010-Present  - Allianz Global Assistance, Richmond, VA

· Lead a department consisting of 70+ associates and 6 supervisors in a call center environment 

· Maintain the proper and efficient adjudication of a variety claim types

· Enforce company and department policies

· Ensure that the needs of the customer, client, and business are met 

· Develop strategies to meet all internal and external service level agreements

· Mentor and develop supervisors and associates to fulfill their career objectives

· Establish workable options for the implementation of new business

Manager of Administration

5/2006-12/2010  - Allianz Global Assistance, Richmond, VA

· Developed and maintained business structure to support the needs of internal business as well as external clients including VISA, MetLife, Kaiser, and BlueCross/BlueShield

· Manage budget and day-to-day activities for four distinct business groups with 35 employees

Team Leader – HealthCare Claims/Administration

1/2003-5/2006  - Allianz Global Assistance, Richmond, VA

· Established follow up with clients to account for and recover funds

· Analyzed workflows and institute best practices to eliminate excess costs

· Helped develop and institute a new Windows-based CRM system

· Communicated with clients to maintain strong business relationships

	
	Team Leader – Travel Claims

4/2001-12/2002  - Allianz Global Assistance, Richmond, VA

· Developed detailed training manual for Travel Claims department

· Motivated team members to successfully maintain workflows despite unexpected rise in travel claims in 2001

	
	Team Leader – Fulfillment / Call Center

1/1999 – 3/2001  - Allianz Global Assistance, Richmond, VA

· Maintained inventory in a fast-paced Fulfillment Center

· Monitored calls to ensure quality customer service to over a dozen clients

· Analyzed call volumes to effectively staff customer service associates



	Education
	Virginia Commonwealth University, Richmond, VA

8/2004 – 5/2006

· Executive MBA Program

· Master of Business Administration 

	
	Longwood University, Farmville, VA

8/1992 – 5/1996

· Bachelor of Arts Degree in Political Science
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