James C Ruiz

5032 E 127th Way

Thornton, Colorado 80241

Home 720-328-1174 Cell 720-385-6779

Email: toltec02@yahoo.com
Goal. 
Seeking long term opportunity to advance in a competitive customer focused environment.  My strengths are in the customer service area.  I have been a staff planner, supervisor and customer service representative in a high volume regional call center.  I am successful at complaint resolution and escalation management.  I would prefer a position that allows me to work nights and weekends.
Experience

Call center

Dispatch 



Supervisor 

(1999-2001)

-  Answered in 60 seconds 85% of the time.

-  Managed 25 Dispatchers for Colorado

-  Implemented training and performance managed 25 individuals

-  Negotiated cross work group procedures. 

Forecast Manager                           Manager      

(1998-1999)

-  Analyze historical data to forecast customer requests with 8% error.

-  Create and maintain Excel workbooks

-  Expanded sales to include mass market accounts.

Instructor 






(1997-1998)

-  Instruct technical and customer service skills

-  Provide support and training for unskilled individuals.

-  Expanded sales to include mass-market accounts. 

Project Manager 





(1994-1997)

-  Project manages development of customer contact support tool.

-  Interfaced to develop and write user requirements

-  Managed twelve million-dollar development and deployment project. Project 
   was under budget and on time)

-  Developed training

-  Negotiated union and management discussions for job requirement changes.

Staff Manager 





(1990-1994) 

-  Instruct technical and customer service skills

-  Co-ordinate methods and procedures for customer contact personnel for 
   14 states.

-  Wireless planning

-  Quality and process management 

Acting Manager Combined dispatch Administration Center (1988-1990)

-  Managed 10 first level managers and 90 occupational employees

-  Provide screening, loading and dispatching support for 400 outside technicians

-  Managed union/company relations
Repair Clerk

-  Answered after hours repair calls for a fourteen state region
-  enter trouble reports and handled after complaints

Concrete 



Self employed
(August 1977- Aug.  2007)
- Stucco, flat-work
HVAC Air conditioning 

Premier

(August 2006- Feb.  2007)
- PTAC installation
Broadband Cable Installation 
CGI


(August 2006- Feb.  2007)
- CATV installation
- Customer instruction 
Warehouse/Inventory Control 
Kubat


(August 2005- Dec.  2005)
-  Shipping and Receiving
-  Inventory control- ordering 
Construction Supervisor

Self employed 
(December 2004-2005)
-  Supervised crew for placement of concrete products.

-
Maintained building properties in a residential and commercial environment.  

-
Met dates with no injuries.
Contract Instructor 


Instructor

(2003-2004)
-  Certified Pole climbing instructor (3 RBOCs)
-  Certified working aloft instructor
-  Basic I&M instruction
Cable Maintenance 


Supervisor 

(2001-2003)
-  Increase sales from 15% to 100%
-  Manage 18 skilled technicians in a customer service/technical environment
-  Increase service indexes to acceptable levels
-  Monitor and track individual performance 

Supervisor 






(1980-1988)
-  Managed 24 outside technicians
-  Customer contact complaint resolution
-  Co-ordinate large telephone system conversions

 Technician 






(1977-1980)
-  Installer/repairman
-  PBX, large business and small business 

Education/skills Interests
1972-1976

Walsenburg High School
1972-1977

University of Southern Colorado
Microsoft office (EXCEL, WORD, PROJECT, POWER-POINT)
Family, cars, hiking volunteer work
References
Rodney Girardin Retired Qwest 303-487-6671

Larry Mcnalley
