Shiraé A. Sanabria
1332 Bluebird St
Brighton, CO 80601
(303) 558-0536 	Ssanabria3581@gmail.com

SUMMARY

I am an innovative, self-starter, results-oriented, customer service professional with over 10 years experience. I am able to manage multiple tasks efficiently, and handle special projects.  I am a recipient of over 15 company awards for exceeding expectations.  I am skilled in Microsoft Windows OS and Mac OS, Microsoft Office products such as; Word, Excel, PowerPoint, Outlook 2003-2010, also proficient in many server applications such as;  Novell, FDR, Eclipse, Oasis, Lotus Notes, Avaya, Pega, Thompson’s Global Directory, OneStop, GDC, GFP, CMS Supervisor, CSG, and Nice.

PROFESSIONAL EXPERIENCE

Comcast, Denver, Co									2010-Present
Virtual IT Account Executive
· Provide help desk support for customers with their cable, internet, and phone services.
· Schedule service appointments to address customer reported service issues and follow-up with customers as to their satisfaction. 
· Answer customer questions regarding billing, service problems, products and features professionally.
· Resolve delinquent account balances within the company policies.
· Responsible for handling escalated calls in a professional and positive manner.

Hilton, Tampa, Fl									   2009-2010
Virtual Reservation Sales Professional
	· 
	· In this work at home position I was available to work a flexible schedule, and mange my time wisely while working independently.  
	
	· In this sales focused position, I receive inbound calls from people across the country and assist them in making reservations for hotels and resorts. I was able to use the most modern technology available while operating in a call center environment in my own home.






Metropolitan Life Insurance Company, Tampa, FL				             	    2006-2008
Account Specialist I & II - 
· Provide exceptional customer service to employers, employees, sales offices, brokers, and vendors that have MetLife group policies.
· Maintained eligibility on 2500 groups in the Northeast Region that includes Boston, Syracuse, and New York.
· Responsible for processing group policy terminations.
· Focused on maintaining a professional and friendly rapport with clients to sustain business.
· Address complex issues via telephone and/or correspondence. 
· Responsible for prioritizing daily workload to ensure metrics are met above expectations. 

CHASE MANHATTAN BANK, Tampa, FL	2002 to 2006
Escalations Supervisor - 
Responsible for resolving financial and non-financial customer inquiries in an incoming call center 
Provide personalized service that meets or exceeds clients' time and quality expectations
Execute transactions promptly, such as billing inquiries and respond to customers'                  requests and inquiries.
Attend to escalated issues for our clients within the Solution Center Department.
Provide training to new and existing employees.  
Dispute By Phone Team Leader	2004 to 2006
Address escalated disputes from representatives in Dispute by Phone department.
Ensure that daily and weekly reports are completed correctly and delivered to necessary areas in a timely fashion.
Review existing and new hire trainees’ work and follow-up with coaching by utilizing statistics and specific departmental measurements in order to maintain accuracy and efficiency according to established departmental standards.
Proactively seek opportunities to apply creative and innovative solutions in ways to demonstrate leadership.
Focused at all times to do what is right for our customers and colleagues. Adhere to the highest professional standards to earn customers’ trust and respect while constantly applying honesty, fairness, and candor.
Assist in taking supervisor calls when necessary in order to provide the best quality experience to customers by anticipating and responding to their needs with innovative and timely solutions.

Dispute By Phone Analyst	2002 to 2004
Researched and resolved merchant disputes.
Responded to written and verbal inquiries with customers following review and investigation in a timely manner.
Consistently met and exceeded production and quality standards.
Assisted with training and coaching sessions for new hire classes and had opportunity to guide new and existing staff with the Chase Card Member Service procedures.
Processed monetary and non-monetary adjustments.

CERTEGY CARD SERVICES, St. Petersburg, FL	2001 to 2002
Research Analyst - 
Handled complex situations with external and internal customers and still maintained a high level of professionalism to obtain exceptional customer service.
Processed monetary adjustments for credit cardholders and for many institutions.
Ability to make clear decisions with concise reasoning.

EDUCATION

Hillsborough Community College 							Tampa, Florida

      
