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Summary of qualifications:

22 years of successful cleanroom manufacturing, Corporate Customer Relations/Customer Escalations, customer service, technical support, inbound/outbound call center sales, and representative training/mentoring experience.  Strong interpersonal skills, excellent verbal/written communication, and quick learning abilities also allowed me to excel in fields as varied as semiconductor fabrication, account management and purchasing, retail sales and management, broadcast radio promotion, and stage technician.
Professional Experience:
Production Operator, LSI Logic, Inc.: December 1999 – March 2001:

· Certified to set up, adjust, and operate multiple tools per semiconductor production facility specs.  Recorded data about equipment, lots, qualifications for data entry, lot tracking and process analysis.  
· Applied Statistical Process Control (SPC) to ensure proper operation of the equipment and ensured only quality product was produced.  Communicated with production, engineering, and maintenance personnel concerning manufacturing, process and equipment issues.
· Utilized proper product handling techniques on equipment and in transporting product throughout the facility.
· Regularly changed into, out of, and wore cleanroom attire to meet standard operating requirements.

· Wore personal protective equipment as specified when working with chemicals.

Production Operator/Trainer, ATMEL Corp.: April – August 1997; November 1997 – December 1999:


Same duties as described above for LSI Logic with the additional role of training  and mentoring all new-hire operators.
Corporate Customer Relations, Cricket Communications: October 2008 – April 2011:

· Responded to customer complaints escalated to Cricket’s executive leadership (CEO, CFO, COO, etc.).

· Worked one-on-one with Cricket’s Corporate Correspondence Department to research/resolve customer complaints submitted via the BBB, State Attorney Generals, and the FCC.

· Worked one-on-one with Customer Operations Managers (COMs) in all Cricket markets to resolve customer complaints regarding defective handsets, new handset upgrade pricing, and employee altercations.  Instituted 48 hour callback timeframe which reduced market complaints by 45%.  
· Researched and approved/denied customer Refund Requests and missing payment research submitted from all company levels.  Revamped Refund process across all markets which improved submission accuracy and reduced duplicate submissions by 60%.
· Reviewed all check refunds for accuracy and elimination of duplicate payments which saved Cricket thousands monthly.  
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Cricket Communications (cont.):
· Responded to customer complaints posted to Cricket’s Facebook and Twitter social-networking pages.

· Trained and mentored all new-hire representatives in researching/processing Refund Requests.
Technical Support (CSR2)/Customer Care Representative (CCR), T-Mobile: August 2003 – September 2008:
· Provided customer satisfaction through effective and timely resolution of a variety of customer inquiries.  Strived for one-cal resolution of customer issues.

· Utilized all online resources/tools (i.e. ALR, HLRs and MVPs via Crosstalk/SMR) to troubleshoot network, device, and data services.  Diagnosed customer issue for resolution and/or preparation for trouble ticket to be passed onto the Trouble ticket Team.
· Assisted Customer Care in times of need by answering general calls: Analyzed calling patterns to verify customer is on correct plan/feature; Performed handset/network troubleshooting to qualify handset exchanges/upgrades; General account maintenance including payment processing, creating/crediting charges, and transferring balances/credits between accounts; Customer follow-ups and retention
· Provided floor support for team coaches by fielding policy/procedure questions, approving credits, and taking escalated calls with both experienced and new-hire representatives.
Customer Response Center (CRC) Agent, Hewlett Packard: May 2002 – August 2003:
· Handled in-bound calls assisting employees with editing, creating, and submitting their expense reports through the Captura Expense (CE) system.  
· Assisted employees in reconciliation/distribution/auditing of CE reports.  Research and forward cases to CE processors involving missing American Express (AMEX) payments.
· Acted as liaison between the CRC-ER and CE processors in Guadalajara, Mexico; initiate escalations against processors for violations of company policy.
· Acted as liaison between the CRC-ER and AMEX Program Administrator; rewrote AMEX dunning letter sent to delinquent employees which decreased unnecessary calls to the CRC-ER by 50%
· Trained and mentored CRC-ER new hires on policy/procedures and assigned CRC-ER agents monthly phone schedules.
· Updated ER options on CRC phone tree.
Customer Service Representative, MCI/Worldcom: April 2001 – February 2002:
· Handled in-bound calls answering questions and resolving customers’ issues with billing problems, calling plans, and dial-around services.
· Analyzed customer calling patterns to upsell improved products/services.
· Handled supervisor calls, maintained call bay during supervisor absence, monitored and coached bay representatives for improved individual/bay performance.
Professional & Personal References:  Available upon request.
