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Professional Experience:

Argus Event Staffing, Centennial, CO                      
                                                                                    September 2013 – Present
Event Staff

· Crowd control and management at various Sporting events and concerts in multiple Colorado Venues.
· Ensure patrons have a safe, enjoyable event experience by identifying and addressing safety concerns such as intoxicated and aggressive patrons.
· Take tickets and ensure patrons find seats.
· [bookmark: _GoBack]Search patrons for prohibited items by pat down or electronic wanding/magnetometer. 
Dish Network, Thornton, CO                                      
                                                                                    February 2012 – September 2013
Loyalty Supervisor

· Supervise a team of up to 18 loyalty agents taking inbound calls regarding billing and programming concerns, technical support and customer retention.
· Develop agents to meet and exceed metric goals, while grooming them for advancement within the company.
· Monitor agents through real-time observation and listening to recorded calls to ensure compliance with quality assurance standards.
· Maintain payroll and attendance for all direct reports, as well as documentation of development and consultation of behaviors and opportunities.
· Identify and rectify inconsistencies of the metric goals of agents through feedback, action plans, and follow up. 
· Deliver annual performance analysis to direct reports, creating and implementing performance improvement plans when necessary.
· Interview prospective candidates for the entry-level position of Customer Care Specialist.
· Hold monthly team and bi-monthly one on one meetings to identify successes and areas of opportunity for agent improvement. 
  
                                                                           October 2011- February 2012
 On the Job Trainer (OJT)

· Experience working with new hire customer service agents to ensure a smooth transition from the training room to the call center floor.
· Listen to phone calls taken by new hire agents. Provide feedback regarding strengths and areas of opportunity to improve performance.
· Conduct simulated phone calls with new hires and rate their performance.
· Lead Hands On training which familiarizes agents with Dish Network equipment.
· Experience working alongside other OJTs in Edge Pod, duties include monitoring and developing agents, holding team meetings, handling escalated calls, and providing feedback on agent performance to Trainers and OJT Coach. 
           


                                            
                                                                                      June 2011 – October 2011
Customer Service Specialist

· Handled escalated situations and irate customers regarding billing, technical, and programming issues within business policies and practices.
· Resolved concerns directly as well as utilizing various resource groups to ensure customer satisfaction.
· Provided direction and education to front line and loyalty agents to minimize churn and maximize customer retention.

                                                                                      January 2010 – June 2011
Loyalty Representative

· Managed customer billing, technical support and account management.
· Provided efficient service, accurate notation and legal disclosure of account liabilities.
· Received a ruby award in customer service and satisfaction (CSAT).


Crystal’s Liquor (Liquor Depot), Fort Collins, CO     
                                                                                      June 2006 – October 2009
General Manager

· Promoted from store clerk position where responsibilities included stocking, customer service and cashier duties.
· Consistently managed employee schedules, opening and closing retail duties.
· Assessed which items were strong sellers and created tracking and buying system to increase overall store revenue.
· Managed all hiring, training and retention, reducing employee turnover by 25% over one year.
· Reduced overall loss of the store by 15% consistently.
· Maintained day to day operations of the store with 2-6 employees at any given time as well as purchasing products to keep store at approximately $450,000 in inventory.

Public Safety Promotions                                            October 1998 – June 1999

Call Center Supervisor

· Supervise a team of up to eight outbound call center agents whose job was to solicit donations for multiple non-profit organizations. 
· Motivate agents to a dollar amount goal of $50,000 weekly
Interactive Teleservices Corporation             October 1997 – October 1998

Shift Supervisor

· Work directly with call center team leads to ensure agents meet and exceed daily close rate of outbound sales for a variety of outbound campaigns ranging from telephone and television services, to mortgage and refinancing services, to credit cards and department store credit lines.
· Monitor time zones on auto-dialer to ensure calls are not being made to customers outside of approved time frames, recycling numbers when lead lists were exhausted, and running daily backup of leads in auto dialer. 

Education:
	LEAD Training                                                                                  2013
           GROW Leadership Training                                                            2012
Retention Sales Course                                                	          2010
Casper College                                                                                 1997-1998
Brighton High School		                                                     1991-1995
             
References available upon request

