		Michael Eugene Widlund

	



		Contact

	Tel : (720) 220-3022
E-mail : mike.widlund@gmail.com




	
	Address

	2135 S. Rifle Way Apt. R303, Aurora, CO 80013




	
	Profile

		Objective
	The development of my career under the Admin Assistant and Researcherposition

	Availability
	There are no current scheduling restrictions








	
	Key Skills

	· Strong proficiency utilizing MS Office, Outlook, Word, Powerpoint, Excel and IBM Lotus Notes, 
· Advanced multi-tasking and prioritizing skills handling projects with incoming inbound emails & calls
· High accuracy alpha-numeric and 10 key skills, billing processing, administrative & clerical support with basic understanding of financial & accounting principles
· Experienced in Workforce Management programs & tools TCS, IEX, eWFM & Avaya CMS with end user provisioning
· Proven comprehension & retention of previously unfamiliar software and processes 
· Over 4 years of experience in general Call Center reporting, data tracking and projects & 10 year of Customer Service
· Ability to engage, communicate and report to multiple levels of management and team peer employees
· Experienced in Workforce supervision 50-500 employees and direct supervision over teams of 10-15




	

		Work Experience

	
	DirecTV, Inc. : 
	

	Workforce Analyst/ Technical Service Rep
	5/3/2010- Present

	· Excelled as Workforce Coordinator Upgrade, implemented new projects and improved existing processes, managed multiple task and projects simultaneously and managed workforce database
· Performed Stand-In for Team Support Specialist and Team Lead as required, functioned as back up during the Escalations Queue project and Nesting T.S.S.
· Managed end user provisioning into IEX, Avaya CMS and VPL
· Consistently handled multiple task with various levels of priority
· Foster improvement and development for colleagues
· Provide feedback towards creative models for personal and business development
· Assist customers with billing and technical related issues

	Front Range Security Services
	

	Security Supervisor
	01/15-2010– 3/1/2010

	· Supervise by random periodic checks on over 75-100 Security Guards at various posts across Metro Area including assignment and dispatch
· Oversee activity & issues with internet based fixed & portable security cameras
· Assist clients with concerns and questions regarding their account & any required escalations
· Dispatched as required agents to assigned locations
· Managed security dispatch and reporting and security camera monitoring

	First Data Customer Service Operations
	

	Workforce Analyst
	10/1/2005- 1/13/2010

	· Oversee inbound / outbound call center operations with site specific staffing of 50 to 75 employees
· Monitored call center site metrics at required intervals and modifying staffing needs, reporting information between Site Director, Manager and Supervisors
· Managed end user provisioning into eWFM and Avaya CMS
· Created and followed up help desk tickets via CA Service Desk
· Communicated forecasted and real time staffing requirements on an ‘as needed’ basis
· Analyzed staffing reports to implement policy and procedure to improve productivity
· Handled Civil and Private Service inbound calls ranging from facilitating federal & state taxpayer payments or financial institutions verification of official check & money order issuance

	ADT Security Services
	

	Emergency Dispatch Operator of Medical Alarms
	8/22/2004- 7/22/2005

	· Managed computer and phone systems to receive and respond to life & property alarms 
· Dispatched proper authorities to businesses and residences, tracked and followed up medical alarms
· Managed creation, setup and update of customer accounts
· Received and handled medical alarms for senior citizens from 2- way voice alarms and decision making to determine if emergency help is needed for the customer
· Place work orders and/or actions for various issues to resolve customer’s needs
· Made data changes and corrections as needed to customer accounts 







	

		 Education

		Smoky Hill High School
	1997-2001


· High School Diploma – General Studies
	Community College of Aurora
	2001-Present


· Completed Studies: Statistics, Sociology, Public Speaking





	

	


	



